


FOREWORD 
 
By the Chief Executive  
 
 
Our Corporate and Business Plan sets out the Ministerial targets that we will 
be striving to achieve during 2004 - 2005.  It identifies the key issues likely to 
affect the Agency over the medium term and our strategic response to these 
business drivers. 
 
We will continue to focus our efforts and resources on implementing Rating 
Reform, modernising how the service is delivered and where possible 
improving performance in terms of collection levels, efficiency and customer 
satisfaction. 
 
Given our already high level of achievement in terms of collection levels, 
efficiency and customer satisfaction, further significant improvement is 
unlikely in the short term pending the availability of a new computer system. 
Work to identify a suitable business partner to provide and develop computer 
systems to support the modernisation of our business processes is ongoing. 
Our emphasis will therefore be to maintain the present level of performance 
as we implement major change.  
  
Following the Review of Rating Policy vacant rating for certain non-domestic 
properties will be introduced from 1 April 2004.  The phased withdrawal of 
industrial de-rating will start on1 April 2005.  We will continue to support the 
development and implementation of policy and legislation to reform the 
domestic property sector. 
 
The increasing demands on the Agency’s people and financial resources will 
require us to consolidate our efforts to build the necessary capacity to sustain 
the existing business while seeking to modernise it over the medium term. 
 
Consultation is an important part of our approach to improving our service 
delivery and we will continue to consult with stakeholders, such as the 
Valuation and Lands Agency, District Councils and ratepayers as well as 
Trade Union representatives and staff to ensure that necessary changes are 
implemented effectively. 
 
Our staff remain committed to dealing professionally, imaginatively and 
effectively with the challenges and opportunities presented. I value and 
welcome their continued enthusiasm and support.  
 

 
 
 
 
Arthur E Scott
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CORPORATE AND BUSINESS PLAN 2004-2007 
 
 
1.0 INTRODUCTION 
 
1.1 The Rate Collection Agency (RCA) is an Executive Agency within the 

Department of Finance and Personnel. 
 
1.2 It is headed by a Chief Executive who is responsible to the Minister for 

the Agency’s performance against the targets set out in the annual 
Business Plan.  He leads a Board of Directors, whose responsibilities 
span: business development, business processes, finance, housing 
benefit, corporate services, and information systems. 

 
1.3 A Framework Document, revised in 1995, sets out the Agency’s 

relationship with the Department and details how the Agency is 
accountable to the Minister and through him to Parliament. 

 
1.4 The Agency is responsible for the collection of rates due to the 

26 District Councils in respect of the District Rate and to the 
Department of Finance and Personnel in respect of the Regional Rate.  
The Agency also manages the Housing Benefit scheme for owner-
occupiers and the Disabled Person’s Allowance scheme.   

 
1.5 Accommodation for the Agency’s 274 staff is dispersed throughout 

Northern Ireland, with Regional Offices in Craigavon, Omagh, 
Londonderry, Ballymena and Belfast. The Housing Benefit Central Unit 
is based in Lancashire House, Belfast, and the Board of Directors, 
Finance, Enforcement, Personnel, Information Systems, Corporate 
Support, Business Improvement (incorporating Training), Rating Policy 
Implementation and IT Replacement teams are located in Oxford 
House, Belfast. 
 

1.6 As required by the Framework Document, a Report on the Agency’s 
performance during 2003 -2004 will be published by June 2004.  
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2.0 MANDATES, VISION, MISSION, STRATEGIC OBJECTIVES AND 
VALUES 

 
2.1 Our mandate is the Rates (Northern Ireland) Order 1977 as amended, 

which empowers the Department of Finance and Personnel to levy and 
collect rates. Draft legislation to introduce vacant non-domestic rating 
and industrial de-rating is being finalised and is expected to become 
law on or after 1 April 2004. The Social Security Administration 
(Northern Ireland) Act 1992 as amended, provides the statutory 
framework for the Department of Finance and Personnel to manage 
the Housing Benefit scheme for ratepayers who are owner-occupiers.  
The Department has delegated these responsibilities to RCA. 
 

2.2 The strategic aim of the Department of Finance and Personnel relevant 
to the RCA is: 

 
To help Ministers secure the most appropriate and effective use of 
resources and services for the benefit of the community. 

 
2.3 Our Vision contributes to this strategic aim by encouraging all team 

members to continuously seek ways to improve the service we deliver 
to our customers: 

  
To be at the forefront of revenue collection, Housing Benefit 
administration and customer service. 
 
We will measure our progress towards our Vision in a number of ways: 
• By monitoring how we perform against our key targets; 
• Through customer satisfaction and staff surveys; and 
• By benchmarking our processes and performance with similar 

organisations in the UK and Ireland. 
 

2.4 Our Mission: 
 

To deliver timely, efficient and fair assessment and collection of 
rate liability for all our citizens.   

 
2.5 Our Strategic Objectives: 
 

• To contribute to the reform of the rating system to provide a fairer 
system for raising local revenue. 

 
• To increase the percentage of the Gross Collectable Rate collected; 

 
• To manage resources efficiently and reduce the cost of operations; and 

 
• To increase customer (ratepayers and stakeholders) satisfaction levels. 
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2.6 Our Values: 
 

The Department of Finance and Personnel has developed a set of 
common values to underpin the efforts of its staff.  In seeking to meet 
our targets we will strive to: 
 
• provide clear direction and strong leadership;  

 
• be customer focused; 

 
• practise open communication;  

 
• deliver best value; 

 
• develop positive working relationships with others; 
 
• be committed to the highest ethical standards of public service; and 

 
• value and harness the diversity of our staff. 
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5.0 MINISTERIAL TARGETS 
 
5.1 The Agency’s key performance targets for 2004-2005 as agreed by the Minister are 

set out below: 
 

1. To support the reform and modernisation of rating by: 
 

• Implementing the rating of vacant non-domestic property from 1 April 
2004 

 
• Implementing appropriate business processes by 31 March 2005 to start 

the gradual phasing out of industrial derating 
 

• To achieve all key milestones for the IT replacement project 
 

2. To collect 98% (or the 2003-2004 outturn if higher) of a forecast £820 
million Gross Collectable Rate (excluding late assessments) by 31 March 
2005 

 
3. To achieve by 31 March 2005 an overall rating for service provision of 

‘satisfied’ or above from at least 95% of respondents, 20% of which are 
‘very satisfied’. 
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6.0 KEY AGENCY TARGETS 

 
To facilitate the achievement of the Ministerial targets, the Agency uses the Balanced 
Scorecard approach to develop key operational targets. This process enables 
managers to develop targets that are specific, measurable, achievable, relevant and 
time-bound in the 4 areas of: customers, processes, finance and learning and growth. 
The Balanced Scorecard is then cascaded down to staff at all levels to make the 
strategic targets more meaningful and to guide the day-to- day work of staff. 
 

6.1 Customers 
 

• To secure the award of CharterMark by 31 December 2004. 
 

• To complete a customer satisfaction survey by 31 March 2005. 
 

• To issue all eligible rate refunds within 14 working days of being identified as a rate 
refund.  
 

6.2 Financial 
 

• To achieve a forecast unit cost of £10.90 for collecting rates per hereditament, 
excluding development costs for the Business Improvement Project, representing a 
1% improvement in real terms on 2003-2004.1 
 

• To achieve a forecast unit cost of £24.93 for processing Housing Benefit cases, 
excluding development costs for the Business Improvement Project, representing a 
1% improvement in real terms on 2003-2004.2   

                                                          

 
• To ensure that all invoices are paid within 30 days of receipt. 

 
• To deliver an efficiency saving of 2%. 

 
• To accurately calculate and advise District Councils of the Actual Penny Product 

outturn for 2003-2004, and to forecast the Estimated Penny Product for 2005-2006 
by 1 November 2004.3 

 
 
6.3 Processes 
 

 
1 Work on the Business Improvement Project (see 2 below) is considered a long-term investment aimed at 

improving service, efficiency and quality.  Such work temporarily increases the Agency’s costs.  To facilitate 
comparison with efficiency in earlier years, the costs associated with this project are not included in the 
efficiency target for 2004-2005. 

2  The Business Improvement Project is a programme of projects within the Agency including IT Replacement, 
Rating Policy Implementation and RCA/VLA Collaborative Working. 

3 The Agency accounts for rate income and discharges and provides financial information to enable each 
District Council to determine a District Rate.  It also calculates the amount due to each District Council for 
each financial year. 
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 Housing Benefit 
 

• To process 98% (or 2003-2004 outturn if higher) of Housing Benefit applications free 
from error. 

 
• To achieve an average turnaround time for processing regular, non-annual 

Housing Benefit applications of 14 working days.  
 

• To data match 100% of Housing Benefit claims to identify duplicate claims. 
 

• To check 100% of first time Housing Benefit applications using the verification 
framework, to confirm identity and property ownership. 
 

Information Systems 
 

• To award a contract by October 2004 to provide the Agency with an appropriate 
revenue collection ICT system/service. 

 
• To ensure the availability of the rates computer system during 98% of normal working 

hours.  
 

• To ensure the availability of the Housing Benefit computer system during 95% of 
normal working hours.  
 

 
Information Management 

 
• To comply fully with the legislative requirements of the Freedom of Information Act 

2000 and the Data Protection Act 1998 and develop RCA Data Protection procedures 
by 30 September 2004. 

 
Arrears 
 

• To develop by 30 September 2004 a strategy to reduce the level of rate arrears at 31 
March each year.   
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6.4 Learning and Growth 
 

Staff Development 
 

• To ensure compliance with the requirements of the Department’s Human Resource 
Strategy. 
 

• To support the implementation of the Department’s new competence-linked 
Performance Management Framework. 

 
• To meet fully the Investors in People standards for good practice in training and 

development. 
 

• To agree a corporate training and development plan by 30 May 2004 reflecting the 
personal needs of staff and the Agency’s corporate training needs.  
 

• To provide basic guidance/training to all relevant staff on rating legislation by 30 
September 2004. 
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OFFICE CONTACT DETAILS 
 
Office District Council 

area 
 

You may contact us at: 
 

North Antrim Academy House 
Eastern Ballymena 

Ballymoney 
121A Broughshane Street 
Ballymena BT43 6HY 

 Larne Phone:    028 25 664700 
 Magherafelt Fax:        028 25 664715 
 Moyle E-mail:   Northeastern.rca@dfpni.gov.uk 
  

 
 

Eastern Ards Londonderry House 
 Belfast 21-27 Chichester Street 
 Carrickfergus Belfast BT1 4JJ 
 Castlereagh Phone:    028 90 252757 
 Down Fax:        028 90 252724 
 Lisburn E-mail: Eastern.rca@dfpni.gov.uk 
 Newtownabbey  
 North Down  
  

 
 

Southern Armagh 16 West Street 
 Banbridge Portadown 
 Craigavon Craigavon BT62 3PD 
 Newry & Mourne Phone:     028 38 396200 

Fax:         028 38 396222 
  E-mail: Southern.rca@dfpni.gov.uk 

 
 

North Coleraine Orchard House 
Western Derry 40 Foyle Street 
 Limavady Londonderry BT48 6AT 
 Strabane Phone:     028 71 319900 
  Fax:         028 71 319841 

E-mail:  Northwestern.rca@dfpni.gov.uk 
 
 

South Cookstown Boaz House 
Western Dungannon 15 Scarffe’s Entry 
 Fermanagh Omagh BT78 1JE 
 Omagh Phone:     028 82 254777 
  Fax:         028 82 254722 

E-Mail: Southwestern.rca@dfpni.gov.uk   
   

 15

mailto:northeastern.rca@dfpni.gov.uk
mailto:Eastern.rca@dfpni.gov.uk
mailto:Southern.rca@dfpni.gov.uk
mailto:Northwestern.rca@dfpni.gov.uk
mailto:Southwestern.rca@dfpni.gov.uk


Other Agency contacts   Address, phone number, 
     fax number and email 

 
Housing Benefit Central Unit  Londonderry House 
   21-27 Chichester Street 
   Belfast BT1 4JJ 
   Freephone: 0800 5877 477 
   Fax:            028 90 542960 
   E-Mail: Housingbenefit.rca@dfpni.gov.uk 
 
 
 
Customer Service Manager  Agency Headquarters 
   Oxford House 
   49-55 Chichester Street 
   Belfast BT1 4HH 
   Phone:     02890 726700 
   Fax:         02890 252113 
   E-Mail: Customerservices.rca@dfpni.gov.uk 
 
 
Agency Chief Executive  Agency Headquarters 
   Oxford House 
   49-55 Chichester Street 
   Belfast BT1 4HH 
   Phone:    02890 252100 
   Fax:        02890 252113 
   Email: chiefexecutive.rca@dfpni.gov.uk 
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APPENDIX 1 
 

PLANNING ASSUMPTIONS 
 
In developing the Corporate and Business Plan the following planning 
assumptions have been made: 
 
• Adequate financial and other resources will be available; 
 
• The number of properties for each year of the plan will grow by 3.3 %, and 

in 2004-2005 the Agency will have to establish if rates are due for around 
properties, and will seek to collect the rates as assessed; and 
 

• No significant IT-related efficiency gains will be available for the next three 
years. 
 

The forecast allocations for running costs over the Plan period are as 
follows: 

 
 2004-2005 £6,260,000  
2005-2006 £6,322,000 
2006-2007 £6,565,000 

 
The forecast allocation for programme expenditure (Capital and Legal) 
over the period of the Plan is as follows: 
 
 2004-2005 £1,184,000 (Capital £50,000, Legal £1,134,000) 
2005-2006 £1,213,000 (Capital £50,000, Legal £1,163,000) 
2006-2007 £1,213,000 (Capital £50,000, Legal £1,163,000) 
 
In addition, the Agency anticipates allocations for the project to replace 
the ICT system/service and the business continuity project.  The 
forecast allocations over the Plan period are as follows: 

 
 2004-2005 £2,404,000 * (Capital £804,000, Resource £1,600,000) 
2005-2006 £3,413,000 * (Capital £1,113,000, Resource £2,300,000) 
2006-2007 £3,220,000 * (Capital £920,000, Resource £2,300,000) 
 
The forecast allocations to take forward the recommendations of the 
Review of Rating Policy over the Plan period are as follows: 

 
2004-2005 £500,000 # 
2005-2006 £900,000 #  
2006-2007 £1,200,000 # 

  
* Project costs are indicative and will be refined throughout during 2004-

2005. 
# Allocations are provisional and will be refined during 2004-2005. 

 

 17



 
 
Total Cost 

 
 The total cost of collecting and recovering rates and managing the 

Housing Benefit Scheme for owner-occupiers for 2004-2005, including 
Notional Costs, is estimated to be £11,077,000. 
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