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Clothing grants and free school meals

Application process for combined or individual rewards for up to 5 children per application.

Free school meal gives your child one free meal on every day that they are at school. Also provides payment for
meals during school holidays

A clothing grant is a payment to help buy school uniforms. Qualifying families will get one grant for each child
during any school year. Also provides payment during the winter to buy winter clothing.

Evidence is required to prove eligibility and can be uploaded as part of the application.

Payment is provided to applicant's bank account by BACS




Understand Current Process

* Clearly define how do we do things
SO g | ety

Families First, Healthier and
Wealthier, home link etc.

* Asls Process Mapping

1
Send remaining
forms in ‘blue bag’
to schools based on
FSM uptake in
previous year

10
Retain approx. 1000
forms in CSU for
issuing to customers
on request

3
Send forms to Isthisthe
Comms to proof renewal form
read form proof?

4

* Process visualisation

6
Send proof for new
application to
document solution
centre

12
Formsissued to
customer at school,
at CSU, or printed
from website

5
Send proof of
renewal form to
Lagan Team

* Observe customer/user journey

7
Pull report of name,
addressand
qualifying criteria
for pervious year

Understand the requirement for
change

8
Send proof and
repart to DSC

9
Print out ‘renewal’
forms,
prepopulated with
customer detads

13
Print Supply of
forms (2000 printed
to start)

To customer forms

17
Add a copy of the
ew application
form onto
frewshire
( At time of
orms not

18
Return proof of
both forms to CSU




ess challenges

pplications - more time/travel
lication to complete — Waste/duplicate

| pieces of paper evidence to submit - Insecure/easily lost
» Qutdated ways of working - Manual checks/errors

* High processing times - Bottlenecks/Average 3 weeks

* High cost per transaction - £0.18

* Slow process for treasury re BACS payments & holiday payme
* High level customer complaints



Redesign - Create New Process

‘ Free School Meals and Clothing Grants
Customer Application — complete Online form

sins the fotlowing

System advises what customer is entitied
to based on benefit information
SCG or
FSM and SCG

Based on whether the customer has
siven consent, or not, and what benefits
| they are on the customer is required to
upload proof.

Customer access
online form

Customer
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Technology

1. Granicus GovService suite:
* MyAccount - Customer portal

* Forms - Forms designer, integrations manager (database, emails)
* Dash - Caseviewer

* Service (CRM) - CSU customer management
2. SQL Server
3. Excel

4. PowerBi
5. SEEMIS warehouse




SEEMIS lookup

Application
made online

Application

integration

assessed

Approved

BACS payment
made

Submission email sent
to applicant, database
integration updates
database

Declined



Process design

Apply for clothing grants and free school meals (2023-2024)

Enforce Permissions:
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Integrations
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Making the payments

» Details from each application had to be transformed into a
100 character BACS code to allow for more efficient
payments

» Calculations and default fields on forms used to generate
majority of the BACS code

« SQL server script use to complete the BACS code and
generate the payment file and accompanying ledger file
based on eligibility of applicants

« Payment files transferred to treasury ePay system and
payments reach applicants bank account within 48hrs

» Multiple scripts can be used to generate payment files for
holiday periods and adhoc as needed

* Immediate response to failed payments




Data output
* Provide Excel reports containing views from the database for quick access to real time information
» PowerBi reports for management information which can be integrated with Microsoft Teams

« Database tables containing submission data is used for lookups to prevent duplicate applications for the
same child

» Rate of application approvals dictates when payment batches are created

@ Digital Services Report
Henfiws e Clothing Grants and Free School Meals (2023/24)
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Renfrewshire Council

I m p le m e n t ‘ h a n ge You are here: Home = Services > Schools, education and learning > Free school meals and

Apply online for free school
meals and clothing grants

Free school meals and clothing grants

/ -
%// RO b U St G O L I Ve P la n You may be able to apply for free school meals and a clothing grant if you are a parent or

guardian of a child and are in receipt of particular benefits.
On this page:

« what is included in free school meals
« free school meal payments during the holidays

H . + what a clothi ti
.’_1’///—;“ T ra | n CS U & SC h OO l Staff . z:hz cE;E (a)p;l)rI]ygfg;i?e;Sschool meals and clothing grants

« what evidence you need to provide
« apply for a clothing grant or free school meals
how you will be paid your clothing grant
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Improvements

* 100% of applications and supporting docs submitted online

* Processing times cut from up to three weeks to two days for Clothing Grants
» Automated SEEMIS look-up improving efficiency and accuracy

« Staff handling applications has reduced by 2 FTE

« Minimal customer complaints (2022-23 school term zero complaints)

Nominated for Cosla excellence award

Won the Granicus award for Operational Efficiency
* Real-time management information reporting
« Automated payment files removed the need for manual BACS payments

ction used to cost 18p, this has decreased to 1.2 % reduction)




ASk for Feed baCk “Thank you so much for

clarifying [what | am

’ 9 entitled to]. | have been so
Customer Surveys \ N stressed out with
everything” - KP Gordon.

How did you find the application process for Free “Thank you. Very helpful

School Meals, Clothing Grants? payments [Fraa Salhss!
Meals and holiday
payments]. Please pass on
4 my appreciation” - P
Cairns.

: “Thank you for the school
meals payment during the
Difficult Easy Very difficult_ Very easy Xmas break and the holiday
payment. Makes a huge
difference” - C Gray.




have taken feedback onboard from previous years and

ess for Free School Meals and Clothing Grants which prioritises
e customer. Applications are processed quicker, resulting in

o bank accounts within days, and this year the level of constituent
received in my office has reduced to zero. An excellent example of how
focus on customer need can inform great service design.”

Councillor John Shaw, Convener of Finance, Resources and Customer Service
Policy Board
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Questions?





