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BROMSGROVE DISTRICT COUNCIL 

 
 

MEETING OF THE OVERVIEW AND SCRUTINY BOARD 
 

MONDAY 10TH SEPTEMBER 2012 
AT 6.00 P.M. 

 
COMMITTEE ROOM, THE COUNCIL HOUSE, BURCOT LANE, BROMSGROVE 

 
 

MEMBERS: Councillors S. R. Colella (Chairman), P. Lammas (Vice-Chairman), 
C. J. Bloore, J. S. Brogan, Dr. B. T. Cooper, Mrs. R. L. Dent, 
K. A. Grant-Pearce, Mrs. J. M. L. A. Griffiths, R. J. Laight, 
P. M. McDonald, S. P. Shannon, Mrs. C. J. Spencer and 
L. J. Turner 
 

 
AGENDA 

 
 

1. Apologies for Absence  
 

2. Declarations of Interest and Whipping Arrangements  
 

3. To confirm the accuracy of the minutes of the meeting of the Overview and 
Scrutiny Board held on 16th July 2012 (Pages 1 - 14) 
 

4. Presentation - Local Strategic Partnership (Board Investigation) (Pages 15 - 
34) 
The following documents are attached for information in respect of this item: 

• Overview & Scrutiny Topic Proposal Form 
• Bromsgrove Partnership Annual Report  

  
5. Presentation - Progress on the impact of the Government Welfare Reforms  

 
6. Briefing Note on the Disposal of Stock and any Claw back Clause - 

Bromsgrove District Housing Trust (Pages 35 - 38) 
 

7. Scrutiny of Crime and Disorder Partnerships - Introduction to the Work of the 
North Worcestershire Community Safety Partnership (Pages 39 - 42) 
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8. Overview & Scrutiny Topic Proposal - Parish Council Involvement in the 
Bromsgrove Community Safety Partnership (Pages 43 - 54) 
 

9. Blue Badge Holder Consultation Presentation (Pages 55 - 80) 
(Survey Analysis attached for information) 
  

10. Car Parking - Decline in Usage/ Marketing Campaign Report (to follow)  
 

11. Making Experiences Count Quarter 1 1st April to 30th June 2012 Report 
(Pages 81 - 102) 
 

12. Quarter 1 1st April to 30th June 2012 Finance Monitoring Report (Pages 103 - 
120) 
 

13. Quarter 1 1st April to 30th June 2012 Write Off of Debts Report (Pages 121 - 
128) 
 

14. Cabinet Response to the Planning Policy Task Group Report (Pages 129 - 
136) 
 

15. Actions List (Pages 137 - 142) 
 

16. Overview and Scrutiny Board Work Programme (Pages 143 - 148) 
 

17. To consider any other business, details of which have been notified to the 
Head of Legal, Equalities and Democratic Services prior to the 
commencement of the meeting and which the Chairman, by reason of special 
circumstances, considers to be of so urgent a nature that it cannot wait until 
the next meeting.  
 
 
 
 
 

 K. DICKS 
Chief Executive  

The Council House 
Burcot Lane 
BROMSGROVE 
Worcestershire 
B60 1AA 
 
30th August 2012 
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INFORMATION FOR THE PUBLIC 
 

Access to Information  
 
The Local Government (Access to Information) Act 1985 widened the rights of 
press and public to attend Local Authority meetings and to see certain 
documents.  Recently the Freedom of Information Act 2000 has further 
broadened these rights, and limited exemptions under the 1985 Act. 
 

Ø You can attend all Council, Cabinet and Committee/Board 
meetings, except for any part of the meeting when the business 
would disclose confidential or “exempt” information. 

Ø You can inspect agenda and public reports at least five days before 
the date of the meeting. 

Ø You can inspect minutes of the Council, Cabinet and its 
Committees/Boards for up to six years following a meeting. 

Ø You can have access, upon request, to the background papers on 
which reports are based for a period of up to six years from the date 
of the meeting.  These are listed at the end of each report. 

Ø An electronic register stating the names and addresses and 
electoral areas of all Councillors with details of the membership of 
all Committees etc. is available on our website. 

Ø A reasonable number of copies of agendas and reports relating to 
items to be considered in public will be made available to the public 
attending meetings of the Council, Cabinet and its 
Committees/Boards. 

Ø You have access to a list specifying those powers which the Council 
has delegated to its Officers indicating also the titles of the Officers 
concerned, as detailed in the Council’s Constitution, Scheme of 
Delegation. 

 
You can access the following documents: 
 

Ø Meeting Agendas 
Ø Meeting Minutes 
Ø The Council’s Constitution 

 
at  www.bromsgrove.gov.uk 
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B R O M S G R O V E  D I S T R I C T  C O U N C I L 

 
MEETING OF THE OVERVIEW AND SCRUTINY BOARD 

 
MONDAY, 16TH JULY 2012 AT 6.00 P.M. 

 
 
 

PRESENT: Councillors S. R. Colella (Chairman), P. Lammas (Vice-Chairman), 
C. J. Bloore, J. S. Brogan, Dr. B. T. Cooper, Mrs. R. L. Dent, K. A. Grant-
Pearce, R. J. Laight, P. M. McDonald and L. J. Turner 
 

 Observers: Councillor C. B. Taylor and Councillor M. A. Bullivant 
 

 Officers: Mr. J. Staniland, Ms. D. Poole, M. Stanley, M. Bough, 
Ms. J. Bayley and Ms. A. Scarce 
 

 
 

16/12 APOLOGIES  
 
Apologies for absence were received from Councillors Mrs. J. M. L. A. 
Griffiths, S. P. Shannon and Mrs. C J. Spencer. 
 

17/12 DECLARATIONS OF INTEREST AND WHIPPING ARRANGEMENTS  
 
Councillor J. S. Brogan disclosed an interest in respect of item No. 4 as an 
employee of a Health Trust and in respect of item No 12 which made 
reference to his employer. 
 

18/12 MINUTES  
 
The Minutes of the Overview and Scrutiny Board meeting held on 18th June 
2012 were submitted. 
 
RESOLVED that the minutes be approved as a correct record. 
 

19/12 JOINT SERVICE REVIEW - THE FUTURE CONFIGURATION OF ACUTE 
SERVICES IN WORCESTERSHIRE  
 
The Board received a presentation in respect of the Worcestershire NHS Joint 
Services Review, Worcestershire hospitals – fit for tomorrow, from 
representatives of Worcestershire Acute Health Trust (WAHT). Members were 
reminded that a number of pre-prepared questions had been forwarded to 
WAHT.  The presentation was an overview on the case for change of the Joint 
Services Review and provided information on the models of care which were 
currently being developed together with details of the project’s planned 
timetable and any associated governance issues in relation to it.  Members 
were informed that this was a joint review between the commissioners, NHS 
Worcestershire and the Acute Hospital, which commenced in March 2012 with 

Agenda Item 3
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the aim of a final business case being prepared by January/February 2013.  
The review was for the whole of WAHT’s services which operated from 3 sites 
plus 4 community hospitals.   
 
It was a clinically led review and covered 4 work streams, Women and 
Children, Emergency Care, Elective Care (planned care) and Elderly Care.  
Representatives from each of these work streams had been involved from 
primary care and secondary care, together with clinicians from a whole range 
across the community including ambulance services, nursing and general 
practitioners.  The Models of care, which had been identified and which were 
explained in detail to Members, would then be appraised in order to assess 
which should be put forward as final options.  It was emphasised that, in all 
the Models identified, outpatients, diagnostics and primary care facilities would 
be maintained and provided exactly as they were at the moment in all parts of 
the County.  The Models were focused on the acute in-patient or emergency 
admission type of work. 
 
The evaluation framework was explained to Members in detail, together with 
the non financial and financial criteria and weightings that would be 
considered when creating the shortlist of options which would be included in 
the final consultation.  It was stressed that this was a clinically led and patient 
centred review and every opportunity was being taken to involve the public in 
the engagement process.  There would be continued external scrutiny through 
the Worcestershire County Council Health Overview and Scrutiny Committee, 
the National Clinical Assessment Board and Stakeholder Reference Board.  
Details of the revised project timetable were provided together with details of 
the governance arrangements, accountability and decision making process 
which would be followed in order to reach the formal public consultation stage 
in Autumn 2012. 
 
(A copy of the presentation is attached at Appendix 1 for information.) 
 
The representatives in attendance were: 
 
Christine Fearns – Joint Service Review Project Director 
 
Dr. Angus Thompson – Consultant obstetrician and gynaecologist, Clinical 
Director for Obstetrics and Gynaecology.  
 
Dr. Anthony Kelly – General Practitioner from Droitwich. 
 
The Board discussed the following areas in detail and the representatives 
from WAHT responded to questions: 
 

• The potential closure of the Accident and Emergency department at the 
Alexandra Hospital in Redditch.  (Specific statistics had been requested 
in respect of admissions and it was confirmed that these would be 
provided to the Board with an explanatory briefing paper.) 

• The increase in life expectancy of the population and the affect this had 
on the way services were delivered and the changes that needed to be 
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made in order to support those with long term chronic conditions and 
which it was felt could best be managed within the community. 

• Travel (for example by public transport) and accessibility concerns, 
including traffic congestion (particularly in Bromsgrove) and what were 
viewed as excessive parking charges at hospitals for patients, visitors 
and staff and the inclusion of this as part of the modelling process.  The 
WAHT representatives confirmed that these issues had and would 
continue to be considered in any decisions that were made.  However 
evidence from across the country was being researched where the 
outcomes still appeared to be better despite such problems, particularly 
in respect of trauma where increased travel time did not have an 
adverse clinical effect on patients. 

• Particular areas of specialist care already being centralised at specific 
hospitals within the County and the current provision of two trauma 
units within the County. 

• Any impact that the Joint Services Review could have on the Princess 
of Wales Hospital in Bromsgrove.  It was explained that this was not 
part of the review as it was looking at acute hospital services and not 
community hospitals. 

• Details of the external assessment and the experts involved. 
• The levels of units in respect of midwifery and the role of a midwifery 

led unit and details of Model B, Members were informed that a similar 
model to this had recently been put in place at Cheltenham and 
Gloucester. 

• Details of the finances which had led to this decision and of the 
budgetary position of WAHT together with any overspend and 
efficiencies of the hospitals concerned and necessary efficiency 
savings.  (Information on PFI was available on the WAHT website.)  

• The role and experience of junior doctors nationally and how this was 
managed and the involvement of consultants on a more regular basis 
with junior doctors. 

 
The Chairman thanked the representatives of WAHT for a detailed and 
informative presentation. 
 
RESOLVED that the presentation be noted. 
 

20/12 THE COUNTYWIDE HOMELESSNESS STRATEGY 2012-17  
 
The Board received a presentation from the Housing Strategy & Enabling 
Team Leader in respect of the Worcestershire Joint Homelessness Strategy 
2012-17.   
 
The strategy had been produced following the relevant guidance and a 
comprehensive review of services being undertaken in 2011 by a specific 
project team.  The Housing Strategy & Enabling Team Leader highlighted both 
national and current local issues which could have an affect on homelessness, 
including the Comprehensive Spending Review, the impact of the Localism 
Act, the increase in rough sleeping across the County and links to childhood 
life experiences such as domestic abuse and relationship breakdown. The 
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Board’s attention was also brought to the 4 strategic goals of the strategy and 
the work which would be carried out in order for those goals to be met. 
 

• Provide a pathway to a housing solution for everyone 
• Create strong partnerships to tackle homelessness 
• Take effective action to prevent anyone new to the streets having to 

sleep out for more than one night 
• Reduce financial deprivation within our communities to minimise 

homelessness. 
 
The Housing Strategy & Enabling Team Leader responded to questions and 
the Board discussed the following areas in detail: 
 

• Links between health, especially mental health and homelessness 
• Available support from staff based at Bromsgrove 
• Providing accommodation for homeless persons from outside of the 

district. 
• The Choice Based letting system 
• An increase in the number of young people being housed in sheltered 

accommodation and whether this was a temporary measure – officers 
agreed to investigate and provide Members with further information. 

 
The Board were informed that the Joint Homelessness Strategy had 
completed its consultation on 6th July 2012 and would be presented to 
Cabinet for consideration at its meeting to be held on 5th September 2012. 
 
RESOLVED that the presentation on the Worcestershire Joint Homelessness 
Strategy 2012-17 be noted.  
 

21/12 CORPORATE PERFORMANCE MONITORING REPORT QUARTER 
ENDING 31ST MARCH 2012  
 
The Board considered the Quarter 4 Corporate Performance Report and 
received a brief summary of its content from the Head of Business 
Transformation.  It was highlighted to Members that of the 16 performance 
indicators included in the report 10 had improved and 6 had declined.  
Improvements had been seen in the use of Bromsgrove Urban Rural 
Transport (BURT) scheme and Shopmobility and increased attendance at the 
Artrix Centre.  The area which was causing the most concern was the decline 
in usage of the town centre car parks.  The Head of Business Transformation 
confirmed that a marketing campaign was being prepared in conjunction with 
the car park management team, Wychavon District Council. 
 
The Board discussed the following areas in detail and the Head of Business 
Transformation responded to questions on those areas: 
 

• The decline in the use of the car parks and the financial implications to 
the Council – Members queried whether this was due to an increase in 
parking charges which may have occurred.  (Officers to seek 
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clarification of any increase in charges and details of financial 
implications.) 

• Details of the marketing campaign to promote the car parks and the 
aims and objectives, financial implications and reasoning behind 
working with Wychavon District Council. 

• The increase in usage of the Artrix and the financial support provided 
by the Council. (Officers to clarify whether a review would be possible.) 

• The processing of benefits and the improvements which could be 
expected from the transformation programme. 

• The reasons for the delay in payment of invoices by the Council 
(Officers to seek further clarification on this point). 

• Reference was made within the body of the report to 2 national 
indicators in respect of air quality and climate change, however further 
information was not given.  Members requested Officers to provide 
further information in respect of those indicators. 

• The recording of complaints and the inclusion of the recommendations 
from the Planning Policy Task Group. 

 
The Executive Director, Planning and Regeneration, Regulatory Services, 
Housing Services responded to points raised by Members in respect of the 
processing of planning applications and the comments provided within the 
report in respect of the delays which had occurred.  It was expected that 
improvements from the transformation process would have an impact on the 
figures for the first quarter of 2012/13. 
 
RESOLVED: 
(a) that the Corporate Performance Report Quarter 4 be noted; and 
(b) that the Board receive a detailed report in respect of Car Parking, to 

include details of the marketing campaign, the financial implications of 
the reduction in usage and the aims and objectives and any cost 
implications of working with Wychavon District Council, at the meeting 
to be held on 10th September 2012. 

 
22/12 SICKNESS ABSENCE PERFORMANCE AND HEALTH QUARTER 4 

REPORT  
 
The Board considered the Sickness Absence Performance and Health report 
for Quarter 4, which included statistics for the 12 month period ended 31st 
March 2012.  The acting Shared Human Resources & Organisational 
Development Manager informed Members that a new format for the report had 
been used which should be more useful and informative; however Members 
comments and feedback would be welcomed.  It was also the final quarter 
before the majority of shared services had been put in place.  The movement 
of staff between sites had presented some difficulties as no comparable data 
was available, from April 2012 there would be an opportunity for Members to 
access details of shared services which were not hosted by the Council.   
 
The following areas were highlighted and discussed by Members: 
 

• A 20% reduction in absence for quarter 4. 
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• The modifications made to the pie chart used to highlight categories for 
absence. 

• The statistics for the full year 2011/12, which were below the corporate 
target. 

• Seasonal absences and work being done to identify reason for peaks in 
absences at particular times throughout the year. 

• Long term absences compared to short term and the relevance to 
particular areas of work, for example Environmental Services. 

• Targets for 2012/13 and the inclusion of this within the review of 
sickness reporting. (This would be circulated to the Health & Safety 
Committee for discussion.) 

 
The Board discussed and the acting Shared Human Resources & 
Organisational Development Manager responded to questions in respect of 
the following areas: 
 

• Any established patterns identified in respect of short term sickness 
absence (particularly in respect of Environmental Services). 

• The inclusion of agency staff sickness absences within the figures 
provided for Environmental Services. (Officers to clarify whether this 
was the case and if not the reasons for not including this information.) 

• The training events which had been held to assist managers in the 
understanding and dealing with mental health issues in the work place.  
The Board were informed that these had been provided by a staff 
member who was appropriately trained and therefore funded from 
existing budgets. 

• Stress related absences in relation to transformation and other work 
related issues. 

• Members noted that within the pie chart used to highlight categories of 
absence there was a category classed as “unknown” – the acting 
Shared Human Resources & Organisational Development Manager 
agreed to clarify this point. 

 
RESOLVED that the Sickness Absence Performance and Health Quarter 4 
Report be noted. 
 

23/12 FORWARD PLAN OF KEY DECISIONS 1ST JULY TO 31ST OCTOBER 
2012  
 
The Forward Plan of Key Decisions was considered by the Board.  Members 
commented on the slippage which had occurred in respect of the Fly Posting 
Policy and the Land Disposal Policy, both of which should have been received 
by Cabinet at its meeting on 6th June 2012 and were now scheduled in for the 
Cabinet meeting on 5th September 2012.  Officers agreed to investigate and 
report back to Members. 
 

24/12 OVERVIEW AND SCRUTINY TOPIC PROPOSALS  
 
The Chairman reminded the Board that at the meeting held on 18th June 2012 
Members were requested to submit any completed Overview and Scrutiny 
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topic proposals for consideration and inclusion within the Work Programme.  
Members were provided with copies of five such proposal forms and following 
discussion it was  
 
RESOLVED: 
 
(a) that a report and presentation be received at the Board meeting to be 

held on 10th September 2012 in respect of the Local Strategic 
Partnership; 

(b) that a report and presentation on the Shared Services – Value for 
Money? Topic proposal be scheduled into the Work Programme as 
soon as practicably possible; and 

(c) that CCTV Shared Service, Regulatory Services and Impact of the 
Localism Act on Bromsgrove District be scheduled in to the Work 
Programme for the remainder of the Municipal Year. 

 
25/12 OVERVIEW AND SCRUTINY BOARD WORK PROGRAMME  

 
The Board considered the Work Programme and it was 
 
RESOLVED that subject to the amendments detailed in Minute No. 24/12 the 
Work Programme be noted. 
 

26/12 WCC HEALTH OVERVIEW AND SCRUTINY COMMITTEE AGENDA AND 
MINUTES  
 
Councillor Dr. B. T. Cooper, the Council’s representative on the 
Worcestershire County Council Health Overview and Scrutiny Committee 
(HOSC) informed Members that as the Board had already received an in 
depth presentation on the Joint Service Review he would not go into detail on 
the recent HOSC meetings, however he was happy to respond to questions 
from Members either within the meeting or outside if members wished to email 
him.  Councillor Dr. Cooper did confirm that the majority of the financial 
queries raised early in the meeting were answered on page 11 of the HOSC 
meeting Minutes dated 22nd May 2012. 
 
 

The meeting closed at 8.37 p.m. 
 
 
 
 

Chairman 
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Please return completed forms to:  Committee Section, 
Legal, Equalities and Democratic Services, Bromsgrove District Council 
Email: scrutiny@bromsgrove.gov.uk 

 
 

 
OVERVIEW AND SCRUTINY TOPIC PROPOSAL 

 
 
Name of Proposer: Councillor Steve Colella 
 
Tel No: ________________________ Email: s.colella@bromsgrove.gov.uk 
 
Date: 4th July 2012 
 
 

Title of Proposed Topic: Local Strategic Partnership (LSP) 
 

Specific subject areas to be 
investigated: 

 
There are a number of key areas to review as part of 
an investigation of the Bromsgrove Partnership, the 
LSP in Bromsgrove: 
 
1) To examine the Bromsgrove Partnership in order to 

clarify: 
• how the Bromsgrove Partnership operates; 
• which organisations are represented on the 

Bromsgrove Partnership; 
• the specific roles and responsibilities of each of the 

partner organisations; 
• the communication channels used to communicate 

the work of the Bromsgrove Partnership; 
• what sub-groups exist and what the roles are of 

these sub-groups; 
• what achievements have been made to date by the 

partnership (the outcomes). 
 
2) To review Bromsgrove District Council’s 

contribution to the Bromsgrove Partnership and to 
compare this with the contribution made by other 
partner organisations. 

 
3) To examine the potential implications of disbanding 

the LSP. 
This would include: 

• the implications for delivery of public services; and 
• the implications for strategic plans for the district. 
 
4) To determine to what extent Bromsgrove District 

Council is achieving value for money  
(Vfm) through participation in the partnership. 
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Please return completed forms to:  Committee Section, 
Legal, Equalities and Democratic Services, Bromsgrove District Council 
Email: scrutiny@bromsgrove.gov.uk 

 
5) To identify any areas for improvement. 
 
6) To suggest suitable performance monitoring 

arrangements for future years. 
 

 

Reasons why this subject 
should be considered: 

 
Bromsgrove District Council is a member of the 
Bromsgrove Partnership.  However, many elected 
Members are not familiar with the role of the 
partnership, the responsibilities of the different partner 
organisations, the financial costs involved in operating 
the partnership or the achievements of the body.  A 
review of this subject would help to develop Members’ 
awareness of the partnership. 
 
In addition, the partnership has the potential to 
influence the strategic direction of developments in the 
district.  It is important, therefore, to ensure that the 
work of the partnership is transparent and is held to 
account.  A Task Group investigation completed by 
scrutiny Members could achieve these objectives. 
 

 

Evidence to support the 
need for this particular 
investigation: 
 

 
The Bromsgrove Partnership has never been 
scrutinised.   
 
A review of this subject would be timely as it would 
help to ensure that best use is being made of 
resources in a similar manner to the current 
transformation agenda that is in place for other public 
services. 
 

 

Council priorities it links to: Value for money (vfm). 
 

Possible key outcomes: 
(i.e. what do you anticipate 
could be achieved?) 

 
The subject is a service which may be identified as a 
core topic for scrutiny to monitor either annually or bi-
annually.  
 
A review of this subject could help to highlight the 
achievements of partnership working to date as well as 
areas where improvements could be made if 
considered necessary. 
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Please return completed forms to:  Committee Section, 
Legal, Equalities and Democratic Services, Bromsgrove District Council 
Email: scrutiny@bromsgrove.gov.uk 

Please indicate if any of the following apply to the proposed subject 
area: 
 

CRITERIA N
O
 

Y
E
S
 

Why? 

Is it a priority issue for the Council or the 
Local Strategic Partnership?   

 X Both the Council and LSP. 

Is it an important issue for local residents?  

X 

A review of this subject would have 
implications for service delivery, for 
achieving vfm and for budget 
management.  

Is it a topic where Overview and Scrutiny 
could feasibly and constructively make 
recommendations?   

 

x 

The topic meets the remit of the 
Board’s Terms of reference.  Local 
authorities in other parts of the 
country have reviewed their LSPs, 
which suggests this review would 
be feasible. 

Is it a topic where external review would 
be helpful? 

 

? 

This is difficult to determine. It might 
be useful to consider the 
experiences of similar partnership 
arrangements at other authorities. 

Is it a topic where a review could be made 
in time to make recommendations for the 
executive decision making process?   

 
x Recommendations could be made 

to the Cabinet. 

Is it a poorly performing service?    ? This is difficult to answer until a 
review has been completed. 

Is it a review that could render significant 
savings or value for money?   

 ? 

This is difficult to answer until a 
review has been completed, though 
one of the aims would be to assess 
whether the current arrangements 
represent vfm. 

Is the topic strategic in scope?    x Yes 
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BRIEFING NOTE –  
Bromsgrove District Housing Trust (BDHT) 

Disposal of Stock and details of any Claw Back Clause 
 
 

Overview and Scrutiny Board 10th September 2012 
 

At the Bromsgrove District Council’s Overview and Scrutiny Board held on 
23rd April 2012 Members’ requested the following: 
 
“Officers to provide the Board with details of any disposal of stock that has 
taken place by BDHT and details of any claw back clause still in existence 
from BDHT.” 
 
 
In response Officers can advise Members as follows: 
 
1) Details of any stock disposal which has taken place. 
 
To date, BDHT have disposed of four properties, with a further three 
approved/agreed following consultation with Bromsgrove District Council.   
 
Two properties were sold in Clent and Belbroughton approximately 3 years 
ago.  BDHT considered these properties to be ‘exempt disposals’. The 
Council was concerned at the loss of rural units and challenged BDHT as to 
whether the dwellings were in fact ‘exempt disposals’.  As a result BDHT 
cancelled plans to market any further dwellings that they had identified at the 
time as requiring high levels of modernisation investment and a set of ground 
rules was established for BDHT to follow with regard to disposals to ensure 
full conformity with the terms and obligations set out in the Transfer 
Agreement with the intention of securing a stronger strategic partnership 
between the two organisations. 
 
In February 2011, the Department for Communities and Local Government 
(DCLG) and Homes and Communities Agency (HCA) published an Affordable 
Homes Programme Framework setting out a new approach to the way that 
social housing was to be delivered from April 2011. The Affordable Homes 
Programme sought offers from Registered Providers (RPs) (formerly known 
as Registered Social Landlords (RSLs), e.g. BDHT, West Mercia Housing etc) 
to work with the HCA to deliver a new supply of affordable housing over the 
next four years - 2011 to 2015. This placed increasing pressure on RP’s to 
dispose of dwellings to supplement the reducing government grant available 
for the development of new affordable housing.  Alongside a flexibility for RP’s 
to capitalise upon an increased rental stream, the new delivery model sought 
a competitive bid from RP’s who use the new flexibilities on the use of existing 
assets to generate additional financial capacity to support new supply.  There 
were therefore three broad funding streams: 
 

Agenda Item 6

Page 35



 2 

• Additional borrowing capacity by conversion of Social Rent units to 
Affordable Rent. 

• Cross subsidy through surpluses, outright sale, shared ownership 
sales, recycled grant and stock disposals. 

• Free or discounted land, HCA Grant funding (but only where required 
to make a development viable). 

 
The assumption was that the most competitive bids made by RP’s would 
effectively combine these funding streams. 

 
Therefore in April 2011 the Council’s Cabinet considered a report that 
provided an overview of The Proposed BDHT / West Mercia bid to the Homes 
and Communities Agency (HCA) for development grant funding for the 
programme period 2011 – 2015. This report set out how the Council’s 
Principal Preferred Partners (BDHT and West Mercia Housing) were 
proposing to respond to the Government’s new framework for the delivery of 
affordable housing for the next 4 years including the financial contributions 
from the sources recommended in the guidance that included ooutright sale, 
shared ownership sales, recycled grant and stock disposals. 
 
In order for the Council to give its full commitment to the principles of the 
proposed bid, Members were asked to agree to the sensitive elements of the 
bid which included the proposal that in order to raise sufficient funding to 
support the development bid, BDHT would have to dispose of between 15 – 
20 dwellings over the period of the programme.  
 
The report made it clear that in committing to the principles of the bid, 
Members would be agreeing to the full capital receipt from the proposed stock 
disposals being strategically invested in the development of new affordable 
housing provision on the basis of any proportion of the capital receipt that 
would be due to the Council being waived as a Council contribution towards 
the development bid.  
 
It was resolved at the Cabinet meeting on 6th April 2011 that the content and 
principles of the BDHT bid to the HCA as outlined in the report be approved 
subject to it being made clear to BDHT that that there was a requirement for 
improved communication with the Council’s Chief Executive in respect of 
approval of proposed disposals, in order to ensure that no unreasonable 
concentration or pattern of disposals occurs in any particular rural area or 
other part of the District.  
 
In October 2011, the outcome of the bid to the HCA to fund 250 dwellings 
resulted in a much reduced programme of 57 dwellings. The scaled down 
programme will therefore require the support of a reduced number of six 
disposals and to date, the Chief Executive Officer has only been asked to 
approve the first and second tranche of disposals relating to the following: 
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List 1 Properties (Sept 

2011): 
Sold – Yes or 

No 
Comments 

32 Kings Meadow, Clent Yes – January 
2012 

 

16 Shawhurst Lane, 
Hollywood 

No Property now re-let as social 
housing tenancy. 

87 Waverley Crescent, 
Romsley 

No Property now re-let as social 
housing tenancy. 

94 Stourbridge Road, 
Bromsgrove 

Yes – March 
2012 

 

 
 
List 2 Properties (August 
2012): 

Sold – Yes or 
No 

Comments 

57 Woodgate Way, 
Belbroughton 

Expected to be 
sold September 
2012. 

 

8 Lyttleton Place, Hagley No Tenant is moving out 
September at which point 
BDHT will assess its 
suitability.  

11 Yew Tree Avenue, 
Belbroughton 

No Property recently vacated 
and with estate agent. 

 
 
2) Details of Claw back clause still in existence through BDHT 
 
The Large Scale Voluntary Transfer (LSVT) agreement governing the transfer 
of the former Council housing stock to BDHT back in 2004 required BDHT not 
to dispose of any part of the LSVT properties within 30 years without: 
 
1) Giving the Council 14 days notice in writing of its intention to make a 
disposal, and 

 
2) Accounting for and giving the Council a claw back sum which is 
calculated as 50% of the price received from the disposal, less some 
specified amounts which included what they originally paid the Council 
for the property and disposal fees etc. 

 
The Transfer Agreement sets out a list of 14 specific circumstances where 
this obligation would not apply, called ‘Exempt Disposals’. This list includes 
circumstance like the tenants Right To Acquire (a separate claw back applied 
for a specific period), where compulsory purchase orders apply, where land is 
needed for highways or utility services and in cases where special consent is 
received because there is an express direction of a Security Trustee or 
Mortgagee for the RSL to dispose of a dwelling or where the Council has 
agreed to a disposal to enable the RSL to trade out of any materially adverse 
financial difficulty.  
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Within this list of ‘Exempt Disposals’ is the circumstance where the Council 
and the RP work together strategically and it can be demonstrated that the net 
proceeds from a disposal would be entirely invested in a specific social 
housing development to meet the needs identified within the Council’s 
approved housing strategy.  Therefore where this occurs the net proceeds 
that would otherwise go to the Council and the RP are used to subsidise the 
development of new or additional affordable housing. This is becoming 
increasingly important as Government Social Housing Grant is becoming 
significantly reduced and less available.   
 
The provision for the Council to receive capital receipts from any Right to Buy 
sales ended in March 2009.  
 
 
3) Details of BDHT’s new Development Programme to 2017. 
 
In July 2012, BDHT approached the Council again in relation to a proposed 
Development Programme and Strategic Asset Disposal Strategy to 2017. 
Details of this are due to be presented at the 5th September 2012 Cabinet 
meeting. This report outlines further plans for the disposal of up to 30 units of 
accommodation to fund further housing development.  
 
Although 30 properties will be disposed of, 200 properties will be built, 
resulting in a net gain of 170 affordable properties within the District. 
 
 
 
 
 
 
Angie Heighway 
Head of Community Services 
 
Matthew Bough 
Housing Strategy & Enabling Team Leader 
 
 
 
 
28th August 2012 
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Elected Member 

BRIEFING NOTE         
 
 
To:  Overview and Scrutiny   From:   Bev Houghton 
  Committee    Dept:  Community Safety 
       Contact Info: 01527 881472 
   
 
CC:  Cllr Margaret Sherrey – Portfolio Holder for Community Safety 

Sue Hanley – Chair of North Worcestershire CSP & Deputy Chief Executive 
Judith Willis – (Acting) Head of Community Services 

   
 

SUBJECT North Worcestershire Community Safety Partnership 

DATE 10th September 2012 

PURPOSE To provide an update on the progress of the recently merged North 
Worcestershire Community Safety Partnership. 

BACKGROUND  

In March 2011, the Worcestershire Safer Communities Board (SCB) established a 
Task and Finish group to undertake a review of Worcestershire’s Community Safety 
Partnerships (CSPs) future structural arrangements.  The review was commissioned in 
response to a number of factors impacting on the community safety landscape.  
Reducing budgets and changing government priorities would place severe pressure on 
public finances and partners also highlighted logistical difficulties in servicing the 
number of community safety meetings and activities taking place.  The review was 
undertaken to mitigate the impact of these factors on future partnership working. 
 
As part of the review senior representatives of the Responsible Authorities, co-
operating partners and key stakeholders for each CSP were interviewed to establish 
their opinions on the current and potential future working arrangements in 
Worcestershire.  The interviews were undertaken by an Inspector from West Mercia 
Police who was independent of the established community safety arrangements.   
 
In November 2011 following a full options appraisal and formal agreement by the 
relevant Responsible Authorities, the three district CSPs agreed to merge to create a 
single North Worcestershire CSP. 
 

CURRENT POSITION 

 
The North Worcestershire CSP currently operates under shadow arrangements whilst 
a formal application to merge is being prepared for submission to the Home Office. 
A small task and finish group was established to work up proposals for the practical 
working arrangements for the new partnership and draft terms of reference culminating 
in the first meeting of the newly established group on the 3rd July 2012.   
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Whilst the draft terms of reference have yet to be formally adopted by group, the 
following key principles have been agreed. 
 
Membership  
The following organisations are members of the North Worcestershire CSP: 
  
- Bromsgrove District Council (Responsible Authority, RA) 
- Redditch Borough Council (RA) 
- Wyre Forest District Council (RA) 
- Worcestershire County Council (RA) 
- West Mercia Police (RA) 
- Worcestershire Primary Care Trust (RA) 
- Hereford and Worcester Fire and Rescue Service (RA) 
- West Mercia Probation Trust (RA)  
- West Mercia Police Authority (RA)  
- Hereford and Worcestershire Youth Offending Team (Invitee to Participate, IP) 
- Worcestershire DAAT (IP) 
- Portfolio Holder for Community Safety for Bromsgrove (IP) 
- Portfolio Holder for Community Safety for Redditch (IP) 
- Portfolio Holder for Community Safety for Wyre Forest  (IP) 
- Worcestershire Regulatory Service  (IP) 
- The Chair of Operational Group for Bromsgrove (IP) 
- The Chair of Operational Group for Redditch (IP) 
- The Chair of Operational Group for Wyre Forest (IP) 
- Victim Support (IP) 
- Worcestershire VCS Strategic Board (IP) 
- Worcestershire County Association of Local Councils (IP) 
- Representative of the Magistrates Bench (IP) 
- Representative of HM Prison Service, HMP Hewell (IP) 
  
Chair, Vice-Chair and Support Arrangements 
Sue Hanley, Deputy Chief Executive of Bromsgrove and Redditch Councils has been elected 
as Chair of the North Worcestershire CSP and Linda Collis, Director of Community 
Wellbeing & Environment, Wyre Forest District Council, is Vice Chair. Both positions 
have a term of two years and will be opened up for re-election at the end of this period. 
 
The District Community Safety Managers across Bromsgrove, Redditch and Wyre 
Forest (Bev Houghton, Community Safety Manager for Bromsgrove and Redditch 
Councils and Kathryn Washington, Partnerships Co-ordinator for Wyre Forest District 
Council) will meet on a monthly basis to co-ordinate the work of the Partnership and 
support the Chair in agenda setting and fulfilling the responsibilities of the role. 
 
Purpose of the Partnership   
The purpose of the North Worcestershire CSP has been agreed as follows: - To 
provide a strategic and co-operative approach between agencies and communities 
within North Worcestershire to address local community safety issues and achieve the 
Partnership’s Vision of ‘Keeping North Worcestershire a safe place to live, work 
and visit.’ 
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Partnership Structure 
Community safety in Worcestershire is structured in three tiers, each with its own remit 
and responsibilities but interrelated in order to achieve identified goals and outcomes. 
 
The North Worcestershire CSP is managed strategically by:-  
 
The Worcestershire Safer Communities Board: which provides strategic level 
leadership and co-ordination of cross cutting community safety activity in 
Worcestershire.  
 
The North Worcestershire Community Safety Partnership: monitors and evaluates 
the implementation of the Community Safety Partnership Plan for the districts of 
Bromsgrove, Redditch and Wyre Forest. Identifying support required by the 
Partnership to progress the delivery of the Partnership Plan and linking the work of the 
CSP to other bodies whenever required. It will also submit bids for external funding to 
support the delivery of the Community Safety Partnership Plan  
 
The Community Safety Operational Groups in Bromsgrove, Redditch and Wyre 
Forest report directly to the North Worcestershire CSP and are responsible for 
delivering the Partnership Plan outcomes identified by the NWCSP. Project Leaders 
can be appointed by its Chair to head up individual projects as required. 
 
Currently these groups are:- 
Bromsgrove Community Safety Management Group 
Redditch Community Safety Tasking Group 
Wyre Forest Community Safety Management Group  
North Worcestershire Hate Incident Partnership 
Redditch & Bromsgrove Safeguarding Adults Group   
 
Financial Arrangements 
Prior to the merger, each district CSP delegated responsibility for its existing budgets 
to its respective district operational group.  This ensured that funding allocated to 
individual districts remained solely for the benefit of the local area it had been allocated 
to.   
 
It is the responsibility of the Chairs of the district Community Safety Operational 
Groups to regulate and control all finances allocated to the respective district areas 
prior to the establishment of the NWCSP.   
 
Any community safety grant funding awarded following the formal agreement to merge 
will be allocated by NWCSP under the agreed terms of reference.   
 
Local Delivery and Representation  
Local delivery of Community Safety projects and initiatives falls under the remit of the 
Community Safety Operational groups. In Bromsgrove, the Community Safety 
Management Group meets on a monthly basis to monitor and review operational 
delivery outlined in the Community Safety Delivery Plan.  This group is the first point of 
contact for any local community safety issues or concerns that may require a multi-
agency response. 
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Local representation on the North Worcestershire CSP is fulfilled through three 
positions.  Bromsgrove District Council’s Elected Member representative is the 
Portfolio Holder for Community Safety, Cllr Margaret Sherrey.  The Council’s 
Responsible Authority representative is Judith Willis, (Acting) Head of Community 
Services and the Bromsgrove Community Safety Operational Group is represented by 
Bev Houghton, Community Safety Manager.  
 
Any local community safety concerns can, in the first instance, be raised with the 
Bromsgrove Community Safety Management Group 
      

NEXT STEPS 

• Draft Terms of Reference to be finalised and agreed by the Partnership 
 
• Formal approval to merge to be sought from the Home Office via an application 

process 
 
• Development of a communications strategy for North Worcestershire CSP 
 
• Establish links and working arrangements with West Mercia Police & Crime 

Commissioner via Worcestershire Safer Communities Board and the West Mercia 
Police & Crime Panel.  Bromsgrove District Council’s Elected Member 
representative on the West Mercia Police & Crime Panel is Leader of the Council, 
Cllr Roger Hollingsworth. 

 

FURTHER INFORMATION 

For further information on Bromsgrove Community Safety Management Group, the 
North Worcestershire CSP or any associated projects or initiatives please contact:- 
 
Chris Santoriello Smith, Senior Community Safety Project Officer –  01527 881485 
c.santoriello-smith@bromsgroveandredditch.gov.uk or 
 
Bev Houghton, Community Safety Manager  - 01527 881472 
bev.houghton@bromsgroveandredditch.gov.uk 
 

AUTHOR Bev Houghton 
Community Safety Manager   
01527 881472 

 

Page 42



BROMSGROVE DISTRICT COUNCIL 
 
 

OVERVIEW AND SCRUTINY BOARD 10th September 2012 
 
 
SCRUTINY INVESTIGATION PROPOSAL 
  
Relevant Portfolio Holder  Councillor Margaret Sherrey 
Portfolio Holder Consulted  No 
Relevant Head of Service for 
Overview and Scrutiny 

Claire Felton – Head of Legal, 
Equalities and Democratic Services 

Wards Affected All wards 
Ward Councillor Consulted No – not at this stage 
Non-Key Decision  

 
 
1. SUMMARY OF PROPOSALS 

 
1.1 An Overview and Scrutiny Topic Proposal Form relating to Parish 

Council involvement in the Bromsgrove Community Safety Partnership, 
has been completed by a member of the public, Mr. Peter Rowbottom 
and which the Board needs to consider.  

 
2. RECOMMENDATIONS 

 
2.1 That the Board considers the completed proposal form (at Appendix 1), 

and agrees to one of the following: 
(a) that the topic is included on the work programme and the Board 

undertakes the investigations, discuss broad terms of reference 
and set a time scale for completion of the investigation; OR 

(b) that the topic is included on the work programme and a Task 
Group is established to undertake a more in-depth investigation, 
appoint a Chairman for the Task Group and set a time scale for 
completion of the investigation;  OR 

(c) that further information be requested from a relevant source 
before deciding whether or not further investigation is required; 
OR 

(d) decide to take no further action. 
  
 

3. KEY ISSUES 
 
 Financial Implications    

 
3.1 There are no financial implications directly relating to this report, 

however, if the proposal is accepted, any implications would be 
considered as part of the subsequent investigation undertaken. 

Agenda Item 8
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BROMSGROVE DISTRICT COUNCIL 
 
 

OVERVIEW AND SCRUTINY BOARD 10th September 2012 
 

 
 Legal Implications 

 
3.2 There are no legal implications directly relating to this report, however, 

if the proposal is accepted, any implications would be considered as 
part of the subsequent investigation undertaken. 
 

 Service/Operation Implications 
 
3.3 An Overview and Scrutiny Topic Proposal Form relating to Parish 

Councils involvement in the Bromsgrove Community Safety 
Partnership has been completed by a member of the public, Mr. Peter 
Rowbottom, which the Board needs to consider. 

 
3.4 If the Board decides that it does wish to investigate this topic further, it 

then needs to decide whether it is appropriate for the Board itself to 
undertake the investigation as part of the Planning Investigation 
currently being carried out or whether a more in-depth investigation is 
required and a task group established. 

 
3.5 Another option is for the Board to request further information on the 

topic from a relevant source to assist Members to decide whether an 
investigation is required. 

 
3.6 Alternatively, the Board could decide that it is not a topic it wishes to 
 investigate, in which case no further action would be required.    
 
 Customer / Equalities and Diversity Implications  

 
3.7 N/A 

 
4. RISK MANAGEMENT    

 
4.1 N/A 

 
5. APPENDICES 

 
 Appendix 1 – Revised Overview and Scrutiny Proposal Form 210812 
 Appendix 2 – Overview and Scrutiny Proposal Form 160712  
   
6. BACKGROUND PAPERS 

 
None 
 

7. KEY 
 
None 
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BROMSGROVE DISTRICT COUNCIL 
 
 

OVERVIEW AND SCRUTINY BOARD 10th September 2012 
 

 
AUTHOR OF REPORT 
 
Name: Amanda Scarce – Committee Services Officer 
E Mail: a.scarce@bromsgroveandredditch.gov.uk 
Tel: 01527 881443 
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Figure 1: Map of Blue Badge Car Park Users Survey Respondents 
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Figure 3: Bar Chart of 
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Figure 3: Bar Chart of Questions 2 and 3 
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Figure 4: Bar Chart of Question 6 
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Figure 6: Frequency of Bromsgrove Car Park Use (Base: 466 Res
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Figure 5: Chart of Question 7 
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Frequency of Bromsgrove Car Park Use (Base: 466 Respondents)
Number of 
Responses

Proportion of 
Valid Responses 

15 3%

Several Times a Week 227 49%

151 32%

55 12%

18 4%
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Figure 

NOTE: Total percentages may add up to more than 100
they choose to park, and/or more than one reason wh
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Blue Badge Car Park Users Survey Analysis

Figure 7: Chart of Question 9 

NOTE: Total percentages may add up to more than 100 where people provided more than one area 
they choose to park, and/or more than one reason why. 
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Figure 8: Chart of Question 11
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Figure 

NOTE: Respondents were able to tick the box for mor
question, so the number of respondents in the above
number of completed surveys received. 
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Blue Badge Car Park Users Survey Analysis

Figure 9: Chart of Question 12

NOTE: Respondents were able to tick the box for more than one car park in answer to this 
question, so the number of respondents in the above chart will add up to more than the total 
number of completed surveys received. 
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Figure 10: Chart of Question 13
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Figure 11: Chart of Questions 14, 15 and 16 
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Chart of Questions 14, 15 and 16 – Yes or No
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Figure 12: Table of Reasons Provided in Questions 14 and 15
Reasons why disabled car parking spaces 
were not thought to be at the most 
convenient location? (Base: 62 ) 

Reasons why Payment Machines were not 
thought to be easy to operate? (Base: 46) 

Spaces are too far away / it is too difficult 
to walk to shops 22 

Long queues (especially difficult with 
scooter / wheelchair; thought to be caused 
by having to put in car registration / out of 
order machines / not enough machines) 

8 

There aren't enough spaces 6 Too complicated (too many buttons) 5 

Not enough spaces near town (e.g. 
Queens Head, Church Street) 4 The coin slot is too high 2 

Payment Machine is too far away from 
spaces 3 Because change is needed (don't accept 

cards) 2 

Spaces are not large enough (especially 
for wheelchair users) 3 Registered Blind 2 

Not convenient because blue badge 
holder have to pay (principle - should be 
free) 

2 
"Arthritis in hands makes putting 
registration In and coins In machine 
difficult at times" 

1 

Can't move between car parks on one 
ticket 2 "Can be difficult to see when the sun is on 

the screen" 1 

BB Spaces are misused (by taxi / 
deliveries) 2 "Difficult to stand for long enough to sort 

out change" 1 

You have to cross Market Street 
(dangerous) to get to the High Street 1 

"The One Closest To The Spaces Is Very 
Often Out Of Order (It Is Difficult To 
Remove The Ticket From The Machine)" 

1 

The slope at New Road car park is 
inconvenient / difficult 1 Machines are too far from disabled spaces 1 
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Figure 14
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• One stated they would prefer an annual pass. 
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14: Chart of Question 18: Reasons Why
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15: Chart of Question 19: Yes or No
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Blue Badge Car Park Users Survey Analysis

Figure 16: Chart of Question 20
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1 Where fewer than 30 people had given an answer, the
skewed by the opinion of one or two people leading 
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Figure 17: Chart of Question 21

)"

 ?5��

+���
��
�	?
 ��	
����
 ������
�
�
���

 �"������
 	�
 �"��
 ��
����
�
#
����


	"
�
�
�

����
�
	�
�"
�

	"
�
���
�3
��

���
�
	�
�
	
	�
���
����
��
#��
;
	����

5���
� 
 	"

 �
�����
 ���	
�
 ��
  ����

�,
"��

 ���&�
 	�
���
���#���	�
���

��

� 
��
M�
�
�"
�

 �


���&���
���
	"

����
�
����3
����
#��

#���

"���
��
�	�	
�
	"�	
	"
�

��&
�
��
��
�"
�

���
�����
���&
 ��
 �


#
����

�	
�
��	
	"
�
�����
���

������
���

���&�
 	�
 ����	
 	"

���	���

	"
�
�

�
�
	�
���&
 	�
�
��"
	"

�"���
 	"
�
�

�
�
����

��
������
���
����
 ��
	"��$



%�
����
�
	�
*�
�	����
��
���
��
����
�
�����
�	�
 ���	
�
�
���#
�
� 
��  
�
�	
	����

���
�
���#
�
� 
��  
�
�	
�
�����
�"�
	"
�
�"��

	�
�"��
	"
�
3
��	"��	
�	�	���
�"��"

�
�����
�
��	
�
	�
�"��"
	���'�(
��
�	
��
��  ����	
	�
����
���
 ���
�����������
��
	�
�"�	
�		���	�
�"���
��
	�
��
�� ��
	����
;
����
�$
���
�
�3
 ����

��
�"���
	"

	����
;
����
�

���	
�
#�
.�
��
���

 �
�����
�	��3
���
 	"

 	��
  ��

 ?�
�����
�"�?
����
 ���	
�
#�
 	"�

!�3
�	
��
�����#�

	�
���3
 ��

�����
3
	"�	
���

�
���

�"�
������
�
<
���	�"
��
	"
��
���	

� 
�	"
�
����
�
	"
�
��&

	�
�"��
���

?#
		
�
�"���
;
���

����
	�?
��
��

� 
	"

�
�����

�"�
	"
�
��&

	�
�"��

��
�"
�
$
�
��

	"��
�
	"��
������
�
���

 ������	
�
�����
�
���

 �����
�
�	���
��
��$


Where fewer than 30 people had given an answer, the proportions related to the reason 
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Figure 18: Towns / places listed by 30 or more respondents, and the top five "reasons why" 
also listed by those respondents 
Town / Place Top Five Reasons also listed & Proportion

Redditch 
Better / more 
shops (more 
choice) 

Free Parking 
Disabled 
Access (closer 
car parks) 

Under cover More 
Convenient 

Base: 196 60.7% 26.0% 11.2% 10.2% 7.7% 

Droitwich Free Parking 
Better / more 
shops (more 
choice) 

Disabled 
Access (closer 
car parks) 

Nicer Facilities 
/ Areas 

More 
Convenient = 
For a Change 

Base: 100 56.0% 36.0% 11.0% 6.0% 5.0% 

Worcester  
Better / more 
shops (more 
choice) 

Free Parking 
Disabled 
Access (closer 
car parks) 

More 
Convenient 

Nicer Facilities 
/ Areas = For a 
Change = 
Undercover 

Base: 98 53.1% 43.9% 9.2% 7.1% 4.1% 

Supermarkets Free Parking 
Better / more 
shops (more 
choice) 

Disabled 
Access (closer 
car parks) 

More 
Convenient 

More Disabled 
spaces 

Base: 95 64.2% 15.8% 11.6% 9.5% 7.4% 

Merry Hill 
Better / more 
shops (more 
choice) 

Free Parking 
Disabled 
Access (closer 
car parks) 

Under cover More 
Convenient 

Base: 68 55.9% 50.0% 10.3% 10.3% 8.8% 

Kidderminster Free Parking 
Better / more 
shops (more 
choice) 

Disabled 
Access (closer 
car parks) 

More 
Convenient For a Change 

Base: 66 57.6% 47.0% 7.6% 6.1% 6.1% 

Birmingham 
Better / more 
shops (more 
choice) 

Free Parking 
Disabled 
Access (closer 
car parks) 

More 
Convenient Under cover 

Base: 32 43.8% 31.3% 15.6% 12.5% 12.5% 
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Figure 19: Chart of Question 22
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• Five people suggested the use of a reasonably price
parking. 
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Figure 19: Chart of Question 22
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Five people suggested the use of a reasonably priced annual pass for disabled 

������� &�������
�� -�����
�� ����
��� 
����� ��� ��� ����� 6�����


�
�	
�
��	"
���	���

�"���

����
��


�����

6��	���	
+������
�����
��


�������3
���
���
�
���

���
��	


��

�"�
���
������

�
����
�	���$



���
 	"�	
 	"

 ����
	�
 � 
 �"���
 ���

	
������
����
�
	�
*�
�	���
��
���


�	
#

������
�
�
��������

 	"


� 
���&���
���
��	
�
���

	"

 �
*�
���


��
�	
 �"������
 ���	
�
 ���"	


���
  


  ��
 ���

 ����



��&���
 	��

 �

3
��	"
�
 	"��

�	
�
	��
�
�������
 ���
�
 �




d annual pass for disabled 

Page 77



Bromsgrove District Council – Blue Badge Car Park Users Survey Analysis
July 2012 

8�

 �
�����
�	
 ����
�	
�
 	"�	
 ��&���
 ���
 	"

 ���
 ���

��
������

����������
 ��
���

����

����
��
��
�	
���"
#��&
	�
	"
��
���
�"
�
�
���
���
�������
	��&

��
����

 ��
	"��

�"�
�����	
���&
�
��
*���&��$



)"
�

 �
�

����
  ��

����	��

 ����
�	�
 ��
 ����
�
 	�

	"�	
	"
�
 ����
	"

���&���
��
���������

��
*��	
$

0,%3�/�����������������������(�6�������������6�����
���������2�
%	
��
�����	��	
	�
��	

	"�	
�
�����
�	�
�
�

��	
��
	�
	"��
*�
�	���3
#�	
�
�

 �


	�
���	

���	"���
	

Figure 20: Chart of Question 23
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Figure 20: Chart of Question 23

)"

 ���	
 ��1���	�
 � 
 �
�����
�	�
 '�,$,0(
 �	�	
�
 	"�	
 	"
�

 ����A	
 ����"
�

 	"�	

�����
 ��&

 	�
���&
#�	
�
�

����
�	��
���#�

 	�$
���
�
�3
�"
�

�
���

���
������

��

����
�
���	
�	�	
�
 	"
�
�����
 ��&

 	�
#

�#�

 	�
���&
����
�
 	�
 	"

���"
!	�

	
 '��0(


��
������
+"���"
!	�

	
���
+"��
�
=��&$



&�
 ?���
 ��
  ��	?
 �����
 #



�����
��
�
�	
	"
�
 ���
"�����
	�


	
���
�#��	
	�
���
��	3
�"��"
��
� 	
�


�
�	���
 ��3
��	"
 �
���

 �	�	���


����
���������


�
�	
�
��	"
���	���

�"���

����
��


�	�
 '�,$,0(
 �	�	
�
 	"�	
 	"
�

 ����A	
 ����"
�

 	"�	
 	"
�

�
�
�3
�"
�

�
���

���
������

��


&
����
�
 	�
 	"

���"
!	�

	
 '��0(


Page 78



Bromsgrove District Council – Blue Badge Car Park Users Survey Analysis 
July 2012 

Contact: Emily Humphreys ehumphreys@worcestershire.gov.uk   Page | 25 

��������������������

�
 �
�
�	���
 � 
 	"

 ����	�����
 ����
�	�
 �
 	
 #�
 ���

 ����
�
 �
�����
�	�
 ��

 ���	
�
 ��

 ����

��$



Figure 21: Additional Comments from Respondents
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MAKING EXPERIENCES COUNT - QUARTERLY COMPLAINTS REPORT  
 
Relevant Portfolio Holder  Cllr Mark Bullivant 
Portfolio Holder Consulted  √ 
Relevant Head of Service Amanda de Warr – Head of Customer 

Services 
Wards Affected All Wards  
Non-Key Decision  

 
1. SUMMARY OF PROPOSALS 
 
 This report provides the Board with customer feedback data for the first 

quarter of 2012/13 
 
2. RECOMMENDATIONS 
 

The Board is asked to note the contents of the report.  
 
3. KEY ISSUES 
 
3.1   The Planning Policy Task Group recommended that Overview and  

Scrutiny Board receive a quarterly report giving details of customer 
feedback. This is the report for the 1st quarter of 2012/13 and details 
complaints and compliments, including Local Government 
Ombudsman complaints and information on how well we have handled 
these within the timescales we aim for.   
 
There are no targets in respect of numbers of complaints and 
compliments as enforcing targets can lead to complaints not being 
recorded and compliments being solicited in order to meet targets 
which are have little meaning.  Instead we focus on learning from the 
feedback we receive. 
 

3.2    The report also provides an update on other customer service related    
matters, such as training provision and a recent mystery shopping 
exercise as requested at the meeting of the 18th June 2012. 

 
 Financial Implications 
 
3.3 There are no direct financial implications.  
 
 Legal Implications 
 
3.4 There are no specific legal issues arising from this report.  Any legal 

issues arising from complaints are dealt with on a case by case basis. 
 

Agenda Item 11
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 Service/Operational Implications  
 
3.5 The Every Customer, Every Time, Customer Experience Strategy was 

launched in March 2011 and sets out our vision for excellent customer 
service provision and improving the customer experience when having 
contact with the Council.  
 

3.6 Quarterly reporting is intended to ensure Members are updated in 
respect of customer feedback, especially complaints made in respect 
of service provision.  

 
3.7 Good customer service improves value for money by reducing failure 

demand.  Improvements to the way we handle complaints has resulted 
in less officer time spent chasing responses and re-investigating. 

 
 Customer / Equalities and Diversity Implications  
 
3.8 It is important to monitor aspects of customer service to ensure that we 

are improving and developing.  Customers need to know that we 
respond properly to complaints, act on the issues raised and report on 
them.  Customer feedback is a valuable tool for understanding what is 
going well, and what not so well, within the organisation. These form 
vital information for all transformation reviews. 

 
3.9 Measures provide us with useful information about what is happening 

in our organisation and help us to understand where changes may 
impact. 

 
3.10 Although led by the Head of Customer Services, the customer 

experience strategy applies to all services and progress against the 
action plan involves offices from many services working together to the 
benefit of customers. 

 
4. RISK MANAGEMENT 
 
4.1 It is important to analyse the Council’s complaints or compliments and 

for the Council to identify whether there are any trends which need to 
be addressed and any lessons learned in order to improve the Council 
performance and service to the customer.   

 
4.2 Failure to monitor actions in respect of the customer experience 

strategy could result in failure to progress. 
 
5. APPENDICES 
 

Appendix 1 - Making Experiences Count - Quarterly Customer 
Feedback Report Quarter 1 2012/13  
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6. BACKGROUND PAPERS 
 

 The details to support the information provided within this report are 
held by Head of Customer Services 

 
AUTHOR OF REPORT 
 
Name: Amanda de Warr 
E Mail: a.dewarr@bromsgroveandredditch.gov.uk 
Tel: (01527) 881241 
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EVERY CUSTOMER, EVERY TIME - 
“Everybody Matters” 

 
 
 

Making Experiences Count  
 Quarterly Customer Service Report  

 
 

BROMSGROVE DISTRICT COUNCIL 
 

1st April 2012 – 30th June 2012 
 

 
 
 
 

Page 85



1. Introduction 
 
This report provides some of the key customer service information for the organisation, including:- 
 

• analysis of the complaints and compliments received during this quarter and any other 
relevant feedback.   

• Customer Service Centre management information, including transactional statistics for 
information; and 

• customer satisfaction. 
 
It also includes feedback on a recent mystery shopping exercise and customer care training.  
 
2. Customer Feedback Analysis 
 
43 complaints were received during this quarter, with 26 of them (60%) answered in 15 working 
days or less. 15 complaints took longer than 15 working days to respond to and details of these 
complaints are detailed below. Sometimes it is possible to resolve a complaint on the spot and that 
happened in 4 cases this quarter. 2 cases are still outstanding. These are being addressed but are 
lengthy and complex, ongoing cases. We also received 21 compliments.  
 
We categorise complaints as:- 

• ‘upheld’, where we are totally in the wrong, have made a mistake or could have done 
something better; 

• ‘partially upheld’ where we can see that we were partly in the wrong but that there are also 
issues over which we either had no control or could not have acted differently; and 

• ‘not upheld’ where our investigation shows that we have acted appropriately, or could not 
have done anything more.  

 
22 (51%) complaints were considered to be upheld or partial upheld as we could have done better. 
 
The majority of complaints received this quarter had several factors in common which were:  

• Not doing what we have said we will do. 
• Giving customers incorrect or confusing information. 
• Not responding to customers calls and queries. 
• Delays in taking action. 
• Not having any empathy or respect for customers.  
 

These are issues that we are addressing by: 
• arranging small workshops with teams to discuss customer service issues and then 

delivering training tailored to their needs.  
• Staff briefings have been held to highlight common causes of complaint and how we can 

improve our customer care.  
• Later this year we have arranged a series of courses for managers designed to develop 

their coaching and communications skills in customer care. 
 
The main trend identified relates to waste collection and the return of bins to the place expected by 
the customer. The relevant Managers are addressing this matter directly with the crews, and it is 
an issue that has been picked up by the transformation team as it drives in failure demand. 
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The following table shows a breakdown of the complaints and compliments received by department. 
 
Department Compliments Complaints Responded 

to within 
15 working 
days  

Complaint 
upheld or 
partially 
upheld 

Complaint 
not upheld 

Still open 

Business 
Transformation 

0 1 1 1 0 0 

Community 
Services 

2 1 0 1 0 0 

Customer 
Services 

7 3 3 1 2 0 

Directors 
 

0 1 1 0 1 0 

Environmental 
Services 

7 24 16 14 9 1 

Legal and 
Democratic 
Services 

0 1 1 0 1 0 

Leisure and 
Culture 

2 0 0 0 0 0 

Planning and 
Regeneration 

3 9 3 3 5 1 

Resources 
 

0 3 1 3 0 0 

Totals 
 

21 43 26 23 18 2 
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Number of Complaints by service (detailed) 
 

Number of Complaints received - Bromsgrove

0 2 4 6 8 10 12 14 16 18

ICT

Community Safetry

Customer Services

Directors

Refuse

Street Cleaning

Landscaping

Car parks

Legal

Dev Control

Town Centre

Strategic Planning

Revenues

P
age 88



Time taken to respond to complaints 
We aim to respond to customer complaints within 15 working days. 26 (60%) of complaints 
received during this quarter were dealt with within that timeframe. Where it has taken us longer to 
respond than expected (15 cases), customers were informed that there would be a delay in 
responding. 
 
Where delays have occurred this tended to be due to the case being complex, or involving various 
parties. On a number of occasions the case was not properly closed down on the system and staff 
have been given further guidance on the use of the recording software. There are no obvious 
trends within any department of failure to address complaints. The following table provides details 
of all complaints received and closed during last quarter. 
 
Complaint details Outcome of 

investigation  
 

Action taken Days taken 
to respond 
 

Business Transformation 
Customer unhappy that the 
planning portal keeps going off 
line. 

Upheld Apology given and 
customer updated on 
planned works to portal. 
 

6 days 

Community Services 
Complaint about inaction by 
the Council relating to illegal 
sale of cars on the public 
highway. 

Partially 
Upheld 

Although the matter in 
question had been properly 
dealt with and information 
provided to the customer, 
some emails from the 
customer were not 
responded to in a timely 
fashion and deadlines given 
for a response was missed. 
 

18 days 
 
Complex 
investigation, 
involving 
various 
officers  

Customer Services 
Customer concerned about 
numerous issues regarding the 
Council performance.  

Not upheld Head of Customer Services 
had lengthy conversation 
with the customer to explain 
situation. The customer did 
not understand various 
processes and made 
various requests which 
were unachievable.  
 

Day received  

Customer had an accident 
when a Market Traders A blew 
over, and had  wanted the 
insurance information for the 
stall holder. Customer felt that 
the CSC were being unhelpful 
as they couldn’t provide the 
information and advised that 
this was a matter the customer 

Not upheld Head of Customer Services 
rang the customer to 
explain our situation. 
Customer had already been 
provided with the relevant 
information and the CSC 
were correct in that there 
was nothing more that the 
Council could do. Customer 

Day received 
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must take up directly with the 
stallholder via own legal 
advisor.  

accepted that it was a 
private matter for her to 
resolve with the stallholder’s 
insurance company. 

Customer unhappy with blue 
badge process and the way 
her father was treated. 

Partially 
upheld 

Apology given. Although the 
member of staff had 
followed the proper process 
the customer could have 
been given clearer 
information about the 
process and changes made, 
and helped to understand 
those changes. This will be 
addressed in training 
sessions. 
 

7 days 

Directors 
Customer very unhappy that 
the Directors at BDC have 
been given pay rises when 
others have had pay cuts 

Not upheld Customer contacted and 
informed that this was 
untrue and situation 
explained. 

11 days 

Environmental Services 
Complaint about Council van 
parked outside toilets and litter 
bins in High Street. 
 

Partially 
Upheld 

Customer was contacted 
and situation and cleaning 
programme explained. Van 
will be parked in a safer 
place in future. 

17 days 
Case not 
closed down 
on correct 
date 
 

Customer unhappy that bins 
keep being left in her drive 
after collections. 

Upheld Apology given, crews 
instructed, and this will be 
monitored. 
 

10 days 

Customer rang to say that she 
had witnessed a female refuse 
collector driving whilst on her 
mobile telephone.  
 

Partially 
Upheld 

Apology given and staff 
member given instructions 
about taking calls whilst 
driving. 

26 days 
 
Staff 
member 
involved on 
leave 

Customer unhappy about the 
quality of grass cutting. 

Not upheld Customer visited and grass 
cutting programme 
explained. 
 

2 days 

Customer emailed to complain 
about having to pay for two car 
parking tickets as the machine 
didn’t register her money. 
 
 
 

Upheld Apology given and money 
refunded. Machine has 
been checked and repaired. 

20 days 
 
Error on 
complaint 
assignment 
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Customer unhappy that her bin 
collections keeps being 
missed. 

Not upheld After investigation it was 
found that she was not 
placing the bin at the 
kerbside so this was 
explained to the customer. 
 

5 days 

Customer unhappy about the 
amount of litter in Wythall and 
that it doesn’t seem to have 
been cleaned in the last two 
years. 
 

Not upheld No evidence to support the 
customers views but the 
team will be working with 
the Enforcement Team to 
monitor this situation 

16 days  
 
Officer on 
leave 

Customer unhappy that her bin 
hadn’t been emptied properly. 

Upheld Apology given and bin 
emptied 30 minutes after 
complaint was received. 
 

2 days  

Customer unhappy that bins 
are not replaced properly after 
collection. 
 

Upheld Apology given and crews 
instructed to monitor this. 

15 days  

Customer complained that his 
wheelie bin has again been left 
in the middle of his drive 
stopping him from pulling onto 
it when he got home. He lives 
on a very busy road and it is 
dangerous not being able to 
just drive in off the road.  
 

Upheld Apology given and crew 
have been reminded to 
leave the bin a safe 
position. This will be 
monitored. 

26 days  
 
Case not 
closed down 
on correct 
date 

Customer unhappy that his bin 
is not being returned to his 
property even though he has 
reported this several times. 
 

Not upheld 
 

Apology given although the 
customer was putting his 
bin out in a strange position. 
 

14 days 

Customer unhappy that his 
brown bin keeps being missed 
even though he had paid for it. 

Not upheld After investigation it was 
found that the customer had 
not placed the sticker on the 
bin so this was explained to 
him. 
 

11 days 

Customer unhappy that Euro 
bin belonging to company next 
door is not being placed back 
properly and causing problems 
when he tries to access his 
office. 
 
 
 
 

Upheld Apology given and crews 
instructed to replace bin to 
the proper place. 

10 days 
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Customer unhappy that her 
bins keep being missed. 

Upheld Apology given. Access 
problems to flat discussed 
and new bin collection place 
agreed. 
 

8 days 

Customer unhappy that his car 
park fine was rejected and the 
delay in response to his letter. 

Partially 
upheld 

Apology given, although 
parking fines are not a 
matter that can be 
addressed through the 
corporate complaints 
system. 
 

11 days 

Customer unhappy that his 
recycling bin was rejected for 
no reason. 
 

Not upheld Customer put the wrong bin 
out – this was explained to 
him. 

2 days 

Customer unhappy that refuse 
crews were causing access 
problems on his road. 
 

Upheld Apology given and crews 
instructed to make sure this 
doesn’t happen again. 

Day received 

Customer unhappy that he has 
requested his road to be 
cleaned 4 times without 
success. 

Not upheld Roads were cleaned but on 
investigation it was found 
that dirt and debris were 
being caused by the 
customer’s business so it 
has been passed to 
Enforcement. 
 

14 days 

Customer unhappy that her 
assisted collection keeps being 
missed. 
 

Upheld Crew returned immediately 
to collect. 

Same day 

Customer unhappy that her bin 
was missed. 
 

Not upheld Crews reported that it was 
not out at time of collection. 

2 days 

Customer unhappy about lack 
of response from Street 
Cleaning Supervisor. 

Upheld This was due to staff 
changes and the customer 
has now been contacted 
and apology given. 
 

10 days 

Customer unhappy that 
his bin is being used to empty 
other peoples bins. 

Not upheld This is normal process but 
customer is upset by it so 
crew will change their 
method. 

18 days  
 
Reason for 
delay 
unclear 

Customer unhappy that her 
bins are not being replaced to 
the proper place 

Upheld Apology given and crews 
instructed to replace bin to 
the proper place. 

20 days 
 
Reason for 
delay 
unclear 
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Legal and Democratic Services 
Customer unhappy with the 
way his complaint to the 
Standards Committee was 
handled. 
 

Not upheld Customer misunderstood 
the process- this was 
explained to him in depth. 

1 day  

Planning and Regeneration 
Customer wishes to make a 
formal complaint about the 
planning meeting where the 
application for Banner Homes 
to build on Fiery Hill Road, 
Barnt Green was discussed. 
 

Not upheld Customer did not fully 
understand the planning 
process. This was explained 
to him. 

29 days 
 
Complex 
issue 
involving 
several 
teams. 

Customer unhappy with the 
attitude of a planning officer 
and the way his application 
was handled 

Upheld Some aspects could have 
been handled better and 
these will be addressed in 
ongoing training- Apology 
given. 
 

15 days 

Agent feels he has been given 
inconsistent advice by the 
planners. 
 

Not upheld No evidence to justify this 13 days  

Customer unhappy that he 
was not consulted about 
planned telecoms application. 
 

Not upheld Appropriate consultation 
had taken place so no 
evidence to justify this. 

4 days  

Customer unhappy about 
opening hours of a local take-
away and lack of action to 
enforce planning conditions. 
 

Upheld Investigation was already 
ongoing. Apology was given 
for the delay in responding 
to his complaint and update 
given. 
 

19 days 
 
Reason for 
delay 
unclear 

Customer feels that he has not 
been given either a fair or 
reasonable opportunity to 
comment on a planning 
application and may have 
been disadvantaged. 
Customer requested  
clarification as to why he was 
not directly notified of an 
application of this type and 
magnitude. Customer feels the 
application has been obtained 
inappropriately due to 
misleading information being 
provided to the Council. 

Not upheld After investigation it was 
found that due process had 
been followed in all aspects 
of this application and a 
detailed letter was sent to 
the customer. 

17 days 
 
Complex 
case 
requiring 
input from 
several 
teams 
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Customer feels that he has 
had a shambolic and appalling 
service from the planning 
team. 
 

Not upheld Letter sent to customer 
explaining the application 
process 

21 days 
 
Reason for 
delay 
unclear 
 

Customer unhappy that market 
trader may be affecting 
spouse’s business.  
 

Upheld Apology given – new policy 
to be established 

40 days 
 
Complex 
investigation 

Resources 
Customer unhappy with the 
way a Council Tax team 
member spoke to him and his 
mother. 

Upheld Apology given to customer 
and member of staff 
concerned will be advised 
about customer care 
 

16 days 
Case had 
been dealt 
with in time 
but wrong 
date entered 

Customer unhappy that 
correspondence to his partner 
from the Council assumed that 
she was married and had 
moved address 

Partially 
upheld 

Council Tax had received 
an anonymous report 
saying that this customer 
was not declaring her new 
circumstances. This was not 
investigated until a couple 
of months later which led to 
the mistake. Apology and 
explanation given 

16 days 
 
Case had 
been dealt 
with in time 
but wrong 
date entered 

Customer unhappy with 
calculations for his benefit 
claim 

Partially 
upheld 

Apology given - this will be 
discussed at staff meetings 
and training given where 
required 
 

12 days 

 
Time taken to respond to complaints by service. 
The following chart shows the breakdown of all complaints by response time. This suggests that 
the end to end time for responding to complaints is generally based on the nature of the service 
rather than any one service dealing with complaints in an unsatisfactory way. 
 
Some complaints can usually be dealt with either on the spot or within a couple of days. The vast 
majority of Environmental Services complaints are dealt with within 6 to 8 days. Complaints for the 
Planning and Resources Services (Planning Applications, Council Tax and Benefits included) can 
be more complex and as a result often take longer to address.  
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Time taken to respond to complaints by service 
 

 
 
 

Time taken to respond to complaints - Bromsgrove
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You said – we listened” – what did we change as a result of complaints? 
Some of the changes made as a result of complaints received this quarter include: 

• Benefits staff to be provided with further updates about changes in benefit calculations. 
• Refuse supervisor looking at ways to improve continuity of information to crews 
• Additional training has been delivered to CSA’s to update/remind them on processes and 

procedures 
 

Number of complaint escalated to Head of Customer Services 
There were two complaints escalated to the Head of Customer Services for further investigation 
or action. 
 
Case 1 related to Refuse and Recycling. The customer was unhappy with the response to his 
complaint about the new vehicle for collecting garden waste, and the advise provide with regard 
to weight restrictions. After investigation it was felt that we could not meet the customer’s 
expectations. The guidance and reason for this was fully explained and the complaint was not 
upheld. 
 
Case 2 related to Planning. The customer was unhappy about the response he received to his 
complaint about a member of staff dealing with his planning application. This has been 
reinvestigated by the Head of Customer Services, and a meeting arranged to discuss the 
customers concerns further. 
 
Happy Customers! 
From the compliments received we can see that customers appreciate the range of services the 
Council provides and when we deal with their requests in a timely and professional manner.  
Here are some of the compliments we have received. 
 
Team Compliment Detail 
Shop Mobility Thank you for arranging the van for the scooter to be 

delivered .Many thanks for your helpfulness. If there 
were more people like you, the world would be a nicer 
place 

Customer Services Thank you for the service provided when coming in for 
her Blue Badge and finding her hearing aid. 
 

Customer Services Customer was very impressed with the efficient service 
he received whilst contacting Customer Services. He 
stated what a good service we provided, he had been 
able to deal with all his enquiries/requests all in one go 
over the phone. 
 

Refuse Thank you for the quick service  after I reported a lost 
brown bin 2 days ago and was pleasantly surprised 
that it was delivered today alongside the blue sticker. 
 
 

Street Cleansing 
 
 
 

Customer wants to thank the street cleansing team for 
a speedy response to his request for a small sweeper. 
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Arts Events Customer very happy about the party in Sanders Park. 
She had a really wonderful time, the children loved 
making crowns and dancing to the music, even trying 
some of games. It was a real success. 
 

Sports Development Customer would like to thank instructors for all the 
motivation and knowledge they gave her during the 12 
week course, and catch up sessions. 
 

Development Control Very impressed with the speed and quality of service 
provided by Land Charges. 
 

Revenues Very helpful service received from Council Tax officer. 
 

 
3 Local Government Ombudsman Complaints 
 
There was one complaint referred from the Ombudsman this quarter. This related to a disabled 
facility grant issue. The customer felt that the Council had unfairly delayed making a decision 
and have no proper process to verify claims for this grant. The Council is awaiting the decision 
from the Ombudsman investigator on this matter. 
 
4. Customer Service Centre Information 
 
The section provides some statistical data in respect of the service provided at the Customer 
Service Centres (CSC) for information only. The purpose of the Customer Services team is to 
help resolve customer’s problems or requests. We use measures rather than targets to 
assess what is happening in the service and this section includes some transactional data. 
 
Customer numbers 
The following table shows the numbers of customer enquiries dealt with by the Customer 
Service Team: 
 
 1st quarter 

2011/12 
4th quarter 
2011/12 

Totals for 
2011/12 

 1st Quarter 
2012/13 

Face to face 
enquiries 

 
3,528 

 
3,774 

 
14,121 

 
 

 
3,478 
 

Telephone 
enquiries 

 
27,601 

 
23,416 

 
104,068 

 
 

 
20,176 

Email enquiries  1,005 257 3,496  322 
Payments 6,923 5,372 26,100  6,073 
Total customer 
contacts 

 
39,057 

 
32,819 

 
147,785 

 
 

 
30,049 
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5. Customer Satisfaction  
 
The majority of problems or requests received by customer service staff are handed over to 
someone else within the organisation to resolve. We have established a scheme to gain 
feedback from customers, who have recently made contact with us, on how well the organisation 
(or a part of it) responded to customer’s problems. During this quarter we made contact with 38 
customers, who had made contact with us with issues relating to Council Tax. We received the 
following responses to our questions: 
   
How was your enquiry handled by the customer services adviser? 
 
Poor Fair Average Good Excellent 
0 0 1 7 30 

 
Was your enquiry resolved to your satisfaction by the council? 
 
Yes No 
38  
 
6. Mystery Shopping 
 
A mystery shopping exercise was carried out recently to assess how well services were 
responding to contact from customer via the telephone and email. This was carried out at no 
cost other than some staff time. Members of our customer focus group along with four external 
customers carried out the exercise. Due to the limit on resources available the exercise focused 
on telephone calls and emails for three service areas – Revenues, Benefits and Planning. Our 
‘shoppers’ were given scenarios and checklists for the exercise.  The scenarios were general 
queries which should be quick and easy to answer. The results for each service are given below. 
 
Revenues Results  
 

Number 
of Calls 

Number 
Answered 

Number of 
callers treated 
with 
respect/friendly 
attitude 

Information 
given easy 
to 
understand 

How many 
customers had to 
contact more than 
once 

 
 
Telephone 
Calls 
 10 10 10 9 0 
 
Telephone calls to Revenues were answered by Customer Service Advisors and Revenues 
Officers. The mystery shoppers reported that all calls were handled in a professional manner, 
and no customers had to make a repeat call to get the information they wanted. They made the 
following comments: 
 

• Could have provided more information, especially about how to access information on the 
website.  

• I was made to feel comfortable.  
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Number 
of 
Emails 

Number 
of 
Replies 

Response 
friendly/respectful 

Information- 
was it was 
requested/easy 
to understand  

How many 
customers made 
contact more than 
once about the 
same email 

 
 
Emails 
 

8 7 7 7 1 ( 2 times) 
 
Emails were sent direct to the service area via revenues@bromsgrove.gov.uk. The mystery 
shoppers reported that: 

• On one occasion no response was received and they had to chase for one twice before a 
responses was received;   

• On all other occasions the responses was received promptly, and provided the 
information required in a respectful and friendly manner.  

 
Benefits Results 
 

Number 
of Calls 

Number 
Answered 

Number of 
callers treated 
with 
respect/friendly 
attitude 

Information 
given easy 
to 
understand 

How many 
customers had to 
contact more than 
once 

 
 
Telephone 
Calls 
 10 10 10 10 0 

 
Telephone calls to Benefits were answered by Customer Service Advisors. The way that phone 
calls are answered has not yet changed significantly through transformation, other than that the 
calls are not taken by all staff but handled by one or two up-skilled members of the team.  
 
Our shoppers were happy that they were handled in a professional manner and commented as 
follows: 
 

• Very clear information and a very nice lady. 
• I had to wait for nearly 2 minutes but I got the information I needed. 
• Friendly efficient handling of call.  

 
Number 
of 
Emails 

Number 
of 
Replies 

Response 
friendly/respectful 

Information- 
was it was 
requested/easy 
to understand  

How many 
customers made 
contact more than 
Once about the 
same email 

 
 
Emails 
 

8 7 5 5 0 
 
Emails were sent direct to service area via benefits@bromsgrove.gov.uk.  One email was not 
responded to, and in a number of cases the reply was not as courteous as the mystery shopper 
would have expected and they did not answer their enquiries. The mystery shoppers made the 
following comments:  
 

• I was supplied with a web link and a form but no other help was offered even though I had 
asked for it.  

• Told me where I could get the info I needed but there was no personal touch and my 
names was not used. 

• Still waiting for a response after 3 weeks.  
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The transformation of the revenues and benefits systems is taking into account how customer 
demand is handled, and the mystery shopping exercise will be repeated later in the year to 
review whether there has been any change in the level of service provided. 
 
Planning Results 
 

Number 
of Calls 

Number 
Answered 

Number of 
callers treated 
with 
respect/friendly 
attitude 

Information 
given easy 
to 
understand 

How many 
customers had to 
contact more than 
once 

 
 
Telephone 
Calls 
 10 8 8 8 2 (4 times and 2 

times) 
 
Mystery Shoppers were given names or numbers for the back office staff in the planning 
department to contact. The results show that making contact can be difficult but when through to 
an officer the Mystery Shoppers found staff to be helpful and professional. The comments 
received from the mystery shoppers were: 
 

• I tried 4 times to contact them but gave up in the end. Once it was picked up after 3 rings 
but it was put back down again. 

• My call went to voicemail, I left a message and the officer rang back next day and gave 
me lots of advice. 

• I spoke to an officer who was very helpful even though my call wasn’t for his team.  
• My first call wasn’t answered, it went to voicemail but I called later in the day and spoke to 

a very friendly lady. 
 

Number of 
Emails 

Number of 
Replies 

Response 
friendly/respectful 

Information- 
was it was 
requested/easy 
to understand  

How many 
customers 
had to 
contact 
more than 
once 

 
 
 
Emails 
 

8 7 5 5 0 
 
Emails were sent to pec@bromsgrove.gov.uk. The mystery shoppers reported a lack of 
customer care in some cases. Their comments were as follows: 
 

• I received a quick reply but it wasn’t personal and didn’t even give the name, number and 
organisation of the person responding. 

• I got what looked like an automatic response but it didn’t really answer my query. 
• The response was very helpful and clear. 

 
The Head of Planning and Regeneration has asked the Head of Customer Services to provide 
some officer support to help change the approach to customer care within the planning team.  
This will include support for a wide range of issues, from practical help to ensure phones are 
used to their full potential (e.g. group pick up of calls rather than phones left ringing), to assisting 
with how best to deal with complaints and other correspondence.  
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Conclusion 
We can see from the results that the level of customer service is variable, depending on the 
channel used to make contact, or the service being contacted. Transformation work in all three 
services will be addressing such issues and the exercise will be repeated later this year to 
establish whether performance has changed at all.  
 
7. Strategy Action Plan Progress  
 
The Every Customer, Every Time Action Plan was updated to include recommendations from 
Overview and Scrutiny, specifically around further training for staff.  
 
This section provides an update in respect of these, as well as information on training provided 
by the Customer Service team over the last 12 months. 
  

Guidance and training  
 
Customer Service guidance and training has been provided for all staff. A Customer Service 
handbook was produced and published early in 2011. This was launched through staff briefings 
with all staff in March/April 2011, led by the Head of Customer Services and highlighting all the 
key issues for staff. These were well received and supported.  
 
This was then followed up with customer care training for all staff in the form of 90 minute 
training sessions which focused on providing excellent customer care, and gave tips and 
techniques for staff to help them meet our expectations. The trainer held 3 sessions for office 
staff and then tailored a specific session for depot staff to address specific needs for those staff 
who are not office based. The training for depot staff built on previous work done with the 
supervisors.  
 
To complement this training and act as refresher staff briefings were held in July 2012. Run by 
the Customer Services Team these focused on some areas that still needed some improvement 
and were a light hearted way of getting the message across. These reminded staff of the 
expectations placed on them in respect of customer care provision as well as guidance on 
complaints handling, especially how to determine when and issue is a complaint and not just a 
request for service. These will be backed up by Customer Service staff attending Departmental 
Management and team meetings in the service to further discuss customer care and complaint 
handling.   
 
Guidance has also been provided to managers to help them manage performance in respect of 
customer care. These skills will be further developed through a Leading and Coaching for 
Excellent Customer Services course to be held in August to October this year to help managers 
develop and manage customer service within their teams.   
 
Customer centric writing courses were delivered with over 40 staff attending courses designed to 
improve how we communicate with customers.  
 
All managers will also be required to attend non-discretionary advanced training designed to 
support them in producing customer-centric letters and other written communication, as well as 
identifying the issues to be addressed in letters/emails of complaint and how best to respond to 
those issue. This will be delivered in September/October 2012.  
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The Customer Services team has worked directly with a number of services to help them 
develop solutions to specific issues. These include: 
 

• Bespoke complaints handling training; 
• One to one training on the complaints tracking system; 
• Advising on standard letter content; 
• Working within transformation teams to develop customer focused service methods.  

 
 

 
 
Amanda de Warr 
Head of Customer Services   
July 2012  
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BROMSGROVE DISTRICT COUNCIL 

 
Overview & Scrutiny Board 10 SEPTEMBER 2012  

 

 

APRIL - JUNE (QUARTER 1) FINANCE MONITORING REPORT 2012/13 
 
Relevant Portfolio Holder  Cllr Roger Hollingworth 
Relevant Head of Service Teresa Kristunas Head of Finance and 

Resources 
Non-Key Decision  

 
1.  SUMMARY OF PROPOSALS 
 
1.1 To report to Overview & Scrutiny Board on the Council’s financial position 

for the period April - June 2012 (Quarter 1 – 2012/13)  
  
2. RECOMMENDATIONS  
 
2.1 That Overview & Scrutiny Board note the current financial position on 

Revenue and Capital as detailed in the report. 
 
 

3. KEY ISSUES 
 
3.1 This report provides details of the financial information across the Council. 

The aim is to ensure officers and members can make informed and 
considered judgement of the overall position of the Council.    

 
3.2 A separate finance report for each department plus a council summary is 

shown on the following pages. 
 
 

 
Revenue Budget summary Quarter 1 (April – June) 2012/13 – Overall 
Council 
 

Service Head 

Revised 
Budget 
2012/13 
£’000 

Budget April 
- June 
£’000 

Actual spend 
April – June  

£’000 

Variance to 
date 

April - June 
£’000 

Environmental 
Services 4020 252 376 124 

Community Services 2,481 421 342 -79 

Pre-Regulatory 
Services 817 64 55 -9 

Leisure & Cultural 
Services 1,979 501 484 -17 

Agenda Item 12
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Planning & 
Regeneration 1,051 93 149 56 

Customer Services -29 115 101 -14 

Finance & Resources 2,097 491 462 -29 

Legal, Equalities & 
Democratic Services 1,275 229 207 -22 

Business 
Transformation 7 493 468 -25 

Corporate Services 648 161 135 -26 

SERVICE TOTAL  14,346 2,820 2,779 -41 

Interest Payable 9 2 0 -2 

Interest on 
Investments -75 -18 0 18 

COUNCIL SUMMARY 14,280 2,804 2,779 -25 
Financial Commentary 

• At the end of quarter 1 and underspend of £25K has been identified by officers.  The 
variances are detailed in the tables below.   

 
 
 
 
 

Capital Budget summary Quarter 1 (April - June) 2012/13 – Overall Council 
 

Department 

Revised 
Budget 
2012/13 

£’000 

Budget 
April – June 

£’000 

Actual spend 
April – June 

£’000 

Variance  
To date 
April – June 
     £’000     

Business 
Transformation 10 10 0 -10 

Environmental 
Services 761 58 58 0 

Planning & 
Regeneration 1,538 9 3 -6 

Regulatory 
Services 116 0 0 0 
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Community 
Services 1,102 275 229 -46 

Leisure & Cultural 
Services 611 50 50 0 

Budget for Support 
Services Recharges 

100 25 25 0 

Total 
4,238 427 365 -62 

 
Financial Commentary: 

• There are no significant variances on capital at the end of the first quarter. 
 
 
 
 
 

Environmental Services   Quarter 1 (April - June) 2012/13 
 
 
Revenue Budget summary Quarter 1 (April – June) 2012/13 – Environmental 
Services   
 

Service Head 

Revised 
Budget  
2012/13 
£’000 

Profiled 
Budget April - 
June 
£’000 

Actual spend 
April - June 
£’000 

Variance to 
date 
April - June 
£’000 

Waste Management 
Policy -4 -1 0 1 

Depot  13 253 252 -1 

Car Parks / Civil 
Enforcement Parking -576 -112 -31 81 

Cemeteries  96 13 24 11 

Highways 262 44 42 -2 

Street Cleansing & 
Public Conveniences 1298 208 199 -9 

Grounds Maintenance 612 99 85 -14 

Transport & Waste 2319 -252 -195 57 

TOTAL 4020 252 376 124 
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Financial Commentary 
• Car parking income is lower than expected; officers believe this is partially due to the 

inclement weather conditions experienced so far this year. Actual ticket sales (footfall) 
reduced by 5101 across all sites, compared to the same period last year.  The most 
significant reduction has been at Recreation Road North Car Park where individual 
ticket sales reduced by 3800, it is believed that people visiting the new medical centre 
are using either the medical centre’s own car park, or Parkside which has shown an 
increase in footfall however not the extent that lost. 

• The variance to budget within cemeteries is due to reduced income. 
• Vacant posts in Grounds and Street Cleansing are providing short term savings, 

however these posts will be filled this year. 
• Officers are working to promote the trade waste and cesspool services to increase 

income.   
 
 
Capital Budget summary Quarter 1 (April – June) 2012/13 Environmental 
Services   
 

Service  

Revised 
Budget 
2012/13 

£’000 

Budget 
April – 
June 
£’000 

Actual spend 
April – June 

£’000 

Variance  
To date 
April – June 
     £’000     

Depot Site Security 65 0 0 0 
Vehicle & Equipment 
replacement programme 592 58 58 0 

North Cemetery Phase 2 79 0 0 0 

Cemetery Toilets 25 0 0 0 

 
TOTAL 761 58 58 0 

 
Financial Commentary: 

• Small plant has been ordered or delivered, the remaining vehicle purchases or 
additional freighters is planned for later in the year.  
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Community Services Quarter 1 (April – June) 2012/13 
 

Revenue Budget summary Quarter 1 (April – June) 2012/13 – Community 
Services 
 

Service Head 

Revised 
Budget  
2012/13 
£’000 

Profiled Budget 
April - June 
£’000 

Actual spend 
April – June 
£’000 

Variance to date 
April - June 
£’000 

Housing Strategy 1,764 224 207 -17 

Community Safety 
& Transport 676 179 117 -62 

Community 
Cohesion 41 18 18 0 

TOTAL 2,482 421 342 -79 
 
Financial Commentary 

• Housing Strategy is showing a small underspend which is due to a manager vacancy 
within the department which is due to be filled shortly.  

 
• There is an under-spend on Community Safety and Transport due to efficiency 

savings achieved by the shared provision of the CCTV and lifeline service 
 
 
 
Capital Budget summary Quarter 1 (April – June) 2012/13 Community 
Services 
 

 

Service  

Revised 
Budget 
2011/12 

£’000 

Budget 
April – June 

£’000 

Actual spend 
April – June 

£’000 

Variance  
To date 
April – June 
     £’000     

Strategic Housing 1,102 275 229 -46 

TOTAL 1,102 275 229 -46 
 
Financial Commentary:  
 

• Applications for Disabled facilities grants continue to be approved although as in 
previous years take up is slower at the beginning of the financial year.  

• Expenditure has been incurred on the Perryfields Housing scheme into 12/13 which is 
progressing as planned to the 4 year development programme with BDHT. 
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Revenue Budget summary Quarter 1 (April – June) 2012/13 – Leisure and 
Cultural Services   
 

Service Head 

Revised 
Budget  
2012/13 
£’000 

Profiled 
Budget April - 
June 
£’000 

Actual spend 
April - June 
£’000 

Variance to date 
April - June 
£’000 

Parks & Open 
Spaces 440 19 18 -1 

Allotments 50 0 0 0 

Promotions 209 40 40 0 

Sports & 
Recreation 
Development 

281 24 19 -5 

Property, Assets & 
Facilities 
Management 

149 281 273 -8 
 

Leisure Services 850 137 134 -3 

TOTAL  1,979 501 484 -17 

Financial Commentary 
• Running in line with the Shared Service business case and no major variances 

have arisen in the first quarter of 2012/13 within the service.   

 
Capital Budget summary Quarter 1 (April – June) 2012/13 Leisure and 
Cultural Services   
 

Service  

Revised 
Budget 
2012/13 

£’000 

Budget 
April – June 

£’000 
Actual spend April 

– June £’000 

Variance  
To date 
April – June 
     £’000     

Sports Facilities 379 50 50 0 

Sanders Park 60 0 0 0 

Play Areas 
118 0 0 0 

Other Schemes 
54 0 0 0 

Page 108



BROMSGROVE DISTRICT COUNCIL 

 
Overview & Scrutiny Board 10 SEPTEMBER 2012  

 

 

TOTAL 611 50 50 0 
Financial Commentary:  
Additional funding has been secured from County and a grant offered by the Rotary club to 
further improve Sanders Park, this money is specifically for Sanders Park officers 
recommend that the budget is increased to reflect these contributions. 
 
 
 
 
Planning and Regeneration Quarter 1 (April - June) 2012/13 

 

 
Revenue Budget summary Quarter 1 (April – June) 2012/13 – Planning and 
Regeneration 
 

Service Head 

Revised 
Budget 
2012/13 

£’000 

Profiled 
Budget April - 

June 
£’000 

Actual spend 
April - June 

£’000 

Variance to date 
April - June 

£’000 

Building Control -40 -37 -32 5 

Development Control 376 -7 45 52 

Strategic Planning 440 90 86 -4 

Economic & Tourism 
Development 244 45 40 -5 

Emergency Planning 10 3 3 0 

Land Charges -75 -27 -16 11 

Town Centre 
Development 96 26 23 -3 

TOTAL 1,051 93 149 56 
Financial Commentary; 
 

• Income from planning application fees is lower than budgeted levels, which has 
resulted in an overspend within Development Control. 

 
• The overspend within Land Charges is due to income from search fees being lower 

than budgeted levels and a legislative requirement stating that any income in excess 
of expenditure must be reinvested within the service. 
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Capital Budget summary Quarter 1(April – June) 2012/13 Planning and 
Regeneration 
 

Service  

Revised 
Budget 
2012/13 

£’000 

Budget 
April – June 

£’000 

Actual spend 
April – June 

£’000 

Variance 
To date 

April – June 
£’000 

Town Centre 
Development  - 
Project 
Management 
 

38 9 0 -9 

Town Centre 
Development – 
Public Realm 

1,000 0 0 0 

Parkside school - 
new offices 500 0 0 0 

TOTAL 1,538 9 0 -9 
Financial Commentary: 
 

• Worcestershire County Council have not yet invoiced any project management costs 
for 2012/13. 

 
• Work has started on the Public Realm but no costs have yet been incurred as at 

Quarter 1. 
 
 
 

 
  

Regulatory - Client Quarter 1 (April - June) 2012/13 
 
Revenue Budget summary Quarter 1 (April – June) 2012/13 – Regulatory 
Client 
 

Service Head 

Revised 
Budget  
2012/13 
£’000 

Profiled 
Budget April - 
Dec 
£’000 

Actual spend 
April - Dec 
£’000 

Variance to date 
April - Dec 
£’000 

Environmental 
Health 994 91 83 -8 

Licensing -177 -27 28 -1 

TOTAL 817 64 55 -9 
Financial Commentary: 

• . Environmental Health transferred to Regulatory Services 1st June 2010. 
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Worcestershire Regulatory Services Quarter 1 (April - June) 2012/13 

 

 
The main revenue expenditure relating to Regulatory Services is reported on a 
quarterly basis to the Joint Committee and reflects the total costs associated with 
providing the service across all of the participating Councils. 
 
Capital Budget summary Quarter 1 (April – June) 2012/13 Regulatory 
Services 
 

Service  

Revised 
Budget 
2012/13 

£’000 

Budget 
April – June 

£’000 

Actual spend 
April – June  

£’000 

Variance  
To date 
April – June 
     £’000     

Worcestershire 
Enhanced Two Tier 
Programme (WETT) 

116 0 0 0 

TOTAL 116 0 0 0 
 
Financial Commentary: 
 

• The expenditure is jointly funded by all partners to the Joint Committee in accordance 
with the business case.  The budget for 12/13 is £1,049k, BDC share at 11.05% 
£116k 

 
 
Customer Services   Quarter 1 (April - June) 2012/13 
 
Revenue Budget summary Quarter 1 (April – June) 2012/13 – Customer 
Services   
 

Service Head 
Revised Budget 

2012/13 
£’000 

Profiled Budget 
April - June 

£’000 

Actual spend 
April - June 

£’000 

Variance to date 
April - June 

£’000 
Customer Services -29 115 101 -14 

TOTAL -29 115 101 -14 
Financial Commentary; 
     
The underspend within Customer Services is due to a number of vacancies within the 
department.  
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  Finance and Resources   Quarter 1 (April - June) 2012/13 

 
 

Revenue Budget summary Quarter 1 (April – June) 2012/13 – Finance and 
Resources   
 

Service Head 

Revised 
Budget 
2012/13 

£’000 

Profiled 
Budget   

April - June 
£’000 

Actual spend 
April - June 

£’000 

Variance to date 
April - June 

£’000 

Central Overheads 865 216 216 0 

Accounts & Financial 
Mgmt 55 154 148 -6 

Human Resources & 
Welfare 0 53 50 -3 

Grants & Donations 96 80 78 -2 

Revenues & Benefits 1,081 -12 -30 -18 

TOTAL 2,097 491 462 -29 
Financial Commentary 

     
• The underspend within the Revenues and Benefits section is due to a number of 

vacancies within the department.  
 
 
 
Legal, Equalities and Democratic Services Quarter 1 (April - June) 2012/13 

 

 
Revenue Budget summary Quarter 1 (April – June) 2012/13 – Legal, 
Equalities and Democratic Services 
 

Service Head 

Revised 
Budget 
2012/13 

£’000 

Profiled 
Budget April 

– June 
£’000 

Actual spend 
April - June 

£’000 

Variance to 
date 

April - June 
£’000 

CMT  0 12 12 0 

Democratic Services & 
Member Support 1,104 119 110 -9 

Elections & Electoral Services 164 32 21 -11 

Legal Advice & Services 7 66 64 -2 

TOTAL 1,275 229 207 -22 
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Financial Commentary; 
 

• There are no other major variances that have arisen in the first quarter of 2011/12 
within the service. 

 

 
 
 
Business Transformation Quarter 1 (April - June) 2012/13 

 

Revenue Budget summary Quarter 1 (April – June) 2012/13 – Business 
Transformation 
 

Service Head 

Revised 
Budget 
2012/13 

£’000 

Profiled 
Budget April - 

June 
£’000 

Actual Spend 
April - June 

£’000 

Variance to date 
April - June 

£’000 

IT Services 7 446 426 -20 

Business 
Transformation 0 15 14 -1 

Policy & 
Performance 0 32 28 -4 

TOTAL 7 493 468 -25 
Financial Commentary 
 

• The underspend within the department is mainly due to vacancies within the 
department but this is due to utilised in quarter 2 

 
 
Capital Budget summary Quarter 1 (April – June) 2012/13 Business 
Transformation 
 

Service  
Revised Budget 

2012/13 
£’000 

Budget 
April – June 

£’000 

Actual spend  
April – June 

 £’000 

Variance to date 
April – June 

£’000 

Member ICT 
Facilities 10 10 0 -10 

TOTAL 10 10 0 -10 
 
Financial Commentary: 
 

• Reviews are currently being made for the members IT requirements. 
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Revenue Budget summary Quarter 1 (April – June) 2012/13 – Corporate 
Services 
 

Service Head 

Revised 
Budget  
2012/13 
£’000 

Profiled 
Budget April - 
June 
£’000 

Actual Spend 
April - June 
£’000 

Variance to date 
April - June 
£’000 

Corporate 
Resources  648 96 82 -14 

Corporate Admin / 
Central Post / 
Printing 

0 65 53 -12 

TOTAL 648 161 135 -26 
Financial Commentary 
 

• There are some small underspends, which are expected, in the first quarter of 12/13 
these will be utilised going into quarter 2  

 
 
 
 
3.3 Sundry Debtors  
 

Sundry Debt is raised by the Council to ensure effective recovery of debts 
owing.  The outstanding balance at 30/06/12 was £519k, net of credit 
balances (Balance to 31/03/12 was £455k) which includes:- 
 
 
 
Type of Debt Amount 

£’000 
Car Parking Fines 12 
Lifeline debts 39 
Rents/Hire Charges  28 
Building Regulations  2 
Trade Waste and Cesspool emptying  67 
Housing Schemes 25 
Elections 14 
Licensing  15 
Shared Services 277 
Garden Waste 27 
Miscellaneous 13 

 
The age of the debt is represented as follows: 
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Age of Debt 
 

Balance as at 
31/03/12 
£’000 

Balance as at 
30/06/12 
£’000 

Under 30 days (not yet 
due) 

334 264 

Up to 1 month  
 

18 156 

1 – 2  months 7 6 
3 – 6 months 50 46 
Over 6 months 46 47 
 
Debt recovery is originally carried out by the Exchequer Section with 2 
reminders being sent to debtors.  Debts over 90 days are currently under 
review and recovered by the legal team. 

 
 
4. TREASURY MANAGEMENT  
 

The Council’s Treasury Management Strategy has been developed in 
accordance with the Prudential Code for Capital Finance prudential 
indicators and is used to manage risks arising from financial instruments. 
Additionally treasury management practices are followed on a day to day 
basis.  
 

4.1 Credit Risk 
 
Credit risk arises from deposits with banks and financial institutions, as 
well as credit exposures to the Council’s customers. Credit risk is 
minimised by use of a specified list of investment counterparty criteria and 
by limiting the amount invested with each institution. The Council receives 
credit rating details from its Treasury Management advisers on a daily 
basis and any counterparty falling below the criteria is removed from the 
list.  
 
The Council has not had and does not expect any default losses by any of 
its counterparties in relation to investments. 
 
Due to market conditions the Council has reduced its credit risk for all new 
investments by only investing in the highest rated instruments and has 
shortened the allowable length of investments in order to reduce risk.  
 
The credit criteria in respect of financial assets managed in-house by the 
Council are as follows: 
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Fitch Ratings is an international credit rating agency (one of three 
nationally recognised rating agencies alongside Moody’s and Standard & 
Poor’s). Fitch Rating' s long-term credit ratings are set up along a scale 
from 'AAA' to 'D' where ‘AAA’ designates the best quality companies, 
reliable and stable through to ‘D’ where the company has defaulted on 
obligations and Fitch believes that it will generally default on all or most of 
its obligations.  
 
 
At 30 June short term investments comprise: 
 
 31 March 

2012 
£000 

30 June 
2012 
£000 

Deposits with DMADF* 2,750 0 
Deposits with Banks/Building Societies 6,000 12,200 
Total   

 
 

• *Investments with the DMADF are guaranteed by HM Treasury. 
Following advice from the Council’s treasury advisors, from a credit 
perspective no upper limit was imposed on investments with the 
DMADF.  

 
4.2 Income from investments 

 
An investment income target of £75k has been set for 2012/13 using a 
projected return rate of 0.75% – 1.50 %. During the past financial year 
bank base rates have remained 0.5% and current indications are 
projecting minimal upward movement for the short term.  
 
In the 3 months to 30 June the Council received income from investments 
of £18k.  
 

5. REVENUE BALANCES  
 
5.1  Revenue Balances 

Financial Asset Category Criteria (Fitch ratings) Maximum Investment 
Deposits with 
banks/building societies 

Long Term: minimum ‘A-’ £3million 

Deposits with Debt 
Management Account – 
Deposit Facility (DMADF) 

 £no upper limit * 
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The revenue balances brought forward at 1 April 2012 were £2.580m 
(subject to audit).  Excluding the impact of any projected over or under 
spends it is anticipated that £113k will be transferred from balances during 
2012/13 to fund revenue expenditure; giving a current projected balance at 
31 March 2013 of £2.467m.  
 

 
6.       CAPITAL RECEIPTS  
 
6.1      The Capital Programme was approved by Members in January 2012, the 

effect of the level of Capital Spend to 2014/15 on capital receipts is 
estimated below:   

 
Capital Programme  2012/13 

£’000 
2013/14 
£’000 

2014/15 
£’000 

Balance b/fwd 3,358 896 -3961 
Actual funding to date 
(April – June)  

219 0 0 

Estimated use for the 
remainder of the year 

2,343 4,957 5,253 

Received in year 100 100 100 
Balance c/fwd 896 -3,961 -9,114 

 
6.2       The figures in the above table include general capital receipts for the 

funding of projects throughout the District.  In addition, an estimate of 
capital receipts has been made of £100k per annum in relation to any 
sales of assets.  The opening capital receipts balance is subject to Audit 
by the Audit Commission. 

 
 

7. LEGAL IMPLICATIONS 
 
7.1 None 
 
8. SERVICE/OPERATIONAL IMPLICATIONS 
 
8.1 Already included above 
 
9. RISK MANAGEMENT INCLUDING HEALTH & SAFETY 

CONSIDERATIONS 
 
9.1  Risk considerations covered in the report.  There are no Health & Safety 

considerations 
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10. CUSTOMER IMPLICATIONS/EQUALITIES AND DIVERSITY 

IMPLICATIONS 
 
10.1 Performance Improvement is a Council Objective 
 
  
11. APPENDICES 
  
 Appendix 1 Virements to be approved by Cabinet. 
  
12. BACKGROUND PAPERS 
 

Available from Financial Services 
 

13. KEY 
 
 None  
  
AUTHORS OF REPORT 
 
 Sam Morgan Financial Services Manager  

Kate Goldey Senior Business Support Officer 
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Virements required to be approved by Cabinet  Appendix 1 
 

    

               Virement From: Virement To:  

Is the 
virement for 
2012/13 Only 
or for future 
years? 

Account Cost 
Centre 

Amount 
£ 

Account Cost 
Centre 

Amount 
£ 

Reason for virement 
 
 

Ongoing D88 – Misc 
Expenses CM99 29,000 A01 – Salaries CC01 -29,000 Allocation of savings to 

correct service area 
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QUARTERLY MONITORING OF WRITE OFFS – 1ST APRIL – 30TH JUN 2012 
 
Relevant Portfolio Holder  Councillor Hollingsworth 
Portfolio Holder Consulted   
Relevant Head of Service Teresa Kristunas, Head of Finance & 

Resources 
Wards Affected All 
 
1. SUMMARY OF PROPOSALS 
 
1.1 Members are requested to consider the action taken by officers with 

respect to the write off of debts during the first quarter of 2012/13 and to 
note the profile and/or level of outstanding debt.  

 
2. RECOMMENDATIONS 
 

The Overview & Scrutiny Board is request to note the report. 
 

3. KEY ISSUES 
 
3.1. Members approved a revised Write Off Policy which changed the 

process for the reporting and approval process for the writing off of debts 
due to the Council. The revised Policy requires officers to report to 
members of the actual level of write offs and the profile of outstanding 
debt. 

 
3.2. The current bad debts provisions are as follows: 

      £ 
Housing Benefit   521,480 
Council Tax    227,470 
NDR       12,400 
Sundry Debtors     46,740 
Total               808,090 

 
 Financial Implications 
 
3.3 The current bad debt provisions are adequate in relation to level of write 

offs and the level of outstanding debt. 
 
 Legal Implications 
 
3.4. There are no legal implications.  
 
 Service / Operational Implications  
 
3.5 No direct implications. 
. 
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 Customer / Equalities and Diversity Implications  
 
3.6. No direct implications. 
 
4. RISK MANAGEMENT 
 
 There are no risks identified. 
 
5. APPENDICES 
 
 Appendix  1 – Write offs 1st April 2012 – 30th June 2012 

Appendix 2  - Aged Debt Profile for Sundry Debts Arrears 
 Council Tax Arrears and Business Rates Arrears as at 30th 

June 2012. 
Appendix 3 – Write off of Overpaid Housing Benefit 1st April 2012 – 31st 

March 2012 
  
6. BACKGROUND PAPERS 
 
 There are no background papers with this report. 
 
AUTHORS OF REPORT 

 
Name: Teresa Kristunas 
E Mail: t.kristunas@bromsgroveandredditch.gov.uk 
Tel: (01527) 881748 (internal ext 3295) 
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Appendix 1 
 
Write Offs of Council Tax and Non-Domestic Rates  
1st April – 31st March 2012 
 
 
 
Council 
Tax  

Reason  01.04.12 to 30.06.12 

    £ 

WOTH Write Off Other  -90,402.28 
WCOS Write Off Costs  -5,392.06 
SBWO Small Balance Write Off  -40.54 
 Total  -95,834.88 
   
   
   
   
 
NDR Reason  01.04.12 to 30.06.12 

    £ 
WOBF Write Off Bailiff Fees  -57.00 
WOFF Write Off  -147,116.18 
WOLC Write Off Liab Costs  -15.00 
WOSC Write Off Summons Costs  -3,577.21 
 Total  -150,765.39 
   
 
Note: future reports will contain more detail on the reasons for write off 
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Write Offs of Sundry Debtors - 
1st April 2012 to 30th June 2012 
 
 

Sundry 
Debts  Reason 

 01/04/2012-
30/06/2012 

   £ 
GA Gone Away 0.00 
LB Liquidation/Bankrupt 51.00 
NFAV No further Action due to value 3,013.35 
D Deceased 110.00 
AWO Auto write off under £1.00 3.85 
LA Legal Advised Write Off 931.72 
PPAW Part paid advised Write Off 4,568.84 
   
   
   
   
 Total 8,678.76 
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Appendix 2 
 
Aged Debt profile for Sundry Debts - 1st April 2012 to 30th June 
2012 
 
 
  

Age 
Sundry 
Debts 

 £ 
1 – 30 days 195,341.14 
31 - 60 days 29,288.89 
61 – 90 days 181,228.82 
90 days + 122,196.80 
Total 528,055.65 
    
  
 
Council Tax Arrears 
 

Council Tax Arrears Analysis as at 
30/06/2012 

  Total Annual debit 
Year   £ £ 
1997/98  3,810  
1998/99  5,524  
1999/00  13,095 25,836,407 
2000/01  23,137 26,419,700 
2001/02  33,799 29,487,929 
2002/03  50,436 35,962,692 
2003/04  48,158 40,922,548 
2004/05  54,750 41,770,011 
2005/06  96,880 44,059,868 
2006/07  136,456 46,683,333 
2007/08  141,646 49,061,780 
2008/09  130,450 51,592,006 
2009/10`  150,404 53,577,097 
2010/11  276,984 55,298,276 
2011/12  509,695 55,399,069 
  1,675,224  
 
Note: the above arrears figures will reduce over time. 
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Non Domestic Rates Arrears 
 

 
Non Domestic Rates Arrears Analysis 

As at 30/06/2012 
  Total Annual Debit 
Year   £ £ 
1997/98  3,586  
1998/99  2,572  
1999/00  1,688  
2000/01  195 17,415,978 
2001/02  2,163 17,232,868 
2002/03  1,018 17,175,162 
2003/04  1,035 17,345,890 
2004/05  1,228 17,854,642 
2005/06  20,965 18,803,202 
2006/07  39,654 19,823,744 
2007/08  *305,195 20,822,010 
2008/09  77,693 23,586,234 
2009/10`  224,377 23,829,603 
2010/11  232,534 23,233,864 
2011/12  520,498 25,205,206 
  1,434,401  
 
Note: the above arrears figures will reduce over time. 
 
* Bill for £279,520 in dispute.  £195k paid in August, balance to be written off. 
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Appendix 3 
 
Write off of Overpaid Housing Benefit – 1st April 2012 to 30th 
June 2012 
 
  
Housing Benefit Write-Offs  
 

Reason 
Amount 

£ 
No. of 
cases 

   
Possible Write back Nil Nil 
Deceased 142.97 1 
Debt Relief Order 166.00 1 
Bankruptcy 1802.48 1 
Person Abroad Nil Nil 
Hardship/Compassion Nil Nil 
Not reasonable to recover 1976.50 1 
Uneconomic to recover 707.77 4 
Debt matching Nil Nil 
Cannot trace Nil Nil 
No prospect of recovery Nil Nil 
 Old debt – recovery options 
expired 1229.72 2 
Totals £6,025.44 10 
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Updated Cabinet Response to the  
Overview and Scrutiny Task Group Planning Policy Report 

 
Introduction 
 
At the Cabinet meeting on 4th April 2012 consideration was given to the report of 
the Planning Policy Task Group. The Leader welcomed the Chairman of the Task 
Group, Councillor S. R. Colella to the meeting and invited him to introduce the 
report.  
 
Councillor Colella gave background information on the purpose of the Task 
Group and explained that it had been set up to investigate the effectiveness of 
planning conditions and the enforcement of breaches of these conditions. The 
Task Group had used existing case studies to look at the effectiveness of 
planning conditions and the Council’s Enforcement Policy and to suggest where 
improvements could be made. 
 
The Cabinet considered each of the recommendations in turn. The Cabinet’s 
response to some of the recommendations would require further consideration 
from the Overview and Scrutiny Board and therefore a final response, including 
implementation dates, was deferred an interim report was provided.  
 
The Overview and Scrutiny Board subsequently approved revised 
recommendations 1(a), 3 and 6 from the Planning Policy Task Group and these 
were in turn considered by Cabinet on 4th July 2012.   
  
 
Response to recommendations 
 
Please find below responses to the recommendations contained within the 
scrutiny report: 
 
Recommendation 1  
 
That a mechanism be put in place to ensure that : 
 
(a) where conditions cannot be monitored within existing resources, an 

estimate of the resources required to monitor those conditions be clearly 
identified ; 

(b) the applicant be made aware at the earliest possible stage of the need to 
ensure that these conditions are adhered to and properly monitored in line 
with the conditions applied; and 

(c) where the planning officer recommends refusal of a planning application 
and the Planning Committee go against the recommendation, sufficient 
time should be given within the Planning Committee Meeting to discuss 
conditions. 
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Cabinet Response 
 
(a) there was concern that it may often be difficult to decide what additional 

resources would be appropriate and therefore to estimate that cost. In 
addition, whilst an estimate may be made the Council may not then have 
the resources to meet that cost. It was therefore felt that that this part of 
the recommendation should be referred back to the Overview and Scrutiny 
Board for further consideration; 

 
(b) this was agreed; 
 
(c) this was agreed; 
 
Revised Recommendation 1(a) 
 
 
That a mechanism be put in place to ensure that: 
 
(a) where conditions have been attached to a planning application and 

monitoring is required then the Planning and Enforcement team should 
allow for this to be discharged fully to the required level of detail that the 
condition(s) specify within their work.  This should be carried out, 
irrespective of the cost, to ensure that the conditions are met and where 
appropriate, enforced. 

 
(N.B.  The lack of resources to enforce a condition on a planning application 
would not be sufficient to either refuse the application or to not include the 
condition if it was deemed a necessary part of the planning permission.  It may 
be prudent to estimate the cost of monitoring or enforcement before a decision 
on an application is made, in order that a decision as to who meets that cost can 
be determined and to ensure that any monitoring is carried out effectively.)  
 
Cabinet Further Response 
 
The recommendation as amended was noted. It was still felt however there 
should be a mechanism whereby Planning officers would consult in advance with 
the Finance Department regarding the likely costs of enforcing particular 
conditions and the availability of a budget to meet these. In addition it was 
queried whether financial constraints on the Authority or the applicant would be a 
valid consideration when determining a planning application. 
 

 The Portfolio Holder for Planning undertook to discuss this further with the 
relevant officers. 

 
 Implementation Date: October 2012 
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Recommendation 2  
 
(a) that a review of the Bromsgrove Standard Planning Conditions be carried 

out as soon as practicably possible, but within six months of this report 
being presented to the Cabinet; and 

 
(b) that Planning officer training be formalised to ensure appropriate 

conditions are identified for routine and non-routine applications. 
 
Cabinet Response   
 
(a) this was agreed; and 
 
(b) this was agreed but in addition it was felt that a suitable level of Member 

training in this regard should also be undertaken to assist Members in 
understanding the appropriateness of conditions.  

 
Implementation Date: January 2013 
 
 
Recommendation 3 
 
That monitoring groups are not used in the future. However it is recognised that 
on occasion there may need to be some form of community engagement for 
larger more complex planning applications. 
 
Cabinet Response  
 
It was felt that there may be a place for monitoring groups in some circumstances 
and that in the past confusion had been caused because of the lack of proper 
terms of reference and reporting lines. This recommendation was therefore 
referred back to the Overview and Scrutiny Board with a request that 
consideration be given as to how any future monitoring group could be set up to 
work more effectively.   
 
Revised Recommendation 3 
 
It is recognised that on occasion there will be need for some form of community 
engagement for example a public meeting(s). This will act as a forum to improve 
lines of communication and is to be developed between senior officers and 
residents in respect of larger more complex planning applications.  This would be 
a recommendation from the Planning Committee and reviewed periodically by 
that Committee.  
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Cabinet Further Response 
 
This was agreed 
 
Implementation Date: On going 
   
Recommendation 4  
 
That a detailed review of the Planning Enforcement Policy, which was adopted in 
April 2011 (as encouraged in Section 8 – Conclusion), be carried out giving 
particular attention to Sections 4 – Enforcement Procedures (Informal) and 7 – 
Council’s Commitment to Complainants. 
 
Cabinet Response    
 
This was agreed. 
 
Implementation Date: this will form part of the on going Transformation 
process 
 
Recommendation 5 
 
That a case officer be appointed and remain responsible as the point of contact 
for each enforcement case to ensure continuity and an electronic case file be set 
up and open to view by colleagues and management. 
 
Cabinet Response  
 
This was agreed. 
 
Implementation Date: this will form part of the on going Transformation 
process 
 
Recommendation 6 
 
That a mechanism be put in place in order for control systems to be developed to 
ensure enforcement cases are recorded and available upon request to Ward 
Members. 
 
Cabinet Response 
 
It was queried whether this information was already available and what 
advantage there would be in establishing a further mechanism. This 
recommendation was therefore referred back to the Overview and Scrutiny Board 
for further consideration. 
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Revised Recommendation 6 
 
That a mechanism be put in place to ensure that enforcement cases are 
recorded and regularly up dated with a audit trail of actions and documents and 
correspondence on the electronic system accessible via the Council’s ‘Orb’. 
 
Cabinet Response 
 
This was agreed. 
 
Implementation Date: this will form part of the on going Transformation 
process 
 
Recommendation 7   
 
That the Planning Committee receives a quarterly report in respect of all new and 
outstanding planning enforcement cases. 
 
Cabinet Response 
 
This was agreed. 
 
Implementation Date: January 2013 
 
 
Recommendation 8 
 
That thorough the Transformation programme a review and mapping exercise be 
carried out in respect of the process post planning application approval stage and 
that the results of this be shared with the Overview and Scrutiny Board. 
 
Cabinet Response 
 
This was agreed. 
 
Implementation Date: this is on going through the Transformation process 
 
Recommendation 9 
 
That the Internal Audit Report recommendations be supported and included 
within the Overview and Scrutiny Board’s Quarterly Recommendation Tracker 
report to ensure that progress on the implementation is monitored in an 
appropriate and timely manner. 
 
Cabinet Response 
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This was agreed. 
 
Implementation Date: with immediate effect 
 
Recommendation 10  
 
That a quarterly report be made available to the Overview and Scrutiny Board to 
enable Members and officers to be aware of repeat or common themed 
compliments and complaints (in order to address such complaints). 
 
Cabinet Response 
 
This was agreed   
 
Implementation Date: already implemented 
 
Recommendation 11 
 
That all Heads of Service ensure mechanisms are in place to ensure that when a 
service request escalates to the extent that there is or could be a critical failure of 
any nature, they are immediately made aware of the situation and  
 
(a) that Heads of Service ensure all staff are made aware of and understand 

the definitions of a complaint; and 
(b) that the Head of Customer Service provides additional guidance in respect 

of recording service requests which may also be a valid complaint.   
 
Cabinet Response 
 
This was agreed. 
 
Implementation Date: work has commenced on this 
 
Recommendation 12 
 
That the Head of Customer Service and Human Resources work together to 
establish a mandatory management training programme to: 
 
(a) ensure that all managers of the Council are given support to enable them 

to respond, both verbally and in writing, to all customers in a timely and 
appropriate manner, with regular reviews of the success of such training 
carried out; and 

(b) ensure that the Overview and Scrutiny Board receive regular updates to 
ensure this has been implemented.  

 
Cabinet Response 
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This was agreed.  
 
Implementation Date: work has commenced on this 
  
 
The Leader thanked the Task Group for their work to date in producing the report 
which had provoked a good discussion and some worthwhile recommendations. 
The Cabinet looked forward to receiving the further comments of the Overview 
and Scrutiny Board on the issues the Cabinet had referred back for further 
consideration.  
 
At Cabinet on 4th July 2012 the Leader thanked the Task Group and the 
Overview and Scrutiny Board for their further consideration of the three 
recommendations which had been referred back.  
 
Councillor Kit Taylor - Portfolio Holder for Planning.  
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- 1 - ACTION SHEET: BROMSGROVE OVERVIEW AND SCRUTINY BOARD 16 JULY 2012 

 
 

ITEM 
 

GENERAL COMMENTS 
 

ACTION 
 

OFFICER  
DEALING 

 

 
DATE 

REQUIRED  
BY 
 

 
RESPONSE 
PROVIDED 
AND DATE 
PROVIDED 

 
 
Item 4:  Joint Service 
Review – The Future 
Configuration of Acute 
Services in 
Worcestershire 

 
The Board received a presentation 
from representatives of the 
Worcestershire Acute Health Trust 
(WAHT) regarding the current joint 
service review.  A couple of 
additional pieces of information 
were requested for the Board’s 
consideration. 
 

 
The following actions were 
agreed: 
 
a) written responses to be 

provided by the WAHT 
representatives in 
response to the 
Board’s questions and 
circulated for 
Members’ 
consideration; and 

 
b) the statistics requested 

in response to the 
Board’s seventh 
question to be 
presented in the next 
five days alongside a 
narrative to provide 
context for the data 
and to be circulated for 
Members’ 
consideration. 

 
 

 
 
 
 
Democratic 
Services Officer 
(DSO) 
 
 
 
 
 
 
DSO 

 
 
 
 
Not specified 
 
 
 
 
 
 
 
 
By 24/07/12 

 
 
 
 
Will be 
available in 
November 
2012. 
 
 
 
 
 
COMPLETED
- Emailed to 
Members 
09/08/12 A

genda Item
 15
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Item 5:  Countywide 
Homelessness Strategy 
Report – Pre-Scrutiny 

 
Members received a presentation 
on the subject of the Countywide 
Joint Homelessness Strategy 
2012-17 for pre-decision scrutiny. 

 
Officers to provide further 
information about the 
reasons for the relatively 
high number of young 
people living in (BDHT) 
sheltered accommodation. 
 

 
Housing Strategy 
and Enabling Team 
Leader. 
 

 
Not specified. 

 
COMPLETED 
- Response 
emailed to 
Members 
10/08/12 
 

 
Item 6:  Corporate 
Performance Monitoring 
Report Quarter four 
2011/12 
 

 
Members considered the 
Corporate Performance Monitoring 
Report for the quarter ending 31st 
March 2012.  A number of actions 
were requested. 
 

 
The following actions were 
requested: 
 
a) Members expressed 

concerns about the 
declining use of car 
parks in the town 
centre.  Officers were 
asked to circulate 
further information 
about the implications 
of this decline in use 
on the Council’s 
financial position 
(particularly revenue); 

 
b) Officers were asked to 

clarify whether the levy 
charged at car parks in 
the town centre had 
recently increased and, 
if so, how current 
charges compared to 
previous charges; 

 

 
 
 
 
Car parking lead 
Officer for 
Bromsgrove (DSO 
to circulate). 
 
 
 
 
 
 
 
 
 
Director of Finance 
and Corporate 
Resources, Head of 
Finance and 
Resources and 
Bromsgrove’s car 
parks’ lead (DSO to 
circulate). 
 

 
 
 
 
Not specified. 
 
 
 
 
 
 
 
 
 
 
 
 
Not specified. 
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c) Officers were asked to 

provide further 
information about the 
marketing campaign  
that is being jointly 
developed by BDC and 
Wychavon District 
Council for local car 
parks; 

 
d) Members noted that 

usage of the Artrix 
continued to rise.  
Officers were asked to 
clarify whether in this 
context there was the 
potential to review 
Bromsgrove District 
Council’s (BDC) 
financial support for 
the Artrix; 

 
e) Members raised 

concerns about a 
decline in performance 
in the number of 
invoices paid by the 
Council within 30 days 
of receipt.  Officers 
were asked to circulate 
further information 
about this situation for 

 
 
Car park lead 
officer (DSO to 
circulate). 
 
 
 
 
 
 
 
Head of Leisure 
and Cultural 
Services (DSO to 
circulate response). 
 
 
 
 
 
 
 
 
Director of Finance 
and Corporate 
Resources, Head of 
Finance and 
Resources and 
Financial Services 
Manager. 
 
 
 

 
 
Prior to 
consideration of 
further 
information 
about the 
marketing 
campaign by the 
Cabinet. 
 
 
Not specified. 
 
 
 
 
 
 
 
 
 
 
 
Not specified. 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
COMPLETED 
- Response 
emailed to 
Members 
10/08/12 
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Members’ 
consideration; and 

 
f) Members commented 

that the report referred 
to two indicators that 
related to air quality 
and climate change 
and noted that these 
indicators did not 
appear to have been 
monitored in the 
appendices.  Officers 
were asked to clarify 
what these indicators 
are and how the 
Council is performing 
in relation to these 
indicators. 

 

 
 
 
Climate Change 
Manager 
 
 
 
 
 
 
 
 
 
 

 
 
 
Not specified. 
 
 
 

 
Item 7: Sickness 
Absence Performance 
and Health Quarter Four 
Report 

 
The group considered the 
Sickness Absence Performance 
and Health report for the fourth 
quarter of 2011/12.  A couple of 
actions were requested. 

 
The following actions were 
requested: 
 
a) Officers were asked to 

clarify whether 
sickness absence of 
long-term agency staff 
was taken into account 
in the figures for the 
sickness absence 
report and if not, the 
reasons for not 
including this 

 
 
 
 
Head of 
Environmental 
Services. 
 
 
 
 
 
 
 

 
 
 
 
Not specified. 

 
 
 
 
COMPLETED 
- Response 
emailed to 
Members 
10/08/12 
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information.  This 
question was raised 
with particular 
emphasis on sickness 
absences within 
Environmental 
Services; and 

 
b) In respect of the 

categories of sickness 
detailed in the pie chart 
at 3.3 of the report an 
explanation in respect 
of “unknown”. 

 

 
 
 
 
 
 
 
 
Acting Shared 
Human Resources 
& Organisational 
Development 
Manager 

 
 
 
 
 
 
 
 
COMPLETED 
- Response 
emailed to 
Members 
10/08/12 
 

 
Item 8: Forward Plan of 
Key Decisions 1st July 
to 31st October 2012 
 

 
Members considered the latest 
edition of the Forward Plan. 

 
The following actions were 
requested: 
 
a) Officers to clarify the 

reasons why 
consideration of the Fly 
Posting Policy by the 
Cabinet has been 
postponed on the 
Forward Plan; and 

 
 
b) Officers to clarify the 

reasons why 
consideration of the 
Land Disposal Policy 
has been postponed 
on the Forward Plan. 

 
 
 
 
Head of 
Environmental 
Services, 
Environmental 
Services Manager 
and Senior 
Community Safety 
Officer. 
 
Head of Finance 
and Resources. 

 
 
 
 
Not specified. 
 
 
 
 
 
 
 
 
Not specified. 
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Item 9:  Overview and 
Scrutiny Topic 
Proposals 
 

 
Members received five topic 
proposal forms suggesting that the 
following subjects should be 
reviewed, either by the Board or as 
Task Group exercises: 
 
• CCTV; 
• The Impact of the Localism Act 

in Bromsgrove District; 
• Local Strategic Partnership; 
• Regulatory Services; and 
• Shared Services and vfm. 
 
 

 
a) Officers were asked to 

reschedule the LSP 
and the CCTV 
proposals for 
consideration at the 
following meeting of 
the Board; and 

 
b) the Board agreed to 

further consider the 
other items later in the 
year at Board level 
(Officers to amend the 
Board’s Work 
Programme 
accordingly). 

 

 
DSO. 
 
 
 
 
 
 
 
 
DSO. 

 
For the next 
meeting of the 
Board on 
10/09/12. 
 
 
 
 
 
For the next 
meeting of the 
Board on 
10/09/12. 

 
COMPLETED 
- Presentation 
in respect of 
LSP arranged 
for 10/09/12 
meeting and 
all other 
proposals 
have been 
scheduled into 
the Work 
Programme. 
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  1  

OVERVIEW & SCRUTINY BOARD 
 

WORK PROGRAMME  
 

2012-13 
 

This Work Programme consists of two sections: Items for future meetings 
(including updates) and Task Group Reviews. 
 
RECOMMENDATION:   
(a) To consider and agree the work programme and update it accordingly.  
 
ITEMS FOR FUTURE MEETINGS 
 

 

Date of Meeting 
 

 

Subject 
 

 

Other Information 

Scrutiny of Crime & Disorder Partnerships 
– Introduction to the Work of the North 
Worcestershire Community Safety 
Partnership 

Deferred from July 
meeting – pending first 
meeting of the new 
partnership. 

Topic Proposal – Role of the Community 
Safety Partnership 

Submitted by a 
member of the public 

LSP – Presentation on the role of the LSP 
(1 of 2) 

Topic Proposal 
submitted and agreed 
at meeting on 16th July 
2012 

Disposal of Stock and any Claw back 
Clause - BDHT 

Requested following 
meeting of 23rd April 
2012 

Progress report on the impact of the 
Government Welfare Reforms 

Update requested 
following meeting 23rd 
April 2012 

Quarter 1 Finance Monitoring Report  
Quarter 1 Write Off of Debts Report  
Making Experiences Count Quarter 1 
Report 

 

Cabinet Response to the Planning Policy 
Task Group Report 

 

WCC Health Overview & Scrutiny 
Committee 

 

Overview & Scrutiny Work Programme 
2012-13 

 

10th September 
2012 

Forward Plan (for information)  
Quarter 1 Performance Monitoring Report  
Quarter 1 Sickness Absence 
Performance and Health Report 

 
22nd October 
2012 

LSP – Presentation on the role of the LSP Topic Proposal 

Agenda Item 16
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  2  

 

Date of Meeting 
 

 

Subject 
 

 

Other Information 

(2 of 2) submitted and agreed 
at meeting on 16th July 
2012 

CCTV Shared Service  - Presentation on 
the role of the CCTV Team 
 

Topic Proposal 
submitted and agreed 
at meeting on 16th July 
2012 

Quarterly Summary of Environmental 
Enforcement Action Taken (1st April to 
30th June 2012) 

Requested following 
meeting 23rd April 
2012 

Overview and Scrutiny board Quarterly 
Recommendation Tracker 

 

WCC Health Overview & Scrutiny 
Committee 

 

Actions List  
Forward Plan (for information)  
Quarter 2 Finance Monitoring Report  
Quarter 2 Write Off of Debts Report  
Impact of the Localism Act on 
Bromsgrove District 
1 of 2 meetings 

Topic Proposal 
submitted and agreed 
at meeting on 16th July 
2012 

Shared Services – are they Value for 
Money?  Internal Audit  
 
1 of 3 meetings 

Topic Proposal 
submitted and agreed 
at meeting on 16th July 
2012 

Sickness Absence Performance and 
Health for Period ended 30th September 
2012 

 

WCC Health Overview & Scrutiny 
Committee 

 

Actions List  

19th November 
2012 

Forward Plan (for information)   
4th December 
2012 (Tuesday 
5.00 p.m.) 
TBC 
 

Budget Scrutiny (Informal meeting)  

Shared Services – are they Value for 
Money?  Building Control  
 
2 of 3 meetings 

Topic Proposal 
submitted and agreed 
at meeting on 16th July 
2012 

17th December 
2012 

Impact of the Localism Act on 
Bromsgrove District 
 

Topic Proposal 
submitted and agreed 
at meeting on 16th July 
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Date of Meeting 
 

 

Subject 
 

 

Other Information 

2 of 2 meetings 2012 
Making Experiences Count Quarter 2 
Report 

 

Quarter 2 Performance Monitoring Report  
Homelessness Grants 2012/13 – Update 
Report 

Update requested 
following meeting 27th 
February 2012 

WCC Health Overview & Scrutiny 
Committee 

 

Actions List  
Overview & Scrutiny Work Programme 
2012-13 

 

Forward Plan (for information)  
8th January 2013 
(Tuesday 5.00 
p.m.) 
TBC 

Budget Scrutiny   

Quarterly Summary of Environmental 
Enforcement Action Taken (1st July to 
30th September 2012) 

Update requested 
following meeting 23rd 
April 2012 

Shared Services – are they Value for 
Money?  Property Services 
 
3 of 3 meetings 

Topic Proposal 
submitted and agreed 
at meeting on 16th July 
2012 

The Work of Regulatory Services  
 
1 of 3 meetings 

Topic Proposal 
submitted and agreed 
at meeting on 16th July 
2012 

Overview and Scrutiny Board Quarterly 
Recommendation Tracker 

 

WCC Health Overview & Scrutiny 
Committee 

 

Actions List  

21st January 2013 

Forward Plan (for information)  
Quarter 3 Finance Monitoring Report  
Quarter 3 Write Off Of Debts Report  
The Work of Regulatory Services 
 
2 of 3 meetings 
 

Topic Proposal 
submitted and agreed 
at meeting on 16th July 
2012 

Sickness Absence Performance and 
Health for Period ended 31st December 
2012 

 

25th February 
2013 

WCC Health Overview & Scrutiny 
Committee 
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Date of Meeting 
 

 

Subject 
 

 

Other Information 

Actions List  
Forward Plan (for information)  
Council Plan  
The Work of Regulatory Services 
 
3 of 3 meetings 
 

Topic Proposal 
submitted and agreed 
at meeting on 16th July 
2012 

Making Experiences Count Quarter 3 
Report 

 

Quarter 3 Performance Monitoring Report  
WCC Health Overview & Scrutiny 
Committee 

 

Actions List  
Overview & Scrutiny Work Programme 
2012-13 

 

26th March 2013 
(Tuesday) 

Forward Plan (for information)  
Planning Policy Task Group 12 Month 
Review 

 

Quarterly Summary of Environmental 
Enforcement Action Taken (1st October 
to 30th December 2012) 
 

Update requested 
following meeting 23rd 
April 2012 

Overview and Scrutiny Board Quarterly 
Recommendation Tracker 

 

WCC Health Overview & Scrutiny 
Committee 

 

Actions List  

22nd April 2013 

Forward Plan (for information)  
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Budget Meeting Dates (Provisional) 
 
4th December 2012 – 5.00 p.m. (Informal and all Councillors invited to attend) 
8th January 2013 – 5.00 p.m. 
 
 
Scrutiny of Crime & Disorder Partnership Meeting Dates 
 
10th September 2012 
 
 
Reports not allocated 
 
Annual Review of Call In 
Countywide Sustainable Community Strategy – this is a ten year strategy and not 
due to be reviewed until 2014  
 
 
OVERVIEW & SCRUTINY TASK GROUP/INQUIRY REVIEWS 2012-13 
 

 
Task Group 

 
Date of Review 

 
Recreation Road South Car Park Task 
Group 

October 2012 

Reduction In Bus Services Task Group October 2012 
Planning Policy Task Group 
 

September 2013 
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