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Comprehensive Performance Assessment (CPA)
CORPORATE SELF-ASSESSMENT OF STROUD DISTRICT COUNCIL

Introduction

The Government's Comprehensive Performance Assessment of the Council in July 2004 gives
us another opportunity for self-examination, internal review and external challenge. This will
help us to maintain the pace of change generated over the last few years and deliver real
improvements that local people notice.

This document explains about our journey so far, where we are now and our plans to improve
in the future.

Contents

Section 1 Setting the Scene

Section 2 What is the Council trying to achieve?

Section 3 How has the Council set about delivering its priorities?

Section 4 What has the Council achieved/not achieved to date?

Section 5 In light of what the Council has learned to date, what does it
plan to do next?

Section 6 Headline improvement plan

Appendix A Summary of strengths and weaknesses

Reading the document
The final part of section 2-5 is a summary setting out:

'How we see ourselves.” We have scored ourselves (as required by the Audit
Commission) using the following criteria: 4 = Strong; 3 = Strengths greater than
weaknesses; 2 = Weaknesses greather than strengths; 1 = Weak

'‘How others see us." A summary of what various external and independent agencies
have said

'What we plan to do next." In light of the challenges, barriers and opportunities
identified, we set out what we are going to do in the future. All these actions are
brought together in our Headline Improvement Plan (see section 6) and will be
discussed with the Audit Commission following the CPA inspection in July 2004.

Case Studies
As part of the CPA process we are also required to produce 3 case studies (called 'diagnostic
assessments') that complement this document. The case studies are on:

Public Spaces
Balancing Housing Markets

Decent Homes



Section 1: Setting the scene

1.1 Introduction

Over the years we have always tried to improve our performance. The pace of change started
to accelerate in 2000 when our then Administration recognised that although the Council was
financially well run, with sound if narrowly focused services, we were increasingly unable to
respond to the needs of service users and residents because of our:

Traditional departmental structure - staff and elected member loyalty was first and
foremost to the service department

Lack of a corporate centre and capacity to work effectively in joined up ways and in
partnership with others

Perceived remoteness of the Council from local people - 'Fortress Ebley Mill’

Patchy customer focus/care and service user/community consultation across
departments and,

An inability to ‘punch our weight' on the national, regional and county stage.

The building blocks of improvement put in place in 2001 have been taken forward by
subsequent Administrations. In this document, we explain more about our journey so far,
where we are now and our plans to improve in the future.

1.2 What are the local issues of concern to us?
The issues that currently concern us as a service provider and community leader are:
Population

The population is ageing and the profile is shifting from people under 45 to more
people over 60.

Economy

The number of large employers is declining and there is a rapid growth in micro and
small businesses, which are flourishing

The agriculture sector is in a transitional period and the impacts of a reforming
Common Agricultural Policy are yet to be fully understood

The tourism potential of the District has not been realised - very much the
‘Undiscovered Cotswolds'.

Regeneration

Stroud is relatively affluent but there are pockets of real deprivation, particularly in
Stonehouse, Stroud Valleys and Cam / Dursley

Rural isolation and access to services is a problem generally and particularly difficult in
the Severn Vale and around Painswick and Wotton-under-Edge

There is a perception that the Council is only interested in supporting regeneration in
Stroud and Cam/Dursley, not the other market towns or rural areas

The District needs to respond effectively to a number of major regeneration projects:
Cotswold Canals restoration, Lister-Petter site, the regeneration of Stroud Town and
Sharpness Docks.

Housing



The annual shortfall in affordable housing units is currently 300 - a problem which is
compounding year on year

The ratio of average income to house price is at least 1:7

The District has a relatively high proportion of older private housing and about 10% is
unfit for habitation or seriously defective; the cost of putting this right is estimated to
be £45m.

Community Safety

Crime levels are relatively low, compared to Gloucester and Cheltenham (comparable
populations locally), but the fear of crime, often fuelled by perceived anti-social
behaviour, is prevalent, disproportionately so amongst older people.

Environment

The natural and built landscapes are of a high quality and important to the District's
identity and local people's sense of belonging as well as the economy, particularly
through tourism

The need to effectively manage natural resources in order to protect the climate,
minimise the risk and impact of flooding and reduce the amount of waste going to
landfill.

Health

Health is generally good but there are considerable variations in the impact of diseases
(e.g. cancer, heart disease / stroke and respiratory disease), particularly amongst low-
income groups.

1.3 What matters most to local people?
We have monitored the changing priorities of local people through regular telephone surveys;
the first was undertaken in 1998 and the latest in 2003.

Over the five years, Crime and Disorder / Community Safety has moved to the top of the list,
with anti-social behaviour and fear of crime becoming the number one concerns for local
people. The average ranking for the main priority areas over the five years is shown in Table
1.

1.4 Tackling these issues and priorities.

We have used the issues of concern to us and the priorities of local people to shape our
ambition for the District. This is expressed through our vision statement, 7 Council aims and
more recently our five priorities for investment (discussed later).

We also recognised that responding to local needs and aspirations would require us to
positively tackle the organisational weaknesses we identified in 2000. A failure to do so would
leave us in a position where we were increasingly unable to deliver what the government, local
people and ourselves wanted to achieve.

TABLE 1: Priorities of local people 1998-2003

Overall ranking in Average Ranking 1998-

Priorities of local people 2003 2003

Crime and Disorder / Community
safety

Environment 2 2.3



Helping those in need / housing 3 3.3
Quality services / Access to services 4 3.5
Improving Health 5 4

Economic Prosperity / Regeneration 6 5.4
Cultural opportunities 7 7.4

In this document, we have effectively sought to answer four questions which help to describe
the improvement journey we have been on in recent years:

What are we trying to achieve?

How well have we set about delivering our priorities?

What have we achieved / not achieved to date?

In light of what we have learnt to date, what are we going to do next?

Before answering these questions it would probably be helpful to the reader to say a little
more about how the Council is currently organised and operated.

1.5 Stroud District Council - some background
We have a strong resource base:

Gross expenditure on the General Fund in 2003/04 of £36m (£14m net) and £35m on
the Housing Revenue Account

Capital programme over the next 4 years of some £22m (general fund and Housing
Revenue Account)

Council Tax increases in line with inflation in the last 4 years

We are debt free.

We employ 603 staff, comprising 464 with contracted hours (the remainder being casual),
equating to 380 full time equivalents. We have had Investors in People accreditation since
1998, an indication of our commitment to investing in our staff in order to maintain our
capacity to deliver our priorities.

The Council has 51 councillors covering 30 wards. These are elected by thirds over a 4-year
period. The Conservative Party has overall control and the Leader and Cabinet govern the
business of the Council, with individual councillors within the Cabinet taking lead responsibility
for one of seven portfolios:

Deputy Leader and Community Well-being
Economic Development and Regeneration
Environment and Rural Affairs

Finance & Corporate Services

Housing

Planning

Housing Support

The business of the Cabinet is scrutinised by two Scrutiny Committees: Community Services
and Resources and Regeneration. Opposition group members chair both and they review
decisions made by the Cabinet, monitor performance and investigate matters of concern to
local people. Additional committees cover standards, development control and regulation.

The Chief Executive, two Strategic Directors, Director of Corporate Services, 2 Strategic Heads
and Head of Legal Services make up the Strategic Team, which acts as the management board



for the Council. There are 10 Heads of Service who report to Strategic Team members. The
main service responsibilities are:

Strategic Director

Head of Housing Management
Head of Housing Standards

Strategic Director

Head of Human Resources
Head of Community Safety

Director of Corporate Services

Head of Accountancy and Audit
Head of Customer Services

Strategic Head (Development Services)

Head of Planning
Head of Environmental Health

Strategic Head (Regeneration and Culture)

Head of Regeneration
Head of Culture, Sport and Tourism

Monitoring Officer/Head of Legal Services
We return now to our improvement journey by saying more in the next section about what we
are trying to achieve.



Section 2: What is the council trying to achieve?

2.1 What are our ambitions and priorities for the area?

Our ambition for the District is expressed through our vision which is to “to make the District a
better place to live, work and visit for everyone, now and in the future”. This is given shape by
seven corporate aims, originally adopted in 1998, and revised in light of annual telephone
surveys (see Table 1):

Prevent and reduce crime and disorder

Help those in particular need

Protect and improve the environment

Help build economic prosperity

Maintain and improve the community's health

Create and expand recreational and cultural opportunities

Continuously improve the council's performance by providing ‘best value' services.

In 2002, we adopted 5 priorities, which address the issues of local concern, identified in
Section 1 above, and provide a further focus for investment, in terms of policy, service and
partnership development:

Citizen First: Delivering improved services, using opportunities identified in the
Citizen First strategy to improve ‘customer focus' and use electronic service delivery in
partnership with others

Community Safety: Delivering the community safety strategy as a Beacon Council
with our partners

Environment: To protect and improve the environment, with particular emphasis on
the District's green spaces through a new strategy

Housing: With a focus on affordable and decent housing to meet local needs
Regeneration: Working in partnership to realise wealth creation, rural and market
town regeneration and economic prosperity.

We recognised that if we were to deliver on these priorities we needed to continually invest in
our capacity to deliver by addressing the organisational weaknesses identified earlier in the
document. We have and are therefore maintaining a focus on improving our:

Community Leadership: To work within the strategic framework of a community
strategy and Local Strategic Partnership to ensure the Council's key priorities are
delivered in conjunction with partners

People: To develop Council members and staff so they can contribute effectively to
the Council's objectives and business requirements, and

Processes: To ensure that appropriate resources and systems are in place to meet
the Council's priorities for service delivery.

The improvement actions, which we are going to take in relation to our priorities, are brought
together in our Corporate Delivery Plan, which is reviewed annually. Each of our 5 priorities is
underpinned by a ‘single’ strategy and associated action plans and delivery mechanisms. A
number of other corporate strategies and plans cut across and support the delivery of the 5
main strategies and the corporate delivery plan.

Our ambitions have been informed by and are being developed in light of the work being
carried out by the Local Strategic Partnership. We have adopted both of the annual
Community Strategies, produced by the LSP, most recently in March 2004. This includes a
long-term Vision and objectives for the District. We have made clear our response within our
Corporate Delivery Plan.



2.2 Telling people about our ambitions and priorities

We started telling people about our priorities during 2002, initially through the Leaders
webcast ‘State of the District' speech and subsequently through a number of publications and
our website. Internally staff have been informed through the Proud of Stroud sessions and ThE
news and there is a high level of awareness of the priorities.

2.3 Can we deliver our ambitions and priorities?
We believe we have used intelligence and community consultation to good effect, have a good
understanding of the area's needs and have pulled this together in our 5 key priority strategies
which set out long term direction and short to medium term action plans (eg Regeneration and
Culture Strategy, Housing Strategy.) We are also aware of our own organisational weaknesses
and how these have affected our capacity to deliver over time.

Our ambitions and priorities have been developed in light of these factors and are meaningful
and realistic in terms of what we can do ourselves and in partnership with others to improve
quality of life in the District. Our priorities also reflect national and regional policy direction
and are consistent with other local stakeholders, including those represented on the LSP. We
recognise that we need to continue to improve our consistency in some areas including
community consultation. This is being done through the Corporate Marketing Plan and newly
established Citizens' Panel.

Our priorities have been the primary focus for our resource planning and allocation processes
over the last 3 years. We have used 3 main mechanisms to make sure we have sufficient
resource available to take our priorities forward and to work with others where necessary:

Existing human resources have been redirected and / or refocused on priorities
Securing external funding has been focused on priority areas for improvement. For
example the Community Safety service will have secured at least £723,000 between
2002-2006.

Revenue allocation processes have been used to identify total efficiency savings of
£3.2m between 2002 and 2006. We have focused these savings and our capital
resources on achieving our priorities, as summarised in the table below.

Priorit Revenue investment 2002-06 - Capital Investment 2002-06 -
Yy £000 £000

Citizen First 1490 1658

Community 573 74

safety

Environment 342 280

Housing 81 1150

Regeneration 1051 4248

2.4 What is not a priority?
Our resource allocation processes also help us define what are not priorities. Over the last 12
months we have not allocated resources for:

Clearing the backlog of Health and Safety Inspections within Environmental Health
Expanding Conservation Area work

Reviewing Car Parking Services

Appointing an Arts Development Officer

Investing in Corporate marketing of the Council and services.



2.5 How do we stay focused on our priorities?

We have annual service, corporate and financial planning cycles, which sit within the context
of the 4-year Corporate Delivery Plan, 4-year Medium Term Financial plan and the Local
Strategic Partnership's longer term Community Strategy.

Within this overall framework we employ a number of ‘day-to-day’ processes to ensure we
maintain a focus on our priorities, including:

Strategic Team and Executive Board (informal meeting of Cabinet Members) meet
weekly, with both coming together on a monthly basis to review the Corporate
Delivery plan, budget position and Forward Plan of Key Decisions

There is 4 monthly agenda planning cycle for both Strategic Team and Executive
Board meetings

Individual Heads of Service attend Strategic Team meetings twice during the year
(typically May /June and November/ January) to discuss their service plans and
performance

Performance Indicator information is reported quarterly to Strategic Team, Executive
Board and Scrutiny Committees

Each Scrutiny Committee establishes an annual work programme that is kept under
review

Pairs of Scrutiny Committee members have been assigned service plans to monitor
during the course of the year

Members of staff have an annual appraisal, which is reviewed after 6 months. This
helps link individual objectives and training needs to service and corporate priorities
Team meetings are held at least monthly and members of staff have a ‘formal’ 1-2-1
meeting with their manager on at least a bi-monthly basis

ThE news, Hub and Proud of Stroud sessions provide mechanisms for communicating
ambitions, priorities and performance to staff and members.

2.6 How we see ourselves

We have clear and realistic ambitions for the Council and the District as a whole and have
mechanisms in place for ensuring that our resources are focused on key priorities in both short
and long-terms. In terms of the Audit Commission CPA scoring, we believe our performance to
be:

Ambition 3 (strengths outweigh weaknesses)
Prioritisation 3 (strengths outweigh weaknesses)

Focus 3 (strengths outweigh weaknesses)

A full summary of scoring can be found at Appendix A.

2.7 How others see us
This self-analysis is supported by what others say about us:

“A forward looking organisation with a clear vision and priorities for the District” (IDeA
Peer Review Report, February 2003

“The Council has much to be proud of in addressing its priorities” (IDeA Peer Review
Report, February 2003)

“SDC is a striving authority up for change” (IDeA Peer Review Report, February 2003)
“There is a need to ensure that the people of the District and other stakeholders are
involved with and informed about the Council's endeavours” (IDeA Peer Review
Report, February 2003).



2.8 What we are planning to do next
We recognise there is still room for improvement and given the barriers, challenges and
opportunities identified in this section, we intend to take the following steps:

Al: Implement the new Corporate Delivery Plan 2004-08 and undertake and report the results
of an annual evaluation exercise.

AZ2: Deliver key priority strategies (Crime and Disorder / Community Safety, Regeneration and
Culture, Citizen First, Environment / Green Spaces and Housing) and undertake and report the
results of evaluation exercises.

A3: Support the Local Strategic Partnership, to deliver quality of life improvements and work
on affordable housing, rural transport and creating wealth.

A4: Implement the Corporate Marketing Plan.



Section 3: Delivering the priorities

3.1 Developing staff capacity

Our staff are highly committed, dedicated and of a high quality. To support them we are
putting in place a Human Resources Strategy, which has two strands. The first is the creation
of a motivated and flexible, albeit relatively small, workforce, capable of high levels of
productivity. The second aspect is a comprehensive range of welfare and well-being measures
(e.g. confidential counselling, work life balance audit), to support staff and maintain their
capacity to deliver our priorities.

The annual Investors in People review gives us regular feedback on our ongoing capacity to
meet priorities and manage change. Our most recent IiP assessment highlighted that we had
made significant progress in improving the standard of our people management. A major
contribution to this success was attributed to the introduction of the Stroud Management
Development Programme, now completed by virtually all of our senior and middle managers.
A supervisory development programme has also been developed and will be rolled out from
June 2004.

A number of other development points were identified and are being taken forward:

Improving our induction processes

Improving the planning and delivery of training and development

Evaluating the impact of key initiatives, such as the Management Development
Programme.

The completion of a work-life balance study revealed that on average, stress levels were below
those for the public sector, but that there were pockets where problems were developing and
needed to be addressed. Actions plans have been developed and are being implemented. We
will repeat the study during 2004.

We have also not been afraid to use external experts and recruitment to boost our capability
and capacity deficiencies better enabling priorities to be delivered - for example during the
Housing Options and Transfer process and in the appointments of a new Head of Culture,
Sport and Tourism, Regeneration Manager and Regeneration through Sport Manager. Again
this fact was positively endorsed in our most recent IiP assessment.

3.2 Developing Councillor capacity

We are still in the process of helping some of our elected members to shake off the vestiges of
the old Committee system and there is an increasing need to help them to balance their
competing work, personal and public life commitments.

We have effective Executive and Scrutiny arrangements and recognise that to maintain the
quality of our decision-making we will need to sustain and continue to invest in these, with
particular emphasis on Scrutiny.

On the whole, members from across the political spectrum work well together in pursuit of our
priorities and most now understand how to engage with and influence the Council's decision
making and taking processes.

The Housing Transfer process did however introduce political tensions, which reduced our
capacity to deliver and are still in the process of being worked through. The introduction of
'Working Together' workshops has helped members and officers come together, to talk and
listen and to build our collective capacity to deliver. One of the positive outcomes from the
process has been the agreement of a member / officer working protocol.



In 2002, when the Council had "all out elections' due to boundary changes, we ran a series of
briefing sessions for prospective candidates. All newly elected members go through a planned
induction programme. Some member roles now require mandatory training, for example
Development Control Committee.

Member training and development has been an on-going area of weakness, characterised by
an ad-hoc approach. During 2004/05 we aim to become more structured and strategic in our
approach and use the Best Value Review of Democratic Services to make sure that we
continue to develop the capacity of elected members.

3.3 Developing our organisational leadership capacity

We believe there is strong political and managerial leadership, which is enabling us to stay
focused on our priorities. We have a number of mechanisms for making sure that
responsibility for priorities is taken and accountability made clear:

Corporate Delivery Plan and associated performance management mechanisms
Comprehensive Constitution with clear delegations, protocols and job descriptions for
all elected member posts

The ethical framework is well established and the Standards Committee has an active
role and work programme

The work of our Scrutiny Committees continues to strengthen.

3.4 Developing our financial capacity

We have strong financial management and control, ensuring value for money and the capacity
to deliver our priorities. This has been confirmed in successive Audit Commission Annual Audit
Letters.

The Medium Term Financial plan (Capital and Revenue) to 2008 is in place, allowing us to
match resources to priorities. This sound revenue position is evidence that we have
successfully managed the tension between the need to keep Council Tax increases in line with
inflation whilst continuing to provide good quality services and community leadership in
priority areas. We have kept Council Tax rises at inflation levels for the last four years.

Our capital capacity is limited with the four year Capital programme worth some £22 million.
The Government Office for the SW has rated us good for both our Capital and Asset
Management strategies.

The vote against Large Scale Voluntary Transfer has placed significant revenue and capital
pressures on both the Housing Revenue Account and General Fund. We have responded
positively to this disappointment making sure that the implications are being planned for in a
way that minimises the impact on tenants and council taxpayers.

3.5 Developing our capacity to work in partnership

We recognise that the issues facing the District are larger than any one organisation. As such
we believe we are developing a strong culture of partnership working and showing the
community real leadership when this is required.

Partnership at the Sub-Regional Level
At a County level we have taken a positive role in a number of key strategic partnerships,
where pooled resources and external funding are helping us take our priorities forward:

Citizen First

Gloucestershire Electronic Partnership



Community Safety

Gloucestershire Community Safety Partnership
Gloucestershire Compact Steering Group

Environment
Joint Waste Management Group
Housing

Gloucester Housing Market Partnership
Gloucestershire Rural Housing Partnership
Affordable Warmth Steering Group

Regeneration

Gloucestershire First (providing links to SW Tourism and the SW Regional
Development Agency

Gloucestershire Sports Partnership

Gloucestershire Cultural Forum

We have also contributed to the development of the Gloucestershire Strategic Partnership, the
Gloucestershire Public Service Agreement, where we have co-ordinated work on the Pension
Credit target, and the County Branch of the Local Government Association. We have also
worked closely with the county Council and other Districts to develop protocols for the
redistribution of additional 2nd homes income on our priorities, as well as those on the LSP. All
of this strategic partnership activity at a County level is designed to secure the best deal for
local people by helping us 'punch our weight' on County and Regional stages.

Partnership Activity at the Local Level

Locally we have worked hard to establish and maintain the Stroud District Local Strategic
Partnership (LSP), which has set out its vision for the District and is leading work around 3
priorities: affordable housing, rural transport and creating wealth. The LSP's role will continue
to develop and will be important in influencing the distribution of second homes income locally
and identifying local priorities for the next Gloucestershire Public Service Agreement.

We have a mixture of strong local partnerships in place that allow us to enter into a dialogue
with key local stakeholders, such as the Police and Health Service, as well as our local
communities of place and interest in order to identify actions and resources that allow us to
deliver our ambitions and priorities. For example:

Citizen First

Village Shop and Rural Post Offices Forum
Rural Transport Forum

Community Safety

Crime and Disorder Reduction Partnership and associated theme and locality
mechanisms

Health and well-being Partnership
Local Council for Voluntary Services and its Forum



Environment

Greenspaces Forum
Flood Forum and Water Management Partnership

Housing

Tenants Compact, associated consultative mechanisms and neighbourhood
agreements
Private Landlords Forum

Regeneration

Market town regeneration partnerships in most main settlements
Tourism Forum
Digital Stroud Partnership

We also have bilateral working with a wide range of partners at the operational and
consultative levels, for example the joint funding of Neighbourhood Wardens by Parish and
Town Councils.

Partnership Activity with Gloucestershire County Council
Our relationship with Gloucestershire County Council is generally good and has led to a
number of collaborations, which are helping us to take our priorities forward, including:

Citizen First

Joint investment in the new Dursley Library
SDC was a signhatory to the County Public Service Agreement

Environment

Working with the County Divisional Surveyor to co-ordinate verge cutting with litter
picking on main roads.

Progressing the ‘Get it Sorted' (recycling) programme through the Joint Waste
Management Board

Regeneration

Working with GCC and utilities to minimise traffic disruption caused by highway works
Resolving complicated highways issues to allow the £9m redevelopment of the
Merrywalks Centre in Stroud.

Partnership Activity with Parish and Town Councils

Similarly, with Town and Parish Councils, the overall relationship has improved and continues
to do so. Practical partnership initiatives around Community Safety (e.g. Neighbourhood
Wardens), market town regeneration (e.g. Stroud Town Concordat), rural regeneration (e.g.
investment in village halls and support for Parish plans), one-stop shops (e.g. Wotton Civic
Centre) and green spaces are strengthening understanding and joint working. We have also
provided support around development control and standards, although aspects of these
continue to challenge the relationship. We are continuing to invest in developing the
relationship and have reinstated Chairs and Clerks meetings with the Parish and Town Councils
and made sure that local Councils are also represented on the LSP.



3.6 Managing our performance

We believe we have a sound and developing approach to performance management, which
links our priorities through to the objectives and targets set for individual members of staff. In
doing this we provide members and managers with the right information to measure and
manage performance effectively, as illustrated in Table 2 below. The Audit Commission and
our liP Assessor have confirmed our overall performance in this area and we recognise that we
need to continue to invest time and effort in making sure that our systems operate effectively
and are embedded in all service areas.

TABLE 2: Main Performance Management Mechanisms

Timescale Performance Management Mechanism

Local Strategic Partnership's Community Strategy
Long term Housing Revenue Account Business Plan

Corporate Delivery Plan
Medium Term Financial / Asset Management Plan

Medium Term (3-4 year) Priority Strategies (e.g. Housing Strategy)

Best Value Performance Plan
Annual Budget Cycle

Annual Service Plans
Individual Appraisals

Corporate Delivery Plan review
Service Plans reviewed by Strategic Team

6-monthly Appraisal reviews

Best Value Performance Indicator Report
Scrutiny monitoring of Service Plans & BVPIs

Quarterly Revenue and Capital Monitoring Reports
Proud of Stroud Sessions

Individual 1-2-1's & team meetings
Monthly

3.7 Risk Awareness

Historically, we have not seen risk as a key element of our performance management, viewing
it narrowly in terms of insurance. In 2003 we employed risk experts to work with us in order
to establish a Corporate Risk Register and action plan. We now understand the key risks that
could impact on our capacity to deliver our priorities and business objectives. The Strategic
Risk Group, made up of Strategic Team and Cabinet members, has been established to
oversee the management of the key risks and will meet 3 times per year. We have put in
place a longer-term action plan designed to embed risk management within our performance
management systems and culture.

Our Internal Audit service is effective and well regarded internally, and externally, by the Audit
Commission. 6-monthly progress reports on the Audit Plan are given to Resources and
Regeneration Scrutiny Committee.



Complaint Handling

The 2000 Best Value Public Satisfaction Survey revealed we effectively deal with corporate
complaints, with 53% of those making complaints satisfied with the handling of their
complaints. This put us in the top 25% of councils nationally. Services are also dealing
effectively with complaints although a scrutiny inquiry during 2004 identified the need to re-
publicise, internally and externally, our complaints procedures. Plans have been put in place to
do this.

3.8 How we see ourselves in this section

We have worked to develop the human, organisational, financial and partnership capacity
required to deliver our priorities. Our performance management is developing and helping us
to stay focused on delivery. In terms of the Audit Commission CPA scoring, we believe our
performance to be:

Capacity 3 (strengths outweigh weaknesses)

Performance Management 3 (strengths outweigh weaknesses)

A full summary of scoring can be found at Appendix A.

3.9 How others see us
This self-analysis is supported by what others say about us:

“The Council is now beginning to establish a comprehensive performance framework
capable of continuing service improvement” and “The Council is effectively using its
performance management arrangements to adapt its working practices” (Annual Audit
Letter, December 2003)

“An appraisal process that is understood, well regarded and effective in identifying
both job objectives and development objectives” (Investors in People assessment, July
2003)

“Since the previous review in June 2002, SDC has made significant progress in
improving the standard of its people management” and “Managers in the Council are
increasingly viewed as role models by people”(Investors in People assessment, July
2003)

“Genuine willingness to be engaged in partnerships” and “Commitment to
partnerships” (IDeA Peer Review Report, February 2003).

“SDC is on a steep learning curve in effectively implementing the overview and
scrutiny process. Training has been provided and it is evident that working practices
are improving” (Annual Audit Letter, November 2002).

“There is a need to ensure that members and officers are well equipped, supported
and engaged to meet the challenges ahead” (IDeA Peer Review Report, February
2003).

3.10 What we are planning to do next?

However we recognise there is still room for improvement and given the barriers, challenges
and opportunities identified in this section we intend to take the following steps:

A5: Implement the Human Resources Strategy (phase 1) 2004-07.
AG: Introduce a new Member Training and Development regime for 2004/05.

A7: Implement a Risk Management Strategy and Action Plan.



A8: Implement Procurement Strategy and Action Plan, taking an active role in the
Gloucestershire Procurement Partnership.

A9: Fully implement the performance management framework.

A10: Establish (by December 2004) and implement new corporate project management
system.



Section 4: What has the council achieved/not achieved to date?

4.1 Quality services
In recent years we have started to seek independent and external accreditation of the quality
of our public facing services. For example:

Beacon Council status achieved for Crime Reduction in Rural Areas (2002/03) and
Services for Older People (2004/05)

Website gained transactional status in the SOCITM Better Connected 2002 and 2003
survey, which is the highest rating awarded and confirms us as one of the leading
District Councils in the country

Electoral Services have achieved the Charter Mark Standard

Plain English award for our main Revenues and Benefit application forms.

This approach is something that we will continue in the future. For example in the short term
we will be pursuing accreditation under 'QUEST' and 'LEXEL' for our Leisure Centres and Legal
services respectively. We have also achieved and maintained standards required by Investors
in People and the Eco-Management and Audit Scheme, which ensure that our services
maintain a capacity to deliver and minimise their impacts on the environment.

4.2 Customer and Public Satisfaction

We also rely on customer satisfaction and comparison data in order to judge our overall
performance as a council and the quality of our main public facing services. We have done this
through our annual telephone surveys and the statutory Best Value Public Satisfaction
Surveys, which all councils carry out on a 3-year cycle.

4.3 Overall satisfaction with the Council

The 2000 Best Value Public Satisfaction Survey produced mixed results for us. We achieved an
overall public satisfaction rating of 64%. The best Councils were achieving ratings of at least
72% and our performance was below the national average. The question was asked again as
part of the Council's own statistically valid sample in 2003, which showed a slight decrease to
63%.

The 2004 Best Value Public Satisfaction Survey revealed that satisfaction had dropped further
to 56%. There has been a downward trend nationally with concern over Council Tax levels
being a major factor. This has been mirrored at a local level and exacerbated by inconsistent
reporting in the local press around issues such as Large Scale Voluntary Transfer and the
closure of Stroud Bus Station. We are actively trying to improve our relationships with the
local media in response.

4.4 Performance of our main public facing services

Each year we are required to collect a nationally agreed set of Best Value Performance
Indicators (BVPIs), which allow the Government and us to compare our performance nationally
in terms of cost, quality and outcomes.

In 2002/03, the last year for which comparable data is available, there were 74 BVPIs
covering our main public facing services, general use of resources and corporate health. Our
overall performance was good, with 18 (35%) in the best quartile (i.e. top 25% of all Councils
nationally) and 39 (75%) including the 18 upper quartile BVPI's above the national average.

Table 3 sets out our BVPI performance for our main public facing services, which includes
community / private sector housing services, housing management services, refuse collection
and recycling, community safety, planning, environmental health, cultural facilities and
housing benefit. Similarly, Table 4 sets out the situation for the use of resources and corporate
health BVPIs.



TABLE 3: Public Facing Services: National BVPI Comparisons

Quartile Number of BVPIs Percentage
Number of BVPIs in 'best' quartile 12 26%
Number of BVPIs in 2nd quartile 24 51%
Number of BVPIs in 3rd quartile 8 17%
Number of BVPIs in 'worst' quartile 3 6%
Number not available for comparison 11 -

TABLE 4: Use of resources/corporate health: National BVP1I Comparisons

Quartile Number of BVPIs Percentage
Number of BVPIs in 'best' quartile 7 50%
Number of BVPIs in 2nd quartile 4 29%
Number of BVPIs in 3rd quartile 2 14%
Number of BVPIs in ‘worst' quartile 1 7%
Number not available for comparison 3 -

The figures for 2003/04 only became available late in April 2004. As such it is not possible to
do any national comparisons. However, we are able to use these along with figures for
2001/02 (which include the Best Value Public Satisfaction Surveys referred to earlier) to
describe the performance of our public facing services in priority areas over the last 3 years.

Citizen first

Housing Benefit: User satisfaction was above the national average for all of the areas
measured and amongst the best nationally for our telephone service, clarity of forms and the
time taken to make decisions. In 2002/03 our performance for all of the comparable BVPIs
was above average. However, our performance in terms of the average time for processing
new claims and the percentage of claims processed on time has been deteriorating since
2001/02. The percentage of cases processed correctly, for which we were in the worst quartile
for 2002/03, has improved significantly during 2003/04.

Electronic Service Delivery. The percentage of our services deliverable electronically
deteriorated between 2001/02 and 2002/03 due to a change in the way we recorded the data.
There was a significant improvement in performance again during 2003/04. We are on course
to meet national targets.

Community Safety

Recordable Crime. The main crime and disorder level BVPIs (e.g. domestic burglaries per
1,000 households) show that crime levels in the District are below national averages. There
have been small increases in most reportable crime areas since 2001/02, with the exception of
household burglaries.

Environment
Refuse Collection and recycling. Satisfaction with the Council's recycling arrangements was

amongst the highest nationally. We were in the best quartile nationally for the amount of
household waste collected per head (i.e. we were collecting less than others) and for the



percentage of the population served by kerbside collection and above average for the amount
of waste recycled. There was a small improvement in recycling performance during 2003/04.

Environmental Health. Performance in Environmental Health, measured by a score against a
best practice checklist, dipped during 2002/03. It has risen significantly during 2003/04 (58%
up to 86%o).

Street Cleansing. Satisfaction was below average nationally for the cleanliness of streets and
waste collection.

Green Spaces. Satisfaction with parks and open spaces was amongst the best nationally.
Housing

Tenant satisfaction with the opportunities provided by the Council for participation was
amongst the best nationally and for the overall service provided below average.

In 2002/03, we were above average for our community housing services (e.g. the number of
private sector vacant dwellings returned to occupation) and we were in the best nationally for
the average number of weeks spent by homeless households in hostel accommodation.

We were above average for our housing management services and in the best nationally for
the change in the percentage of non-decent homes between April 1 2002 and April 1 2003. We
have however seen a significant decline in the proportion of rents collected since 2001-02
(97.64% down to 93%).

Regeneration

Planning. Between 2002/03 and 2003/04 there has been a deterioration in our turn round
times for planning applications.

Sport. Overall satisfaction with sport and leisure facilities was amongst the best nationally.

Museums and Theatres. Satisfaction with our museums and galleries was below average
and amongst the worst nationally for theatres and concert halls. The survey did however
coincide with the Museum and Subscription rooms being closed for renovation and inconsistent
reporting in the local press about the potential value for money of the new facilities.

We recognise that target setting in terms of stretching ourselves to improve has not been one
of our strengths and that we still have a way to go in some priority areas to reach upper
quartile performance levels nationally. We have therefore decided to focus on improving our
performance in the following areas, as these are most important in terms of delivering our
priorities and will stretch us:

Citizen First

Reaching top quartile performance within Housing Benefit by December 2006.
Achieving the Governments' Electronic Service Delivery targets.

Environment

To continue to work in partnership to find cost effective ways of reducing the amount
of waste going to landfill and to increase our recycling rate.

Improve our performance in terms of street cleaning by fully understanding our
current performance and the reasons for public satisfaction ratings and plan our future
capacity accordingly.

Housing



To achieve upper quartile performance for rent collection by December 2006.
Regeneration

Continue to develop systems and staffing arrangements in planning with the aim of
achieving upper quartile performance against the national planning checklist of best
practice, customer satisfaction and statutory response times by December 2006.

4.5 Managing our Performance Indicators

In recent years, as a result of Audit Commission criticism, we have greatly improved the
collection and management of our statutory BVPIs. We are now confident that these are
reported accurately and provide a good overall picture of our performance.

However, we recognise that the BVPIs do not cover all services and as such we have been
establishing local performance indicators covering cost, quality and outcomes within our
service plans. We need to improve the quality and coverage of these across the Council and do
more to use the information corporately to monitor and drive performance.

4.6 Our approach to improving services

Our Best Value Review Programme provides the main impetus and focus for improving our
services. Much has been learned over the years and the approach to Best Value Reviews has
changed considerably since the first pilots done in 1998/99. Much of the Audit Commission
inspection activity has focused on public facing services and we have had some good results to
date, providing further evidence of the quality of our services and our capacity to improve.

Environmental Contracts (covering refuse collection, recycling, grounds maintenance):
2-star (good), promising prospects for improvement.

Regeneration and Culture (covering economic development, museum service,
subscription rooms): 1-star (fair), promising prospects for improvement.
Environmental Health: 2-star (good), uncertain prospects for improvement.

Not all of our Best Value Reviews have been inspected. Nonetheless they are driving
improvements in priority areas, for example the Tourism BVR identified how much more could
be made of the District's tourism potential in partnership with local industry and County and
Regional partners. This has driven the development of a new Tourism Action Plan within the
Cultural Strategy. Similarly, the BVR of public conveniences has led to the establishment of a
£550K investment programme.

4.7 Improving quality of life

We have focused a lot of our time and effort on working in crosscutting ways, both internally
and with external partners, to improve quality of life in priority areas. The following case
studies show the extent and range of our 'on the ground achievements' over the last 3 years.

Citizen First

Access to Services

Our aim has been to improve customer access and deliver citizen focused services. We have
developed various projects, working with partners, to take our services closer to the
customer:




A new post, Customer Contact Manager, was appointed in January 2003 to drive
forward Citizen First projects

SDC staff joined the Wotton-under-Edge Town Council one stop shop facility in
February 2003

In December 2002, we worked in partnership with other Gloucestershire Districts to
commission a MORI survey and focus groups to look at how customers access our
services

Joined up with the existing Mobile Police Bus service to provide an SDC enquiry point
in the hard to reach rural areas

Working in partnership with Gloucestershire County Council to rebuild a combined
library and SDC information point at Dursley

Provided a self help interactive kiosk at Chalford Parish Council offices for the public to
access SDC services and the internet

Helped to fund two local internet cafes in Stroud and Dursley/Cam for free training for
the public

Provided computer equipment and IT support for Nailsworth parish community
information shop

Developing a corporate contact centre in Ebley Mill in 2004/05.

Community Safety

Cashes Green
In the early part of 2003 the Cashes Green area was blighted by anti-social behaviour,

including the misuse of motor vehicles, under age drinking, criminal damage and the dealing

and use of drugs.
The community in Cashes Green asked the Council’s Community Safety Unit to arrange a

public meeting, which brought together local people with a wide range of public and voluntary
agencies, including the Police and other SDC services, to talk about improving the situation.

The actions taken to date have included:

The Police undertaking a number of operations to arrest drug dealers and where
applicable, the Housing Department have enforced breaches of tenancy conditions,
including eviction.

Complaints from dissatisfied young people that there was no where for them to go led
to the Youth Service working with local people to established a new youth club.

7 young people were referred to the multi-agency Anti-Social Behaviour Order Group.
As a first step some of those concerned where given greater support by local youth
agencies. Three of the original seven have had Anti-Social Behaviour Orders served
against them. In the three months following the ASBO’s calls to the Police for service
reduced by 80-100%.

Other actions in Cashes Green have included footpath closures, defensive planting,
introduction of Police Community Support Officers, improved street lighting, CCTV
installation in sheltered housing and the creation of 8 new neighbourhood watch
schemes.

A working group continues to monitor the situation and the overall picture has improved
greatly with local people feeling safer and that their quality of life has improved.




Environment

Water Management

During October of 2000, Stroud suffered its worst flooding event for many years. In response
to public concern over the flooding incidents, we arranged a series of public meetings resulting
in the establishment of a Flood Prevention Focus Group, involving Council officers and
members, staff from other Agencies and residents. A number of successful initiatives have
been implemented through our investment (Exk between 2002 and 2008) in this priority and
through joint agency working:

Land Drainage Byelaws were introduced on 15th February 2002

A new post of Technical Officer (Land Drainage) was created in August 2002 to co-
ordinate and lead our work

Holding an annual Water Summit

Worked in partnership with Gloucestershire County Council Rural Services and local
residents to implement flood relief works

Completion of a detailed hydraulic study of the Slad Brook leading to the development
of an action / investment plan

Education and information materials produced for riparian owners. Future work will
include working with the Cotswold Canal Restoration team to enhance the biodiversity
of the area and introduce flood attenuation schemes, continuing to identify sites for
hydropower schemes, and encouraging sustainable drainage practice in new
developments.

Housing

Affordable Housing
Our most recent Affordable Housing completion is a regeneration scheme to provide 7 x 1
bedroom flats above shops at Kendrick Street, in Stroud town centre.

The flats had been empty and semi-derelict for a number of years. The landlords
contributed £155,000 to the total cost of £485,000, with the remainder funded by
Council Social Housing Grant.

Working in partnership with the Council and the landlord, Gloucestershire Housing
Association appointed a local building company to undertake the conversion. The
works were particularly difficult due to restricted access to the site, with all
construction materials having to be delivered by hand, via the pedestrian passageway.
This housing and town centre regeneration project has provided much needed
accommodation in the centre of Stroud. Residents will be able to access all the
facilities of the area easily and the refurbishment has meant a face-lift for Kendrick
Street.

The Council has attracted nearly £8.5m in funding for investment in Affordable
Housing over the next two years. The Housing Corporation has confirmed that it will
grant £1.225m in 2004 and £1.829m in 2005. This is supplemented by £5.2m of
private sector funding, raised mainly by the Council’s housing association partners and
supported by £846,000 from the Council itself.




Regeneration

Merrywalks redevelopment

Following a Community Planning Conference in 1996 and subsequent community
consultation exercises, the single most desired facility for the town of Stroud was a
new cinema.

Stroud District Council had acquired the then vacant bus station for development
purposes and subsequently engaged in the production of planning and development
briefs before marketing the site. After lengthy negotiations the sale of the site was
agreed and planning permission granted for a cinema, ten-pin bowling alley and retail
space

Bus services were operating from the site and had to be relocated before the
development could commence. The main bus operator, District and County Councils
looked at a number of solutions and after consultation, the Councils funded the move
with the developers' contractors managing the implementation.

Work on the cinema development commenced in March 2004. The cost of the scheme
is estimated to be around £9 million with only a modest investment from Stroud
District Council. The development will revitalise an ailing shopping centre and be the
catalyst for the continued regeneration of the town by broadening its role as a
destination

4.8 Investing in future improvements

We have spent a lot of time and effort on improving our corporate capacity to deliver our
priorities by addressing the organisational weaknesses identified at the start of this document.
We now have a track record of investing in improving these and delivering change. This has
been done by:

Establishing a clear direction

The Strategic Team and Cabinet have worked together to develop a clear vision and limited
set of priorities for the Council, aligned with those of the Local Strategic Partnership, and given
shape through the Corporate Delivery Plan and resource allocation processes

Introducing new Political Management arrangements
The introduction of the Leader and Cabinet model has enabled members to more actively lead
the Council, strengthening our decision-making processes

Building Positive Partnerships

We are building strong partnerships and work hard to ensure that partners agree objectives,
priorities, actions, responsibilities, and funding. We need to be more critical in the way that we
evaluate the performance of partnerships to ensure that we continue to invest effectively

Actively Changing our Culture

Form has followed function and organisational structures have changed in recent years to
reflect the changing needs of the Council, its partners and local communities. This is helping
us to be more corporate in the way that we deliver our priorities

Investing in Corporate Management Processes

We have a strong financial position and management practices and have invested in
developing these further recognising we need to do more to maintain our financial stability by
improving risk, procurement, best value and project management processes further as well as
more rigorously test our governance arrangements

Building good communication and consultation channels
Historically an area of variable performance and one where we need to do more to transfer
existing good practice across the organisation. Practical steps include the relaunch of the




residents’ newsletter and the establishment of a citizens panel. Our internal communications
have been improved through ThE news, The Hub, Proud of Stroud sessions, Members Weekly
Bulleting and the Working Together programme

Investing in access to services

Our IEG Statements clearly set out our approach to improving service access and delivery
through IT. Significant amounts have been invested in one-stop shops and the like as well as
Housing Benefit and Planning services to contribute toward improving poor performance
highlighted by the BVPIs

Embedding Performance Management
A co-ordinated performance management system has been put in place and this is constantly
being improved

Building capacity through Human Resources
The BVR of Corporate Support Services has driven the repositioning of Human Resources and
led to the establishment and delivery of a new Human Resources Strategy (2004-07)

Investing in Community Well-being

We are putting in place support and investment mechanisms to help local communities
understand and deal with issues at a local / neighbourhood level and we have achieved Level 1
of the Equality Standard for Local Government. We recognise this is an area in which we need
to do more if we are to enable all parts of the community to engage with us in meaningful
ways.

4.9 Being open to external challenge
We have a strong track record of opening ourselves up to voluntary external challenge and
review, including:

Improvement and Development Agency: Peer Review (November 2002), Improving
Services Model Peer Review of Greenspace Management (2002), Procurement Peer
Review (2003).

Investors in People, Eco-Management and Audit Scheme, and Charter Mark
accreditation assessments.

Applying for Beacon Council status. Five applications made, twice short listed (for
Benefits Administration and Tackling Fuel Poverty) and twice successful (for Crime
Reduction in Rural Areas and Services for Older People).

Participation in pilot studies. For example taking part in an e-voting pilot in 2003 and
working with Sport England to trial planning friendly approaches to Leisure provision.
Best Value Reviews: These have been improved and typically incorporate the use of
external ‘critical friends', stakeholder focus groups and benchmarking.

Scrutiny processes: The Council’'s Scrutiny Committees are increasingly involving
external experts and stakeholders as well as local people in their inquiries.

We also respond positively to recommendations made by statutory organisations, such as the
Audit Commission, who regularly comment on our financial arrangements, probity,
performance management and service delivery.

4.10 How we see ourselves in this section

We have achieved a great deal in terms of service quality and we continue to invest in the
capacity of the organisation to deliver our priorities, at both corporate and service levels. In
terms of the Audit Commission CPA scoring, we believe our performance to be:



Achievement (Service Quality) 3 X 3 = 9 (strengths outweigh weaknesses)
Achievement (Improvement) 3 X 3 = 9 (strengths outweigh weaknesses)

Investment 3 X 2 = 6 (strengths outweigh weaknesses)

A full summary of scoring can be found at Appendix A.

4.11 How others see us
This self-analysis is supported by what others say about us:

“The councils (featured in the book) all have a proven track record for service
improvement” (Man in the Caravan and other stories: I1DeA)

The council has a “...Good reputation for service delivery” (IDeA Peer Review Report
February 2003)

“SDC is making real progress with its e-government programme. The Council has
adopted a proactive and creative approach to implementing e-government and has put
in place appropriate arrangements for managing and monitoring projects” (Annual
Audit Letter, December 2003)

The council has “...a reputation for sound financial management with member
involvement” (IDeA Peer Review Report February 2003)

The council should“...address weaknesses in project and contract management
arrangements” (IDeA Peer Review Report February 2003)

4.12 What we are planning to do next

We recognise there is still room for improvement and given the barriers, challenges and
opportunities identified in this section we intend to take the following steps:

Al11l: Reach top quartile performance in Housing Benefit / Council Tax by December 2006.
A12: Reach top quartile performance for rent collection by December 2006.
A13: Reach Upper Quartile performance in planning by December 2006.

Al4: Produce a ‘pockets of deprivation’ map for the District (by June 2004) and develop a 3-
year Community Cohesion and Well-being action plan (by March 2005)



Section 5: In light of what the Council has learned to date, what does it
plan to do next?

5.1 Learning together as an organisation

Self Awareness

We have developed a strong sense of self-awareness over the last 3 years, and we have
highlighted many of our corporate strengths and weaknesses in this document. This has
helped us instigate and deliver change and develop our future plans, summarised in section 6.
Our sound resource allocation processes and improving corporate and people management are
helping us to make sure that our capacity to deliver will be maintained and enhanced in the
future. A key element has been trying to improve our ability to learn from others and use good
practice.

Learning Together

We have put in place a number of mechanisms to encourage organisational learning, for
example:

Corporate Working arrangements. The Council has established a range of cross-service
groups to consider issues of common interest. For example the e-champions, Citizen
First Strategy Group, Asset Management Group, Customer Care Focus Group,
Equalities Steering Group, Joint Safety Committee

The Council's Strategic Team and Heads of Service come together on a monthly basis
to discuss a wide range of issues of common concern

The Best Value Review toolkit encourages learning from past reviews

All staff members have access to the Internet, which makes the sourcing of best
practice information easier

The Working Together Workshops bring members and officers together to learn from
each other

Joint policy panels. For example, bringing together Housing and Planning portfolios to
help members learn in a cross-cutting way

Scrutiny inquiries and 'hot topic' work is helping the organisation learn about its
weaknesses and drive improvements. For example the inquiries into Stratford Park
Leisure Centre and Housing Refurbishment

The annual review of the Corporate Delivery Plan, done jointly by the Executive and
Strategic Team, includes consideration of what has been learnt and how this can be
applied in the future.

5.2 Learning from others

One of the challenges in becoming more outwardly focused has been to learn from others,
whether through national and regional networks or talking to and listening to partners, service
users and residents. For example the following have helped us reduce service development
and delivery costs:

We initiated the Environmental Services Benchmarking Club as part of the Best Value
Review of the service and this informed many of the service standards finally specified
in the contract. The Club continues to provide useful comparative data

In developing our Citizen First Strategy and IEG Statements we visited and learnt from
a range of authorities considered to be best practice. This has driven the roll out of
one-stop shops as well as service improvements, such as the CAPS system in
planning. It has also helped us develop a website which is nationally acclaimed

The basis of our successful Beacon bid for Crime Reduction in Rural areas was that
joint working with the Forest of Dean and Tewkesbury was used to pilot, develop and
roll-out initiatives



In planning and executing the LSVT process, significant learning was transferred into
the Council from external consultants and others who had been through the process.
The Audit Commission cited us as an example of good practice.

We recognise that we need to be more disciplined in the way that we listen to others and
reflect on our experiences. This is not always easy, given staffing levels and the pace of
change, but is essential if we are to continue to encourage and support the development of a
learning culture as the key to driving improvement.

5.3 Taking things forward

We have a clear set of strategies for taking our work forward. The Local Strategic Partnership's
Community Strategy sets the context for our own Corporate Delivery Plan and supporting
performance and financial management systems. Staff, partners and communities are
engaged in planning for the future, although we recognise this is an area where we need to
continue to develop. The annual review of the Corporate Delivery Plan is making sure we
regularly assess our future plans and capacity in line with changing national and regional
policy and local community priorities.

We are very clear about what we want to achieve and this is captured in the accompanying
improvement plan. It covers three main themes of activity, as set out in our Corporate
Delivery Plan 2004-08:

Theme Outcome Sought

To work within the strategic framework of a community strategy and
Local Strategic Partnership to ensure the Council's key priorities are
delivered in conjunction with partners

Community
Leadership

To develop Council members and staff so they can contribute effectively

2 People to the Council's objectives and business requirements

To ensure that appropriate resources and systems are in place to meet

3 Processes . T . .
the Council's priorities for service delivery

5.4 How we see ourselves in this section

We need to be more disciplined and structured about how we learn from others and transfer
best practice internally and externally. We have produced an improvement plan (section 6),
which sets out how we are going to invest in improving our capacity to deliver our priorities. In
terms of the Audit Commission CPA scoring, we believe our performance to be:

Learning 2 (weaknesses outweigh strengths)

Future plans 3 (strengths outweigh weaknesses)

A full summary of scoring can be found at Appendix A.

5.5 How others see us
This self-analysis is supported by what others say about us:

“Feedback from appraisals is consolidating learning amongst people” (Investors in
People assessment, July 2003)



5.6 What we are planning to do next

However we recognise there is still room for improvement and given the barriers, challenges
and opportunities identified in this section we intend to take the following steps:

A15: Improve our ability to learn from and use good practice.



Section 6: Headline improvement plan

To achieve these
things by 2008

Community
Leadership
To work within the
strategic framework of
a community strategy

and Local Strategic
Partnership to ensure
the Council's key
priorities are delivered
in  conjunction with
partners.

People

To develop Council
members and staff so
they can contribute
effectively to the
Council's objectives
and business

requirements; and,

Processes

To ensure that
appropriate resources
and systems are in
place to meet the
Council's priorities for
service delivery.

»

We will need to tackle
these barriers and
challenges

Help the LSP to sustain
and build on the progress
it has made.

Maintain and evaluate the

performance of key
priority delivery
partnerships.

Clearly understand the

distribution of deprivation
in the district and ensure
that the links with social
inclusion, community
cohesion and equalities
are made in order to
better engage all local
people.

'Punching' our weight at
County, regional and
national levels.

Lack of a strategic
approach to member
training and development.
Move away from a
traditional personnel
service to a strategic
approach to Human
Resources.

Patchy customer focus
and care across services.
Improving the disciple
with which the
organisation uses and
transfer good practice.

Continue to improve the
consistency of our
community  consultation
and communication.

Low public satisfaction
ratings with the Council.

Under developed
corporate  processes -
risk,