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Existing Process

Client Team benefit checking process

DAY 1

Civica perform assessments (both 

new claims and change of circs) these 

produce decisions made

Day 2/3

The client team select a random 

sample of at least 10% of decisions 

made on the previous day

DAY 4/5

The client team perform quality 

assurance checks on all of the 10% 

sample.  Checking for errors in 

assessment

DAY 4/5

The errors are recorded including details of types of error 

(financial and non-financial) the nature of the error and 

which assessor made the error

DAY 4/5

No errors recorded

Error(s) No errors

DAY 4/5

Client Team correct errors

DAY 4/5

Client Team returns claim to 

Civica for amending

DAY 5-10

Civica review the financial 

errors and make any comment 

on disagreements

Day 10-20

Civica update the customers 

claim

Monthly (1st-10
th
 )

Civica meet with client team to 

review areas of disagreement

Monthly accuracy rate is 

agreed
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