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Access Selby Board 

MINUTES 
 
Date: 10 June 2013 
Time: 5pm 
Place: Board Room, Civic Centre, Doncaster Road, Selby, YO8 9FT 
 

Present: Councillor Inness (BI) (Chair); Councillor Shaw-Wright 
(SSW); Peter Williams (PW); Deputy Chief Executive (JL), Managing 
Director of Access Selby (MS),  
 
Executive Director - S151 (KI), Director of Community Services (KD), 
Director of Business Services (JB), Jodie Taylor, Lead Officer, Finance 
(JT), Keith Cadman, Lead Officer, Contracts (KC), Richard Sunter, Lead 
Officer, Planning (RS) and Palbinder Mann, Democratic Services Officer 
(PM) 

 
 
Item Business Action 
1. Apologies for Absence 

 
Apologies were received from Councillor Pound.  
 

 
 
 

2. Minutes of the Previous Meeting.  
 
The Board received the minutes from the meeting of 15  April 
2013.  
 
DECISION:  The minutes were confirmed as a correct 
record. 
 

 
 
 
 
 

3. Annual Internal Audit Report 2012/13 
 
John Barnett, Audit Manager – Veritau, presented the Annual 
Internal Audit report for 2012/13. 
 
The Audit Manager explained that the controls operated in 
Selby District Council provided Substantial Assurance. Only 
two of the twenty-four audits had been marked as providing 
only ‘Limited Assurance’. These were for ICT and Council Tax 
billing. The Board were informed that plans had been put in 
place to improve the areas of concern. 
 
DECISION:  The report was noted. 
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4. 
 

Access Selby Finance Report 2012/13 
 
The Executive Director (s151) presented the report and 
informed the Board that it had been a successful year for 
Access Selby with 2012/13 year end results showing a 
surplus of £361k on the General Fund and £131k on the 
Housing Revenue Account.  
 
The Board were informed that there had been some slippage 
in the Capital Programme which was an area to monitor. It 
was proposed that some of the surplus should be set aside 
for the North Yorkshire County Council collaboration project.    
 
DECISION:  The report and the recommendations were 
endorsed. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
KI/JT 
 

5. 
 
 

Invest to Save Initiative: Improvements to Planning 
Service 
 
The Lead Officer, Planning presented the report which 
outlined potential changes to the Duty Officer service 
provided by Planning.  
 
Discussion took place on the proposals to extend the service 
from its current two days to five days, the introduction of an 
appointment based service and charging for the service. The 
Lead Officer, Planning felt the proposal would improve the 
offer of pre application advice and explained that the 
improvements had been endorsed by the Planning Agent’s 
Forum.  
 
The Board welcomed the idea of improving the service 
however requested the following information: 
 

 The employee cost figures quoted in the report to be 
double checked along with whether the figures quoted 
were for a new employee or an extension of the current 
service to five days.  

 Exploring the concept of retaining the free service 
whilst also introducing a paid service.  

 How the new service will be marketed and 
communicated.  

 The process for payment for the service. 
 
The Board asked for the information for their next meeting on 
15 July and it was also stated that any proposal to introduce 
a fee based service would need to be approved by the 
Executive.  
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DECISION:  A further report with the above requested 
information be considered by the Board at their next 
meeting.  
 

 
RS 

6. North Yorkshire Procurement Partnership Renewal 
 
The Lead Officer, Contracts presented the report which 
outlined the process for the renewal of membership for the 
North Yorkshire Procurement Partnership.  
 
The Lead Officer, Contracts explained that the Council had 
been a member of the Partnership for three years and after 
considering all possible options, it was recommended that the 
Council continue to be a member of the Partnership.  
 
The Board were in agreement with the proposal.  
 
DECISION:  The report and the recommendation were 
endorsed. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
KC 

7. Council Tax Update 
 
The Managing Director, Access Selby provided a verbal 
update concerning the latest situation on Council Tax billing.  
 
The Managing Director explained that in the preparation of 
the Council Tax bills, two errors had been subsequently 
identified and after legal advice, all residents in the district 
had been re-billed. The errors had related to the date of 
billing and in calculating the Parish precepts.  
 
It was explained that an audit had also taken place and the 
findings would be presented to the Audit Committee at their 
next meeting. It was also agreed that this report would be 
circulated to the Board. The Board were informed that an 
investigatory interview process looking had also been 
commenced.  
 
The Board were concerned at the costs involved in re-billing 
however acknowledged that steps had been taken to rectify 
the mistakes. Concern was also raised at the effect to the 
Council’s reputation.  
 
DECISION:  The verbal update was noted and it was 
agreed to circulate the report going before the Audit 
Committee to the Board.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
MS 
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8. Programme for Growth 
 
The Director of Community Services presented the report 
which outlined a position statement and approach for the 
Programme for Growth initiative.  
 
The Board were informed of the 19 project proposals along 
with their total value which had been formulated with the 
assistance of an account manager.  
 
Discussions also took place on the working relationship 
between the Core and Access Selby.  
 
DECISION:  The report was noted. 
 

 

6. 
 

Next meetings of Access Selby Board 
 
15 July 2013 
9 September 2013  14 October 2013 
2 December 2013  13 January 2014 
3 March 2014   14 April 2014 
 

 
 
 

 
The meeting closed at 7:04pm. 
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Agenda Item No:     3. 
_____________________________________________________________   
 
To:    Access Selby Board  
Date:   15 July 2013 
Author: Lead Officer – Marketing and Communications, Mike 

James   
____________________________________________________________ 
 
Title: Access Selby Annual Report 2012/13 
 
Summary: 
  
The Access Selby Annual Report is designed to highlight the success of the 
organisation during the year to both our main client and the wider public.  
Although it can be seen as part of the wider Selby District Council narrative, 
the report is part of the ongoing work to differentiate Access Selby from the 
authority and demonstrate how it can operate in a wider marketplace. 
 
Recommendation: 
 
To accept the Annual Report 2012/13 as an accurate record of the 
achievements of the organisation during this period. 
   
1.  Background  
 
1.1  This is Access Selby’s second annual report and, for the first time, is an 

entirely stand alone document for the organisation. 
 
1.2.  The publication acts as an important reference point for our main client, 

potential new clients such as North Yorkshire County Council, partners 
and staff. 

 
1.3  It covers the work of the organisation during the period 1 April 2012 to 

31 March 2013. 
 
1.4  Whilst Selby District Council’s main annual report (agreed at the 

Council’s Executive on 4 July 2013) details Access Selby’s 
performance in key areas for the public, this separate document is 
designed to be more business focused, building on the narrative of 
Access Selby’s three year Business Plan 2012-15. 
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1.5 The report will be published on the Council’s main website, to 
complement the authority’s own annual review.  Access Selby staff will 
also be signed-posted to a copy on the Intranet.  We anticipate 
presenting the report to our main client at Selby District Council’s Full 
Council in September. 

 
2. The Report 
 
2.1  Appendix A is the draft Access Selby Annual Report 2012/13. 
 
3.        Legal/Financial Controls and other Policy matters 
 
3.1  The report includes a high level summary of Access Selby’s financial 

position during the year. 
 
4. Conclusion 
 
4.1  The Access Selby Annual Report is an opportunity for us to 

demonstrate our development as an organisation, and the value we 
bring to work for our main client Selby District Council. 

4.2.  In addition, the report sets this within the context of wider business 
development. 

 
5. Background Documents 
 
5.1  The Access Selby Annual Report forms part of a longer-term narrative 

about the organisation’s development, underpinned by the Business 
Plan 2012-15. 
 
 
Contact Officer: 
Lead Officer – Marketing and Communications, Mike James 
mjames@selby.gov.uk 
01757 292087 
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Access Selby Annual Report  
for 2012/13

A review of the work of Access Selby 
between 1 April 2012 and 31 March 2013
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“It’s with some pride that I introduce the Access Selby annual 
report for 2012/13…

“This has been our second full year of operation, during which 
we’ve continued to build on our successful track record 
with our main client, Selby District Council, as well as taken 
big strides to look for emerging markets for products and 
services.

“We’re on a journey, and this annual report shows how far 
we’ve come during these last twelve months.

“We’ve recorded much success during the year and met the 
challenges we’ve faced head-on. It’s not always been perfect 
and there are areas of the business and performance that 
have required attention during the year; but that’s one of 
the elements of Access Selby of which I’m most proud: our 
flexible and ‘one team’ approach to dealing with issues.

“This has been highlighted most prominently during the year 
by our response to helping the Council deal with incidents of 
flooding. During two particularly bad episodes, in September 
and December 2012, Access Selby staff were on hand 24 
hours a day to help the community the Council serves.

“During the year we’ve also seen new opportunities for 
business emerge, both with our existing client and with 
potential new clients within the ‘public sector family’. We 
have tried to exploit these as far as possible; all are a work in 
progress as we proceed into 2013/14.

“Our success has been down to our staff, and we continue 
to invest in and develop our workforce; something I’m 
passionate about as our organisation develops.”

Cllr Bill Inness 
Chair of the Board

Customer Contacts. 
Access Selby staff have 
helped answer over 146,500 
enquiries over the year from 
phone calls and visits to the 
Customer Contact Centre 
in Selby. The web site has 
also helped provide valuable 
self help information and 
experienced over 383,000 
visits, by 208,100 different 
visitors who all together 
looked at just over 3 million 
pages.

The Customer Pledge. 
Access Selby values 
feedback on it performance 
and last year 4,600 
completed customer pledge 
cards show customer 
satisfaction for front facing 
services remains high at 
98%.

Sound bites
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Delivering value  
for money
At the end of the second year of trading Access 
Selby has continued to deliver outstanding 
performance on behalf of its main client and 
partner, Selby District Council. Over the last two 
years Access Selby has saved the Council £4 
million, including £219,000 in the last twelve 
months, through prudent and efficient use of 
resources and continues to lead the way in 
a new approach to the way public services 
are delivered. This has enabled the Council to 
reinvest the savings in developing a two year 
“programme for growth initiative” to support new 
jobs, housing and local infrastructure, retail and 
leisure within the district. 

This report for the period April 2012 to end of 
March 2013 highlights the progress against 
Access Selby’s three main strategic projects; 
delivering objectives on behalf of Selby District 
Council, delivering the Council’s Programme 
for Growth and delivering against the Key 
Performance Indicators. The priority for future 
years is to continue to improve performance 
and focus on delivering better value for money 
to the Council and supporting the Council in 
delivering value for money to its communities. 

Background to Access Selby
Access Selby is the trading arm of Selby 
District Council. The organisation is wholly 
owned by the Council but stands on an equal 
footing. It has a number of shared interests but 
has the ability to work at arm’s length from the 
authority which means it has the flexibility to act 
in its own right as a self-regulating organisation. 

Access Selby’s main client is Selby District 
Council and is the Council’s trusted partner for 
delivering a wide range of services direct to the 
community and direct to the client. 

Access Selby is designed to make the very 
best use of resources to deliver key public 
services. For example, it delivers business 
support services to the Council, but it could 
equally deliver business support services to 
commercial clients, paying customers and 
other councils. Any money made from the 
commercial work can then be invested back 
into the organisation to develop the business 
portfolio and deliver savings to the Council. 

Access Selby Service Portfolio

A full list of services provided is overleaf.  
During the past twelve months we have 
been looking to develop commercial 
activities including:

• Developing commercial waste 
services 

• Maximising income from room hire at 
the Civic Centre, Selby 

• Building the customer base for Lifeline 
support services 

• Building a market for property 
maintenance services 

All Access Selby’s activities are driven by  
its vision to:

Deliver services right 
first time, focusing on 
the priorities identified 
by the Council, achieved 
by working in innovative, 
flexible and cost effective 
ways. Access Selby will 
seek to maximise income 
generation to enable 
re-investment in local 
services and the business.Access Selby has a 

strong message for its 
clients and customers:

Access Selby delivers on service, delivers 
on performance, delivers a good deal.

10
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Services provided 
Access Selby directly delivers a wide range of local authority services, and manages the contracts 
for services delivered to our main client by others; for Selby District Council this includes contracts 
for street scene and leisure services.

Planning 
applications 
processing

Planning 
enforcement

Homelessness 
support

Environmental  
health

Housing 
support 
services

Housing 
management

Revenues  
and benefits

Landscape 
management

Grounds and parks 
maintenance

Licensing

Street scene

Community 
services

Leisure 
services

Enforcement  
support

Customer services 
phone and face-to-face 
contact

11



Tenant is welcomed to his new home.

Enforcement Support. Access Selby 
tackles the tough stuff on behalf of the 
Council. Over the year 1,793 liability orders 
for Council Tax arrears and 135 for Non 
Domestic Rates arrears were heard at Selby 
Magistrates Court. Twenty four applications 
were made to County Court for rent arrears 
and 16 for eviction warrants. Two fixed 
penalty fines were collected for littering. 

Environmental Health. Ensuring the safety 
of our residents is the main aim of the 
Environmental health function. During the 
year 100% of the ‘High’ and ‘Medium’ risk 
premises were inspected by Access Selby’s 
Environmental Health Officers. 

Sound bites

Street scene. Access Selby manages the 
contract to deliver waste and recycling 
collections from 36,773 properties. Over the 
year 46,377 tonnes of waste was collected. 
The recycling rate increased to 44% meaning 
less waste goes to landfill. 

Sound bites
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Building the business 
The focus during 2012/13 was to build on 
the solid foundations put down by taking 
a business like approach to the delivery of 
services and to consolidate on our success. 
During the year Access Selby continued to 
deliver quality and value for money services 
and to work commercially for the Council and 
others in order to generate income. 

Although the core business of Access Selby 
remains working in partnership with Selby District 
Council the business environment in which 
Access Selby operates is changing. New income 
opportunities have been identified through the 
shrewd delivery of the Council’s “Programme for 
Growth” and potential for much greater rewards 
through joint working opportunities with North 
Yorkshire County Council. Future opportunities 
are focusing on expanding the business model to 
other parts of the Government family, especially 
to other district councils. 

Other opportunities exist in the private sector 
with the expansion of services into a wider 
commercial client base and the development 
of services for private sector customers. The 
commercialisation of a core of products and 
services started in summer 2012 and since 
then the focus of effort has been on grounds 
maintenance services, property maintenance 
services, Lifeline support service, the room 
bookings service and business waste services.

Business waste services have been run on a 
commercial basis for some time, but through 
the Council’s vision and the creation of Access 
Selby, a refocusing of the way the business 
was operated created new opportunities 
to build the customer base and increase 
profitability. In 2012/13 the net profiit for this 
service was in the region of 40k, money that 
can be handed back to the main client for re-
investment. 

Another example of applying a businesslike 
approach to the delivery of services is Access 
Selby’s work in asset management. The 
property maintenance service has three main 
objectives; to enable the client to meet the 
statutory requirements for health and safety in 
the home as set by the government; to ensure 
the client meets and maintains the government’s 
Decent Homes standard and to provide a cost 
effective repairs and maintenance service on 
behalf of the main client. 

Last year Access Selby’s property maintenance 
team reduced the time it takes to turn around 
a vacated property and prepare it up to the 
standard for a new tenent. Added to this the 
processing of tenant matching by the housing 
options team, the average time taken to re-let 
local authority housing reduced from 35 days 
in 2010-2011 to 22.3 days in 2012-2013. 
This benefits the Council in many ways: more 
income from rents from occupied properties, 
reducing the waiting list for new tenants, 
reducing the bill for temporary accommodation 
and ensuring tenants live in safe, secure 
affordable housing. 

Commercial waste customer, Penny Jackson.

Commercial waste vehicle.

Asset maintenance service.

Housing Management. Access Selby 
provides safe and secure places to live for 
residents and looks after 3,147 Council 
owned homes. During the year:

• 98.86% of 5,469 emergency repairs were 
attended on time. 

• 120 roofs replaced, 120 kitchens 
upgraded, 170 new doors installed

• 400 new boilers or heating systems 
installed.

• 100% of properties have been checked 
and issued with valid gas safety 
certificates (3rd year running).

Sound bites
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Supporting vulnerable residents to live 
independently in their own home is a vision 
shared by Access Selby and Selby District 
Council. Working together on a number of 
initiatives has enabled more residents to feel 
confident living in their homes knowing help is 
available. One example is the Lifeline subscription 
service which is designed to support a wide 
range of age groups with different care needs. 
Access Selby made some changes in June 
2012 and helped to develop the way in which 
the service operates. For example by improving 
the efficiency of staff workload and minimising 
the number of miles staff were travelling there 
was an increase in the contact time spent with 
customers. They also ran a comprehensive 
marketing campaign on the benefits of the 
service to a targeted audience. As a result 
subscriptions have increased by almost 200 and 
now 1085 people benefit from the service. 

Making the most of public owned assets was 
another challenge set by the Council. The 
Civic Centre has a number of saleable assets 
and Access Selby believes there is potential 
to generate income from external bookings 
for meeting rooms. Over the last few months 
activities have involved using a range of corporate 
marketing opportunities to raise awareness of the 
service, revamped the online information, refined 
the booking process and simplified the pricing 
structure. 

Looking for new areas and future opportunities to 
bring in revenue to offset costs is one area where 
Access Selby adds value for clients. Returning 
to the Lifeline example Access Selby is preparing 
to negotiate better contractual terms once 
the contract comes up for renewal which will 
deliver cost savings and secure more favourable 
operating terms. Access Selby has also been 
working with the Council to investigate potential 
new income streams. This has informed the 
Council’s budget setting process in the lead up to 
it setting its expenditure in February 2013.

Supporting vulnerable 
residents to live 
independently in their 
own home is a vision 
shared by Access 
Selby and Selby 
District Council.

Lifeline customer. 

The Business Plan 2012-2015
In May Access Selby launched its three year business plan. The plan builds on the success of 
Access Selby’s inaugural year and sets out the priorities for the three year period, 2012 - 2015. 

Priorities within the plan have shaped the way Access Selby approaches the way it works and 
commercial and business development principles are now rooted in all activities. The six key 
principles were developed to give clear focus for the way Access Selby organises itself in order 
to do business and deliver benefits to its main client. Here is a flavour of how Access Selby has 
embedded the principles into a number of its projects. 

Principle 1: 

Increase flexible working across the organisation to support a ‘generic’ community 

team, based around the five Community Engagement Forums areas. 

What Access Selby did: Community Officers work out and about in the district and deliver 

an excellent level of service directly to their communities. They respond to a wide range of 

issues such as tenancy issues, antisocial behaviour, benefits advice and planning advice. 

During the year the Community Officers have taken on more duties and provided direct support 

to residents, for example, helping to solve housing and homing issues, dealing with flooding 

and street scene events and providing advice on accessing the full range of Council services. 

Benefit to client

Enables resources to be dynamically deployed to meet changing needs of the community, 

improves coordination of tasks to deliver right first time for customers, staff are empowered to 

make the decisions that matter to residents. As a result of their involvement there has been a 

reduction in the number of enquiries through the Customer Contact Centre.

Community Officer Suzanne Sweeting helps a local resident. 

Community cafe event.

Homelessness Support. Access Selby’s 
housing advice service worked with 131 
households who considered themselves 
as homeless and were able to resolve their 
situation; 213 new tenancies were started 
through the Home Choice scheme

Housing Support Services. Access 
Selby’s Lifeline service offers different 
independent living options for vulnerable 
and elderly residents. At the end of March 
2013 a total of 1,085 customers had signed 
up for the service. 

Sound bites
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Principle 2: 

Delivering client’s priority areas and ensuring these are allocated appropriate resource.

What Access Selby did: The Council challenged Access Selby to deliver services based on 

the priorities of the community namely; street scene, housing and leisure services. 

Over the year Access Selby worked closely with leisure services provider, WLCT, to deliver an 

inclusive programme of leisure activities and facilities accessible to the full spectrum of residents. 

Access Selby was able to manage the contract with WLCT to develop an outreach 

programme to offer young people and residents’ access to outdoor activities such as football, 

rugby and tennis workshops. WLCT also set up a number of weight loss and fitness initiatives 

which have proved popular with residents, and manage the Profiles fitness centre in Selby 

town centre. 

Benefit to client

Performance measures for leisure provision show that over the year the target was doubled  

for the number of people using the leisure facilities. Even with the closure of Selby’s Abbey 

Leisure Centre nearly 10% of the population uses the Profiles gym and fitness facilities.  

A fitter healthier population not only helps individuals, but also organisations such as the NHS.  

Also the more people who use the facilities the more income is generated from  

memberships and fees. 

Above: Midnight football league.

Top right: Selby Park outdoor gym.

Right: Organised community walk.

Principle 3: 

Working within agreed cost envelope and maximising potential for income generation

What Access Selby did: Street scene involves all aspects of keeping the streets clean, 
collecting and recycling waste, tree cutting, grass cutting and grounds maintenance. Access 
Selby manages the contract with Enterprise Managed Services Ltd to deliver street scene 
services and during 2012/13 they continued to deliver a high level of service on behalf of the 
Council. 

Last year the cost to the Council for the refuse and recycling contract was £3.9 million. Access 
Selby was able to offset the costs by £ 1.3 million from income generated from commercial 
charging and sale of recycled materials. The rate of recycling also increased to 44%. This 
means 44% of all rubbish collected can be recycled and not sent to landfill. Enterprise also 
collected rubbish from 2000 more new properties and 900 tonnes more green waste for the 
same money, at no additional cost to the Council.

Benefit to client
Ensures services are delivered within the financial envelope agreed by the Council, 
demonstrates value for money to residents, maximises opportunities for re-investment in 
services through income generation.

Above: Turning green waste into compost. 
Left: Recycling containers.

14
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Principle 4: 

Improved demand management

What Access Selby did: Finding new and easier ways of paying for council services through 

e-procurement, direct debit payments and self service booths or helping the Customer 

Contact Team with an easier way of recording requests and enquiries saves time and improves 

efficiency and improves customers’ experiences of dealing with the Council. 

Last year Access Selby collected £41.5 million income from Council Tax charges and 

improved the debt recovery rate from non-payments by applying vigorous procedures and 

adhering to a solid debt recovery timetable. 

Benefit to client

Supports long-term sustainable improvements in performance, delivering a better service for 

customers, helping them to help themselves and enhancing the reputation of the Council. The 

council was recently rated “good” by independent auditors and placed in the top quartile of 

councils for collecting rents by direct debit. 

Principle 5: 

Investing in developing what we do and 
how we deliver services getting it  
right first time. 

What Access Selby did: Last year the way 
benefits were paid changed. Over the year 
Access Selby dealt with over a third more 
welfare reform claims than the previous year. 
In anticipating the extra effort needed Access 
Selby changed the way its business support 
function operated. The work was shared 
across teams and by working more flexibly 
all the amendments were processed in time. 
Benefit staff, the Customer Contact Centre 
and local Community Officers were given 
extra training and brought in to help answer 
an increased number of queries. The Access 

Above left: Access Selby Office.
Left: Sharing work across teams to process changes.
Above: Helping a customer understand the Welfare reform. 

Above: Self help payment machine at the Access Selby 

Customer Contact Centre.

Above right: “Paid”, processing Council Tax payments. 

Right: The Direct Debit Form.

Revenues and Benefits. Access Selby 
deals with big numbers. Over the year 41 
million pounds of revenue was invoiced 
with a 98.14% collection rate; 42,000 
amendments to claims were processed; 
4,000 housing benefit payments were 
administered and 6,046 invoices processed 
with 90.69% paid within 30 days. 

Sound bites

Selby Office opened on a Saturday morning 
to provide extra opportunities for residents to 
access information. 

Benefit to client
Protects the reputation of the client by being 
efficient. A similar model could be applied 
if there is a priority piece of work needed. 
Building resilience and long-term growth in local 
services benefits the whole community. 

15
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Principle 6: 

Investment in information communication technology (ICT) to support greater  

generic working

What Access Selby did: Facts, figures, data and information support all the activities across 

the Council. Access Selby’s Data and Systems Team enables robust, relevant effective 

and efficient use of information, systems and equipment to support business delivery and 

development. Over the year the Data and Systems Team reduced the number of databases 

from 50 to 42. This reduced the cost of maintaining the systems but also increased the 

efficiency of data management as more information is held in the same place. 

Benefit to client

Supports timeliness and quality of response, supporting right first time approach and avoiding 

penalties. 

Above: Networked Office.

Above right: Centrally held data 

supports all Access Selby’s business.

Right: Easy data retrieval.

What drives us?
Meeting the Needs of Clients

Access Selby was created to help its clients 
fulfil their promises. By working together, 
side by side, Access Selby advises clients on 
the best ways of applying sound business 
acumen to activities. Whether it is delivering a 
particular service, working towards core values, 
helping with staff development, Access Selby 
is a trusted partner. All of this is done in an 
environment of opening up opportunities for 
maximising return on investment and delivering 
value for money. 

During 2012/2013 Access Selby worked 
with its main client on the delivery of Council 
Services and building the foundations for the 
Programme for Growth. 

Programme for Growth

In July 2012 Selby District Council launched 
a major initiative, the Programme for Growth. 
Using money saved from the innovative and far 
reaching changes made by Access Selby to 
the way the Council operates, the programme 
will focus on supporting a number of key areas 
that matter most to the community. The long-
term vision is to support jobs growth, support 
retail, develop housing and infrastructure and 
improve leisure services. These things together 
will make this a confident district and one that 
is open for business and offers opportunities 
for inward investment. 

Selby town centre.
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Access Selby will deliver parts of the 
Programme for Growth on behalf of the Council 
and has been instrumental in building the firm 
foundations which will help to springboard the 
reinvigoration of the district and is currently 
working up a range of important projects to 
support the delivery of the Programme for 
Growth during the next 24 months. 

Work already carried out by Access 
Selby includes setting the groundwork to 
support work placements and employment 
opportunities for the area’s young people, 
developing new policies for the Council to 
help deliver new development including work 
to deliver the long-term planning strategy, 
and helping to support the development of 
the Olympia Park site at Barlby, which could 
deliver significant new housing and business 
opportunities.

Planning the New Abbey Leisure Centre.

Inspecting affordable housing. 

New housing developments.

Helping our Clients Deliver Services
The Service Level Agreement with Selby District Council sets the standards and delivery targets 
the client expects from Access Selby. Access Selby then decides on how best to deliver this 
service. The table below shows the performance against target for a selection of indicators. Those 
highlighted in green shows where the target has been reached or exceeded.

Measurement Year 1 
Target

2011/12 
Performance

Year 2 
Target

2012/2013 
Performance

Year 3 
Target

% of customers satisfied 85% 95% 60.00% 98.59% 70%
How are we doing

The year end results were extremely positive with satisfaction surveys achieving above the set target. The lower 
target for this year was set to reflect a new way of measuring satisfaction through “The Customer Pledge”. 
% of contact 'right first time' 70% 92% 80.00% 91.32% 90%
How are we doing

Measures the enquiries at the customer contact centre that are dealt with there and then. 

Of the 148,723 contacts that were made the team were able to answer and deal with 135,806 straight away.
% satisfied with street cleanliness 60% - 70.00% 85.00% 80%
How are we doing

Street cleanliness is measured by the number of complaints made by residents and how efficiently they are dealt with. 

Performance has greatly improved over the year with the last part of the year reaching a 100% satisfaction level.

The challenge for next year is to formalise the way the targets are measured to ensure the figures reflect a fair and 
accurate picture of the service.
% satisfied with leisure facilities 
provided on behalf of the Council

60% - 70.00% 78.00% 80%

How are we doing

Satisfaction surveys are collated to provide feedback on the provision of leisure facilities across the District. Even 
without the Abbey Leisure Centre, satisfaction has remained higher than target and reflects the wider range of 
outreach activities provided by the leisure specialists WLCT. 
% or repairs to council-owned 
properties

Emergency 
and Urgent 
repairs 85%

85.80% 90.00% 96.50% 95%

How are we doing

Emergency and Urgent repairs are those that need to be dealt with immediately (1 – 3 hours), such as a gas leak or lost keys. 

The target continues to be met and sustained with a performance consistently above 98.00% since December 2012.

Year on year the performance continues to increase -10% on 2011/12 performance and 12% on 2010-2011 performance.

% or repairs to council-owned homes Non urgent 
repairs 80%

91.90% 85.00% 98.86% 90%

How are we doing

A total of 2549 non urgent repairs have been generated for the period April 2012 to March 2013 with 2,520 repairs 
completed within the set time limits. This is an increase of 7% on 2011/12 performance.
Average time taken to re-let local 
authority housing

28 days 35 days 26 days 22.3 days 24 days

How are we doing

Average time taken to re-let local authority housing reduced from 35 days in 2010-2011 to 22.3 days in 2012-2013. 
This huge improvement has been down to joint working between staff from across many parts of the organisation, 
and our ‘one team Selby’ approach has made this possible. 
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Process

Measurement Year 1 
Target

2011/12 
Performance

Year 2 Target 2012/2013 
Performance

Year 3 
Target

Inspection of High Risk premises 100% 100.00% 100.00% 100.00% 100%

How are we doing

There is a duty to project consumers’ public health by inspecting and monitoring all high risk premises. Once again 
the 100% target has been achieved

Inspection of Medium Risk premises 95.00% 100.00% 100%

How are we doing

100% of Medium Risk premises were inspected and monitored over the year. 

The challenge for next year is to continue to perform and protect public health whilst increasing the workload by 
25%.

% Response to Environmental Health 
enquiries and complaints

7 working 
days/24hr 
for 
emergency

100.00% 6 working 
days/24hr for 
emergency 
100.00%

100.00% 5 working 
days/ 
24hr for 
emergency

How are we doing

Environmental Health has maintained 100% performance by focussing on specialist environmental health 
complaints with excellent support from community officers in respect of general environmental health enquiries & 
service requests.

Number of high risk enforcement 
issues resolved

50% 100.00% 60.00% 100.00% 70%

How are we doing

The enforcement team has achieved a 100% resolution rate for high risk enforcement cases throughout 2012/13

% of new benefit claims and changes 
processed 

85% 88.59% 90.00% 88.72% 95%

How are we doing

2011-2012 saw a 30% increase in workload with 40,910 new benefit claims and changes processed. Although 
the annual figure was just short of the target all the additional claims were processed within the team without the 
need for additional resources. 88.72% of new claims & changes were processed within 5 days of all the information 
being received, an improvement from 2011.

% of Council Tax debt recovered 97.5% 98.00% 97.90% 97.88% 98.1%

How are we doing

Although the Collection rate just missed the target by 0.02% new customer focussed processes have been put in 
place which should see continued improvement over the next year. 

Reminders and final notices are issued on a monthly basis. If the debt remains outstanding a summons is issued 
and a liability order may be obtained through the Magistrates Court giving the authority further powers to collect the 
debt.

On all correspondence we advise the customer to contact us if they are experiencing problems paying so we can 
discuss payment arrangements/options with them & make sure they have any benefit they are entitled to.

Measurement Year 1 
Target

2011/12 
Performance

Year 2 Target 2012/2013 
Performance

Year 3 
Target

% of Council Rent debt recovered 97.6% 98.48% 97.90% 98.22% 98.1%

How are we doing

Debt Control has been working proactively with Community Officers, the Customer Contact Centre, 
Communications and Taxation and Benefits to provide information and guidance to customers to help them 
manage the impact of Welfare Reform. 

Work loads and arrears are expected to increase next year and customers have been advised at every point of 
contact about payment methods available to them and advised to contact Debt Control as soon as possible if they 
are struggling to pay their rent under the changes of Welfare Reform to prevent them getting into financial difficulties 
and to try and minimise the impact on rent arrears and collection rates for next year.

% of planning applications considered 
within time

65% 80.87% 70.00% 73.22% 80%

How are we doing

The planning team continues to support the residents by processing planning applications within time. Over the 
year the team has consistently performed above the 70% target. 

Licensing. Access Selby ensures businesses are operating safely and that high standards 
are maintained in the areas of public safety, animal welfare and preventing nuisance. Each 
year over 1,500 licences are issued, including taxi licences, pub licences, club licences, 
animal licenses and general licenses

Sound bites

Planning applications. Access Selby 
wants to support the initiatives of 
residents and businesses for expansion 
and new ventures. Over the year positive 
changes to the planning application 
process helped support 1,268 land 
searches and 1,166 new housing 
applications. 

Sound bites

Planning enforcement. The enforcement 
team investigated 375 breaches in 
the planning regulations over the year. 
The have also successfully retrieved 
outstanding S106 payments totaling 
£13,462 from developers for contributions 
towards improving local infrastructure.

Sound bites
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Finance 

Measurement Year 1 
Target

2011/12 
Performance

Year 2 Target 2012/2013 
Performance

Year 3 
Target

% of invoices paid on time 75% 79.92% 80.00% 90.69% 85%

How are we doing

The new e-procurement software has supported prompt payment which means that Access Selby has supported 
businesses by ensuring the money is paid quickly.

% yield on commercial assets 5% 11.77% 6% 12.93% 7%

How are we doing

A return on investment on commercial assets of 11.77% was achieved in 2011/12 against a target of 5%, 
increasing to 12.93% against a target of 6% in 2012/13.

The target is set to increase to 7% for 2013/14, which has already been achieved in the previous 2 years and 
should be achievable going forward.

Reducing internal costs on non 
operational sites

2% 2.5% -34.74% 3%

How are we doing

Costs on non operational sites have increased by £6,208 from year 1 to year 2 – however the figures are skewed 
by the fire at Abbey Leisure Centre, resulting in it becoming non operational for a month of 2011/12 and for the 
whole of 2012/13. Excluding the Leisure Centre element, costs have reduced by the equivalent of £373

% increase in income generation Submit 
proposals

-1.48% Out perform 
budget increase

-1.14% Target to 
be agreed

How are we doing

Although more work needs to be done to return a positive increase in income generation the figure is a little better 
this year. Access Selby were short of achieving the budget by 1.41%. 

Learning and Growth

Measurement Year 1 
Target

2011/12 
Performance

Year 2 Target 2012/2013 
Performance

Year 3 
Target

% increase in employees confidence 
and perception of the organisation

Y1 – 
establish 
baseline

baseline 5% on 2011 
level

49.60% 10% on 
2011 level

How are we doing

Confidence is growing in the Organisation year on year since the rationalisation in 2011. Each year employees are 
surveyed and asked to respond to a number of questions and the statement “I am excited about being part of this 
organisation in the future”.

Satisfaction has shown in 2012 an increase in positive responses which can be mapped to work undertaken in 
direct response to the 2011 survey.

April saw the launch of the “green card” food ratings 
scheme. The purpose is to enable customers make 
informed choices of where to eat and the retailer to take 
pride in their service especially if they are awarded a top 
level “5”. It also serves as a way of supporting the local 
economy by stimulating spending by visitors and residents. 
Sixty-eight businesses were awarded the top standard. 

The Assets team are out and about in the community 
every day undertaking repairs to Council owned 
properties. In May the results of a satisfaction survey 
showed that 99% of tenants are happy with the 
service they receive. This demonstrates Access Selby’s 
commitment to being customer focussed by organising 
the repairs service around the needs of the tenants. 

In June, just four months after the fire at Abbey 
Leisure Centre, the new Profiles fitness centre opened 
at Portholme Crescent, Selby. This quick turnaround 
demonstrates the strong partnership between the 
Council and leisure providers, WLCT, supported by 
Access Selby staff. It also preserved the continuation of 
income through payments of membership and fees.

Connecting with people living in the District is an 
important part of the job of Community officers. The 
Central Area community officers took part in the Selby 
Community Primary School Summer Fair in July, as 
part of their work to engage with residents from the 
area. Their stall was designed to offer interactive family 
fun, but it gave a chance for the officers to speak 
directly to parents attending about their work and the 
key concerns of local residents. 

A new ‘bench-marking’ report published in August 
rated Access Selby’s debt collection service as 
performing above average. The report states that the 
average collection rate for district councils is 97.99%, 
whereas at Selby the collection rate is 98.48%. The 
benefits to the main client is that their reputation is 
enhanced but also vital income is recovered which can 
be used to deliver services. 

What we’re proud of
Our year – external

April  
2012

May  
2012

June  

2012

July  
2012

August  

2012
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The ability to rapidly respond to disasters and work as 
One Team was demonstrated in September when the 
business-like approach from Access Selby staff helped 
the Council to respond to the rising waters, working 
alongside colleagues from the Police, Fire and Rescue 
Service, the Army, Environment Agency and County 
Council. Community Officers were out and about in the 
district helping residents deal with flooding, staff helped 
behind the scenes and the assets team helped to fill 
sandbags. Everyone demonstrated real commitment to 
their community and went above and beyond what was 
expected of them.

The rollout of a new e-procurement system in 
November helped Access Selby’s budget officers 
improve their efficiency and business-like approach. 
Ninety percent of invoices are now paid within the 30 
day deadline which has a direct and positive impact on 
supporting the economy. 

Forward thinking staff implemented a number of new 
processes to help cut down the time it takes to test 
all the council owned properties for utility certificates. 
These changes resulted in the enforcement and assets 
team reaching 100% of statutory gas safety checks on 
council-owned homes in December. 

In January Access Selby launched a marketing 
campaign to raise awareness of the meeting rooms in 
the Civic Centre. The intention is to maximise income 
generation by hiring the rooms when not in use. 

September  

2012

November  

2012

December  

2012

January  

2013

Across the planning service, on-going performance 
remains positive with 80% of delegated applications 
considered within time. The impact of a performance 
recovery plan meant that the backlog of applications 
pending was cleared by February. This sent out a clear 
message to the community that the Council supports 
the growth plans of residents and businesses. This in 
turn helps support jobs in the construction industry and 
employment in new or expanded businesses leading to 
the potential for economic growth. 

Access Selby implemented a number of improvements 
to the bulky household waste service. By listening 
to customers and being forward thinking a new 
bookable service was introduced for residents in 
March. Customers now know the day the items will 
be collected removing the need to leave large items 
outside their property for lengthy periods. Further work 
is also underway to ensure all commercial businesses 
dispose of their waste legally and a marketing campaign 
helped to sign-up new customers and improve retention 
of existing customers. 

The way Access Selby implemented the welfare reform 
changes brought together all of the core values in one 
project. A managed programme of support was put in 
place, bringing together the benefits team, debt control, 
community officers, customer contact centre staff and 
marketing and communications to deliver important 
online, over the phone and face-to-face support to 
the community. As predicted the number of claims 
and changes to claims increased by over 2000 and by 
March 26,256 applications had been processed. 

February  

2013

March  

2013

March  

2013
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Our year – internal

The achievement of any organisation is dependent on the skills and enthusiasm of its staff. Their 
ideas, efforts, commitment and flexibility is what makes a successful organisation. Access Selby’s 
staff are well-trained, multi-skilled professionals and by investing in their development Access 
Selby is investing in its future. Here are just a few examples: 

• Helping employees gain work related 
qualifications by sponsoring 15 staff to take 
part in Institute of Learning Management 
courses. 

• Having adaptable staff with the ability 
to support other projects enables the 
employee to gain valuable insight into how 
other departments function. A member of 
staff from the contracts team was able to 
support Selby District Council’s democratic 
service unit on a short term secondment. 

• Access Selby’s Legal Team, with the help 
of Business Support colleagues, achieved 
a Lexcel charter mark award. In making 
the assessment the independent judge 
described the review as the best ever at 
Selby

• Being proud to showcase our people and 
showcase our products. This year Access 
Selby produced an introductory film to 
demonstrate the wide range of products 
and services available. It uses real people 
to tell their own stories and involved the 
customer contact centre, business support, 
the assets team, community support 
officers, HR, legal services, enforcement 
and colleagues from Enterprise Services 
Limited.

• Showing pride in our staff and rewarding 
them with recognition and pride awards. 
The Team Selby Award (TeSA) was launched 
this year and nominations are made by staff 
from within the organisation. A number of 
staff have already been recognised for their 
excellent efforts. 

• Recruiting the right people. Significant 
care is taken in ensuring the organisation 
employs the best people for the job and 
invests in high quality training. Last year 
additional staff were brought into the 
customer contact centre. This vital front 
facing service answered over 146,000 
enquiries by phone, email and in person and 
90% are able to be dealt with at the first 
point of contact. 

• Giving something back - during the year 
staff’s fundraising efforts has raised over 
£1,800 for charity 

The organisation. Access Selby employs 213 staff covering 186 full time equivalent posts. 
Over the year the turnover of staff (leavers and joiners) was about 5% which means only ten 
members of staff moved on. 

Sound bites
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What next?
Last word, Managing Director Mark Steward

Access Selby is redefining the way Council Services are delivered for 
Selby District. Our model is to find the best and most efficient way 
to manage work whilst delivering a high level of service for less cost. 
We do this by taking a business like approach to all the activities, 
ensuring careful management of resources and making wise 
investments which will help deliver future growth. 

Using the analogy of supermarket shopping our success lies in 
ensuring we have a “shopping list” of essentials and a budget to pay 
for them. E.g. Our shopping basket is filled with good value ‘own 
brands, and we can guarantee consistently good value. 

The groundwork we have put in over the first few years has given us 
a solid foundation from where we can build upwards. This report has 
only shown a part of what we have achieved. We have ambitious 
plans for the future and have already started to work with the Council 
on delivering their ‘Programme for Growth’. This multi-million pounds 
investment in the community is designed to deliver on key local 
issues such as jobs, housing, infrastructure, retail and leisure. Access 
Selby’s expertise and knowledge has been helping to shape this 
programme during 2012/13, with a view to supporting the Council 
deliver the work over the coming years. 

Another initiative our staff have been involved with is the early 
scoping of work around a significant link up with North Yorkshire 
County Council to deliver a single approach to public services in this 
district. For Access Selby this has the potential of significant new 
income for service delivery, and may also support savings for some 
business support functions. This work is set to develop as we move 
into 2013/14.

I am excited about the future. We will continue to deliver excellence, 
maintaining the high standards demanded by the Council. We have 
proved we can meet the challenge and the results of the KPIs show 
that in almost all cases we are performing above target. 

If our model is working well in Selby then why not for other councils 
in the North Yorkshire Family – or those neighbouring Councils who 
want to move forward and are “Open to Ideas” because Access 
Selby is “Open for Business”. 

Access Selby Financial Statement 
2012/13

Access Selby 

General Fund

2012/2013

OUTTURN

£’000

Access Selby 

Housing Revenue

Account

2012/2013

OUTTURN

£’000

Access Selby

Total

2012/2013

OUTTURN

£’000

Turnover

Revenue

Third Party Payments (Housing 
Benefits / Supporting People 
/ Housing Subsidy) & Fee 
Payable to Core

Gross Profit

Overheads

Employees

Premises 

Transport

Supplies and Services

Third Party Payments 

Grants - Refcus

Support Service Recharges

Total Overheads

Trading (Surplus) / Deficit

 

(31,714)

 21,763 

 

(4,705)

 -  

 

(36,419)

 21,763 

 (9,951)  (4,705)  (14,656)

 5,336 

 666 

 126 

 5,921 

 159 

 30 

 (2,648)

 62 

 622 

 125 

 1,122 

 -  

 -  

 2,643 

 5,398 

 1,288 

 251 

 7,043 

 159 

 30 

 (5)

 9,590  4,574  14,164 

 (361)  (131)  (492)

The table above summarises the income and expenditure of Access Selby in providing services for the 
Council during 2012/13. £576k (£555k GF and £21k HRA) is required to be carried forward into 2013/14 
for completing commitments for services which could not be finalised in 2012/13. Approval has been 
sought to transfer £250k of the General Fund surplus to an earmarked “NYCC Collaboration Project 
Reserve”, with the remaining £111k being added to the Access Selby Reserve. The HRA surplus of 
£131k has been added to the Council’s HRA balances for use by Access Selby in its delivery of services 
for Housing tenants.

£89.48 £158.88 £219.56

Through an efficient use of 
resource Access Selby has helped 
the main client, Selby District 
Council, to continue to freeze 
Council Tax. This means that the 
annual charge for the delivery of 
Selby District Council services has 
remained at £158.88 for an average 
Band D property.
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Access Selby governance and 
management team
In a change to traditional ways of working, the Access Selby management team is based around 
‘themes’ of work, rather than direct responsibility for particular elements of the service. This 
enables Access Selby to think creatively about how resources are used to deliver the services. 
The Managing Director, the Director of Community Services and Director of Business Services are 
responsible for the strategic management of the organisation and a small team Business Managers 
work across different sectors of the organisation. Lead Officers manage day-to-day service delivery.

The Access Selby’s Board oversees all aspects of the organisation and offers challenges to 
management. It reports directly to Selby District Council’s Executive and comprises three district 
councillors (non executive directors), Access Selby’s Managing Director, the Deputy Chief 
Executive of Selby District Council (executive members) and one independent member with 
significant commercial and private sector experience. The board meets regularly over the year and 
copies of the minutes and agenda are available to view or download from the Council’s website 
(www.selby.gov.uk and click the link to Agendas and Minutes and choose Access Selby Board).

Managing Director, Mark Steward

With over 25 years’ working for Selby District Council, Mark has 
built up a wealth of first hand experience of front line service 
delivery, which gives him a unique insight into our customers’ 
needs and expectations. This is supported by significant 
management experience across a wide remit. His challenging 
and innovative style has enabled Mark to be an influential leader 
on a number of change management projects.

Director of Community Services, Keith Dawson

Keith has been involved in driving through a number of key 
changes and improvements to ensure Access Selby is making 
the best use of its flexible resource. Keith is currently leading on 
Access Selby’s work to support the main client to deliver their 
Programme for Growth strategic project.

Director of Business Support, Janette Barlow

Over recent years Janette has helped manage and change the 
shape of Access Selby through new ways of working. Her main 
focus has been the delivery of ‘back office’ services including 
legal, HR, accountancy, business transformation, contracts and 
business support. Meanwhile Janette has established herself 
as a influential member of the team in terms of meeting our 
customers’ needs: she was involved in the development of the 
Council’s first Community Engagement Forum at Tadcaster and 
recently invited to sit on the Board.

Top left: The Civic Centre, 
Doncaster Road, collocated with 
Selby District Hospital.

Middle left: The Access Selby and 
Selby District Council team.

Bottom left: Access Selby Office, 
Market Cross, Selby Town Centre.
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To find out more about any aspect of Access 
Selby’s work, whether as a resident, local 
business or local authority, please contact us.

communications@selby.gov.uk 
www.access-selby.co.uk 
01757 292103 

If you require this document in a different 
format, for example large print, audio, Braille 
or in another language, please contact:

Access Selby 
Civic Centre 
Doncaster Road 
Selby 
North Yorkshire 
YO8 9FT

(Phone and email contacts as above)
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Agenda Item No:     4. 
_____________________________________________________________   
 
To:    Access Selby Board  
Date:   15th July 2013 
Author: Richard Sunter (Lead Officer-Planning) 
   
______________________________________________________________ 
 
This report was considered at the Board meeting on 10th June 2013 when it 
was resolved to defer the item to the next Board meeting to allow the Lead 
Officer-Planning to consider: - 
 
(i)  The employee cost figures quoted in the report to be double checked 

along with whether the figures quoted were for a new employee or an 
extension of the current service to five days.  

(ii)  Exploring the concept of retaining the free service whilst also 
introducing a paid service.  

(iii)  How the new service will be marketed and communicated.  
(iv)  The process for payment for the service.  
 
The original report presented to the Access Selby Board on 10th June 2013 is 
attached in Appendix 1. 
 
Employee Cost Figures 
The potential income generation as a result of the proposals is shown in 
Appendix 3 and the costs of running the current service are shown in the 
Appendix 4 of this report.  Current usage of the Duty Officer Service for the 
first quarter of the 2013-14 financial year is shown in Appendix 5 and 
averages at 10 slots per day. 
 
The employee cost figures have been checked by Accounts.  Appendix 2 
provides an analysis of the projected profit/ loss against different levels of 
service provided and against different levels of customer take-up of the 
service.   
 
This indicates that introducing a charge of £25/1/2 hour for the existing 2 day 
Duty Officer Service would, for (20 appointments per week) generate an 
income of £10,988.  However, there would be no improvement in the offer 
given to the service users and therefore the danger could be that it is merely 
the loss of a current free service. 
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Extension of the service to five days a week and the introduction of a £25/1/2 
hr, even with a modest take up of 8 appointments per day (40 appointments 
per week) would generate an annual income of £50,000 and a small annual 
profit of £3,031.  However it would operate at a loss below 8 appointments a 
day. The extension to five days a week and the introduction of an 
appointments system is a real improvement over and above that of the current 
offer and gives wide choice of times and a greater degree of certainty.  Hence 
it is more than just charging for what is currently a free service. 
 
In respect to the permitted development service it is noted that even with a 
small demand of 2 requests per day this would break even, but would have 
the potential to increase income should the demand increase. 
 
As can be seen from figure 4 of the original officer report in Appendix 1 of this 
report a considerable amount of time is taken up in the validation and 
evaluation stages of processing applications.  A significant proportion of this is 
taken up by negotiation with applicants on applications that have been 
submitted without all the information required to enable the application to be 
processed without delay.  This erodes the capacity of the service.   It is 
envisaged that improvements to the preapplication service provided would 
negate at least in part much of these negotiations.  There should be further 
efficiency savings resulting from improvements to the quality of planning 
applications received in that there should be fewer appeals (however this 
presupposes that applicants and their agents once they have received pre-
application advice will make the necessary improvements to their submission. 
 
Evidence, outlined in Appendix 6, shows that there has been some recovery 
in the development industry although this has been slow.  This is also 
evidenced by the number of applications that have been received, which has 
increased from a low of 56 in September 2012 to around 70 in May 2013.  
Currently officers are working at capacity and therefore have no spare 
capacity to meet an upturn in demand.  The capacity that would be generated 
by the improvements to the pre-application service and improvement to the 
quality of planning submissions would enable the team to meet any upturn in 
demand for the service.  It would also do so in a way that its most likely to pay 
for itself. 
 
Therefore if the permitted development service runs at full capacity this will 
bring in additional income to the business.  However, if permitted 
development demand only results in 2 enquiries per day the proposal would 
still make a small profit and would free up 10 hours per week, for the officer to 
take up the less demanding tasks of the existing planners whose capacity in 
turn would be increased. 
 
In addition it is estimated that the improved quality of applications arising from 
the improved Duty Officer preapplication service would free up capacity for 
the team to take on an extra 80-100 householder applications per year. As 
such the proposal would free up capacity in order for the service to meet the 
projected up turn in demand over the coming year. 
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Evidence in Appendix 6 shows that there has been some recovery in the 
development industry although this has been slow.  This is also evidenced by 
the number of applications that have been received. 
 
Retention of the Free Service 
Retention of the free service for two days a week and the introduction of the 
paid for service on an additional three days is likely to skew the market and 
would undermine the viability of the project.  The projected losses of 
continuing a free service for the two days is given in Scenario 4 of Appendix 
2. 
 
It will also not discourage those individuals who currently abuse the current 
system.  It should also be borne in mind that although wholeheartedly 
encouraged by the Government the provision of pre-application advice is not 
a statutory function and that individuals could seek advice from private 
consultants. In comparison the £25 fee is not considered unreasonable. 
 
How the New Service will be Marketed and Communicated. 
A month before the introduction of the service, the changes would be 
advertised by 
 
1. On the Council’s web site, providing details of how the system will work 

in practice. 
2. Through the medium of the Selby Agents Forum. 
3. Advert to be placed on public display at the Customer Contact Centre. 
4. The Weekly Dispatch. 
5. Letter to Parish Councils. 
6. Newspaper Articles. 
 
The Process for Payment for the Service. 
Facilities for the payment of services through electronic means does not exist 
although such facilities are scheduled to be introduced within the next 3- 
6months.   The introduction of the service could therefore be delayed until 
such time that electronic means of payment is introduced or a provisional 
means of payment by cheque could be utilised as a stop gap measure.  It is 
envisaged that recruitment of a suitable candidate to the post will take several 
months to complete, which will narrow the gap required which any provisional 
arrangement  will need to full. 
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Appendix 1: 

 
Copy of the Officer Report Presented to Planning Committee on 10th 

June 2013. 
 
 
Title:  Invest to Save Initiative:  Improvements to Planning Service 
 
Summary 
 
In order to invest to save it is proposed to front load the planning service by 
improving the offer of pre-application advice by, amongst other things, 
extending the Duty Officer Service so that it operates on a 5 day per week 
basis.  For an investment of £61,390 it is envisaged that an income of 
£62,500 could be generated and hence the improvements would be self 
funded.  In addition to the proposal would increase capacity within the 
Business support and Planning teams to deal with the current level of 
applications, to be more proactive (as the National Planning Policy 
Framework demands) and hence to work with developers to find solutions.  
This will stimulate inward investment and demonstrate that Selby is open for 
business as well as reducing the potential for appeals and their associated 
costs. 
 
Recommendation 
 
It is recommended that the report is noted and that authority is granted 
for the improvements to the service to be carried out for a trial period of 
12 months. 
 

1. Background  

1.1  The Government has issued a call for action on growth and identifies 
the planning system as having a key role to play to make sure 
development to support economic growth starts as easily as possible. 
The planning system is central to securing economic growth by 
planning for new development and dealing promptly and positively with 
planning applications. 

 
1.2  There is a clear ambition for Selby to be open for growth, and planning 

is central to this ambition. Positive planning is the key to growth. This 
means offering a proactive planning service tailored to customer needs 
with the right: 

 
 Resources 
 Capacity 
 Customer focus 

 
Customer choice and responsibility will be the main focus of positive 
planning. 
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1.3  Where are we now? 

 
1.3.1 Planning is a significant part of the Access Selby business with direct 

staff costs of about £250,000 which generate a 5 year average income 
of £470,000. Performance against SLA targets is good. Costs are low. 
But the quality of the service reflects the level of investment in it. The 
current approach minimises costs and provides a one size fits all 
service. Benchmarking shows that the cost of planning in Selby is the 
lowest of our benchmarking group: 

 
Figure 1: Costs of Planning by Authority 

 
 
 
 
 
 

 
 
 

1.3.2 However, although costs per hour are low, we spend more time on 
validating each application and running the consultation process: 

 
 
 

Figure 2: Number of Hours Spent on Validation per Application 
 

 
 
 
 
 
 
 
 
 
 
 
 
Figure 
3: 
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Costs of Operating Consultation by Authority 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1.3.3  The following is a breakdown of time currently spent on the planning 
process: 

 
Figure 4: Analysis of Processing Applications 

 

  
 
This shows that over a third of the time is taken up by receipt, 
validation, and consultation. Currently 35% of applications received are 
invalid and sent back to the applicant. Access Selby only receives one 
fee, and in effect offers a free quality check for applicants and agents. 

 
1.3.4  This is more than the amount of time spent by professional planners 

providing advice and evaluating applications. Only the minimum 
service is offered and free advice has been cut back. Even when 
customers offer to pay for advice they may be turned away when there 
is no-one available to help. 

 
1.3.5  Customer focus is limited as the priority is to meet the SLA target at the 

expense of customer care. There is no direction from the client over 
which customers should be given priority and a one size fits all 
approach results. 
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1.3.6  Two main ways of improving submissions is either improving pre-
application dialogue and, or the introduction of an accredited agents 
scheme.  Discussions with the Selby Planning Agents Forum resulted 
in at best a luke warm response to the idea of an accredited agents 
scheme.  In addition the accredited agent scheme would only ensure 
that submitted applications were in a state in which could be validated.  
Such a scheme would not ensure the overall quality of the submission.  
It is therefore recommended that Access Selby does not investigate the 
introduction of an Accredited Agent scheme any further but 
concentrates on other means of improving submissions such as 
improving the quality of pre-application advice. 

 
1.3.7  The Selby Planning Agent’s Forum did discuss and identify how the 

current Duty Officer Service could be improved, suggesting that the 2 
days currently operated is inadequate and that an appointments 
system would give greater certainty to users. 

 
1.3.8   The Duty Officer Service was operated five days a week but was 

reduced to 2 days a week as a response to budget demands.  The 
current service is free and operates on a first come first served basis.  
The service is currently oversubscribed resulting in delays to 
customers to be served.  The free service is also prone to abuse by 
people taking up valuable slots with repeat visits in the hope that 
different officer may give a different opinion, which reduces officers 
capacity to deal with bona fide requests. 

 
1.3.9 Discussions with the Agents Forum indicate that planning agents no 

longer use the service due to the long periods they need to wait to be 
seen.  The Forum indicated that they would much prefer a pre-
arranged booking system and would be amenable to a modest charge. 

 
1.3.10 It is therefore considered that improvements to the duty officer service 

have the best potential for improving the overall quality of submissions, 
improving customer satisfaction and in the longer term increasing the 
capacity of the team to cope with the increase in applications when the 
economy begins to substantially improve.  The improvements would 
also be an important way of demonstrating that Selby is open for 
business. 

 
1.3.11 The introduction of fees for the service would also ensure that the 

improvements on the service are self funded and therefore financially 
sustainable in the long term. 

 
1.4  Where do we want to be? 

 
1.4.1  The Board has indicated that it would like to improve the service 

provided and make it easier for customers to contact planners to 
discuss plans and advice. Research into barriers to business growth 
has produced the following word cloud on how to help business 
development and growth of business:  
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Figure 5: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1.4.2  Some of the issues relate to business support, but there is a clear 
demand for advice, support, and assistance. This is supported by 
customer feedback which reiterates the value of advice, assistance, 
and communication. 

 
1.4.3  Access Selby want to respond by offering a service which encourages 

a right first time planning application that can be dealt with quickly and 
efficiently by a customer focussed planning team. This requires 
targeted investment in advice and evaluation and reduced time wasted 
on receipt and validation. This will shift the time spent on the planning 
process: 

 
Figure 6: Break down of Time Spent on the Average Planning 
Application 
 

 
 

 
1.4.4  This shift will change the following areas: 

 
 Accessibility and availability of staff – enhance face to face 

contact, reduce waiting times, and allow quicker face to face 
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discussions and problem resolution between officers and 
agents/applicants.     

 Expansion of the formal pre-application process – to provide 
advice and solutions by a more pro-active service. 

 Improve validation processes – for right first time applications 
 

We want the perfect planning application so it can be quickly dealt with. 
 

1.5  How do we get there? 
 

1.5.1  The Proposal:  
 

1.5.2  The proposal is to expand the planning advice service for permitted 
development queries and pre-application advice for proposed 
developments increasing choice at the Customer Contact Centre by 
introducing an appointment system, although be it for a fee of £25/half 
hour period.  This would complement the existing paid for written pre-
application service and planning performance agreement service which 
is more appropriate for very large schemes. 

 
1.5.3 In order to establish the actual demand for the new services it is 

proposed that the improvements are trialled for an initial 12 month 
period with a review held at 9 months from initiation so that a view can 
be has as to whether the improvements to the service should be 
permanently adopted, amended (for example increase in fees) or 
whether the project should be terminated. 

 
1.5.4  The Payback: 

 
1.5.5  The payback would be improved customer service, a reduction in the 

number of invalid applications received from 35% to 10% and that the 
overall quality of submissions would improve.  Market testing indicates 
potential for significant income and it is anticipated that overall the 
improvements would be self funding.  Hence the initial investment 
would be recuperated and the continuation of the service would be 
financially sustainable.   

 
1.5.6  These proposals will, when grouped into tiered levels of service, such 

has written full pre-application advice and planning performance 
agreements give customers choice over the level of service they 
require balanced with the price they are willing to pay and make a 
significant improvement of the existing offer.  

 
1.5.7 The aim is to offer choice from basic engagement and self service for 

the price of a planning application fee, through enhanced engagement 
with a named single point of contact, to a complete relationship 
management: 
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 The basic application fee buys determination of planning application – 
customers use the website to follow progress and find their decision 
and rely on contact centre for communications 

 Enhanced fee adds regular updates on progress from a named contact 
and hard copy of decision notice 

 Further enhanced fee buys a package of pre application advice, pre 
submission check, agreed updates on progress and hard copy of 
decision notice 

 A Planning Performance Agreement will be offered at the top level of 
service for full cost recovery. 

 
1.5.8  Resources Required 

 
To transform the business the following investment is required: 

 
Planning Capacity 

 
Costs 
Extending Duty Officer Service to 5 days/ week 1 Scale 3b    = £34,220.00 
Provide PD Enquiry Service   1/2 Scale 1c   = £10,055.93 
Improving Communication (taking phone calls)  1/2 Scale 2c  = £14,115.00 

 Communication and engagement    = £3000.00 
Total Cost                   = £61,390.93  

 
 Costs include all relevant overheads, pension and national insurance 

etc (but do not include the 1% pay rise or the cost of computers).  It 
should also be noted that although the Duty Officer Service requires 
more resource than just the time spent face to face with the customer. 
In many case there can be substantial amounts of preparatory work 
and work resulting from the discussions.  In addition there will be a 
certain amount of normal unproductive time associated with any post 
(leave etc).  Hence although the Duty Officer Service will be increased 
from 2 to 5 days the resource needed to support this is a full time post. 

 
Potential Income 

 
Duty Officer 
£25.00/ ½ hour x 8 slots per day = £250 (x 5 days per week) = £1250/ week (x 50 
weeks per year) = £50,000) 

 
Permitted Development Service 
£25.00/ request x 2 per day x 5 days per week = £250.00/ week X 50weeks per year 
=  £12,500.00. 

 
Total Income Projected     = £62,500 

 
It is worth noting that fees may be increased or reduced depending on 
the demand on the service. For example an increase in £5 per ½ hour 
session would raise an additional £12,500.00. 
 

1.5.9  The worse possible scenario is that changes to the Duty Officer system 
will not increase the take up of appointments and that the demand will 
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remain constant.  In this scenario it is worth noting that the Duty Officer 
Service is already oversubscribed and currently it is more likely that 
customers are turned away rather than slots become vacant.  
Therefore based on the current known demand the revenue would be 
£25,000.00/ year.  Even if take up of appointments is 50% the revenue 
would be £31,250.00, (equating to a loss of £15,640 on the investment 
made). 

 
1.5.10 Within 9 months from the start of the service Access Selby will 

undertake a review to look whether the proposal meet sits objectives. 
This will look at: - 

 
1. The income generated against costs incurred to 

determine financial sustainability. 
2. Feedback from users in particular the Selby Agents 

Forum regarding the level of customer service. 
3. A review of the impact on the proposal on the quality of 

submissions in particular the impact on the number of 
valid/ invalid applications received and the number of 
subsequent appeals. 

 
1.6  Communications and Engagement 

 
1.6.1  The success of the project can be underpinned by a successful 

communications and engagement programme to fulfil the following 
outcomes: 

 
1. Improve customer understanding of the process, access points for 

the service, expectations of levels of service all of which help to 
improve customer satisfaction 

2. Encourage developers to consider Selby as a potential investment 
site, by raising awareness of the support the planning service can 
give (thus support our main client’s ambitions to support jobs and 
housing growth) 

3. Improve the reputation of the service with our main client, with the 
subsequent improvement in satisfaction for all services delivered by 
Access Selby. 

 
1.6.2  Given existing communication commitments to support Access Selby’s 

work priorities, this is an opportunity to bring in additional creative 
resource to help shape the communications programme and to deliver 
it. 

 
1.6.3  In order to achieve this aim we should set an overall communications 

and engagement budget, then invite bids from marketing agencies to 
develop their own ideas for a programme.  There are a number of 
locally based agencies that should be in a position to bid for this work. 

 
1.6.4  Buying in this creative resource also has a long-term benefit for Access 

Selby, as we can take lessons learned from the approaches used and 
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apply these to the marketing of other products and services in the 
future where these are delivered internally: therefore supporting the 
further commercialisation of our approach across the whole business. 

 
1.6.5  This work has the potential to link with the delivery of the ‘Open for 

Business’ Programme for Growth project, which Access Selby is 
delivering for the Council.  This project includes a marketing budget to 
encourage investment, so the development of the planning service will 
act as an important building block to help the successful delivery of the 
Programme for Growth project. 

 
1.6.6  The proposed budget for communications and engagement to support 

this project is £3,000.  This will cover the creative process as well as 
delivery. 

 
1.7  Risks 

 
1.7.1  The client has a SLA performance measure based on the time taken to 

determining planning applications. But customers recognise the 
ineffectiveness of this measure which reduces time available for 
negotiations. There is a risk that the client cannot be clear on the 
relative priority of: 

 
 Speed v quality of development 
 Business expansion and start ups v houses 
 Major inward investment v householders 

 
1.7.2  The Client needs to support the principle of empowering the customer 

through choice – applicants will get what they choose to pay for with 
the onus firmly on the applicant to help us to help them.  
 

1.7.3  Planners operate in a changing legal and policy framework. Any 
change carries the potential risk of disruption to the service offered. 

 
1.7.4 There is also the risk that take up of the service will not be as high as 

envisaged. However, given that the project is for a 12 month trial period 
Access Selby will be able to review the situation and hence minimise 
financial loss in the long term. 

 
1.8  Next Steps 

 
Access Selby Board is requested to approve in principle a provisional 
commitment of spend to save funds subject to buy in from the 
Executive. 

 
2. Conclusion 

 
2.1  Then proposals have been developed partly in response to listening to 

the needs of our customers and partly as a result of analysis of the 
pressures upon the service.  The proposals to improve the service are 
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envisaged to be self funding and would in the long term help to build 
capacity within the team and improve levels of customer satisfaction. 

 
3. Legal/Financial Controls and other Policy matters 

 
3.1   The proposal is in line with the proactive response that the NPPF 

requires local planning authorities to take towards the determination of 
planning applications. 
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Appendix 2: 
 

Financial Analysis Showing Costs and Income for Variations in the Level 
of Service Provided Against Projected Demand for the Service 

 
 
Scenario 1 ‐ Continue with current service and implement charge.       

               

    Appointments per day    

    6  7  8  9  10  11 

  Annual income  £15,000  £17,500  £20,000  £22,500  £25,000  £27,500 

  Current Service cost 
‐

£14,012 
‐

£14,012 
‐

£14,012  ‐£14,012  ‐£14,012  ‐£14,012 

  Profit / (Loss)  £988  £3,488  £5,988  £8,488  £10,988  £13,488 

               

  This is currently a free service so all income would be an additional revenue.    

               

Scenario 2 ‐ Increase service to 5 days per week and implement charge     

               

    Appointments per day    

    6  7  8  9  10  11 

  Annual income  £37,500  £43,750  £50,000  £56,250  £62,500  £68,750 

  Current Service cost 
‐

£14,012 
‐

£14,012 
‐

£14,012  ‐£14,012  ‐£14,012  ‐£14,012 

 
Additional cost for increasing 
service (2C) 

‐
£32,958 

‐
£32,958 

‐
£32,958  ‐£32,958  ‐£32,958  ‐£32,958 

  Profit / (Loss)  ‐£9,469  ‐£3,219  £3,031  £9,281  £15,531  £21,781 

               

  The service is currently being run free of charge so as well as bringing in a return,   

  charging for the service would eliminate the £14k contribution per year to the service.    

               

Scenario 3 ‐ Increase service to 5 days per week and implement charge     

& providing PD enquiry service.           

               

  5 Day Service  Appointments per day    

    6  7  8  9  10  11 

  Annual income  £37,500  £43,750  £50,000  £56,250  £62,500  £68,750 

  Current Service cost 
‐

£14,012 
‐

£14,012 
‐

£14,012  ‐£14,012  ‐£14,012  ‐£14,012 

 
Additional cost for increasing 
service (2C) 

‐
£32,958 

‐
£32,958 

‐
£32,958  ‐£32,958  ‐£32,958  ‐£32,958 

  Profit / (Loss)  ‐£9,469  ‐£3,219  £3,031  £9,281  £15,531  £21,781 

               

  PD Enquiry  Number of enquiries per day   

    2  3  4  5  6   

  Annual income  £12,500  £18,750  £25,000  £31,250  £37,500   

  Service cost (0.5 FTE 1C) 
‐

£10,186 
‐

£10,186 
‐

£10,186  ‐£10,186  ‐£10,186   
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    £2,314  £8,564  £14,814  £21,064  £27,314   

               

Scenario 4 ‐ 2 Day free service & 3 Day paid service         

               

  2 Day Free Service  Appointments per day    

    6  7  8  9  10  11 

  Annual income*  £0  £0  £0  £0  £0  £0 

  Current Service cost 
‐

£14,012 
‐

£14,012 
‐

£14,012  ‐£14,012  ‐£14,012  ‐£14,012 

   
‐

£14,012 
‐

£14,012 
‐

£14,012  ‐£14,012  ‐£14,012  ‐£14,012 

               

  3 Day paid service  Appointments per day    

    6  7  8  9  10  11 

  Annual income*  £22,500  £26,250  £30,000  £33,750  £37,500  £41,250 

 
Additional cost for increasing 
service (2C)  ‐£32,958 

‐
£32,958 

‐
£32,958 

‐
£32,958  ‐£32,958  ‐£32,958 

  Profit / (Loss)  ‐£10,458  ‐£6,708  ‐£2,958  £792  £4,542  £8,292 

               

  total cost for mixed service  ‐£24,469 
‐

£20,719 
‐

£16,969 
‐

£13,219  ‐£9,469  ‐£5,719 

               

  * Annual income based on 3 days per week          
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Appendix 3:  
Income Projections 

 
 

£25 per half hour / PD enq             

Income Projections             

    Appointments per day (Based on £25 per half hour) 

    6  7  8  9  10  11 

  Daily Income   £        150    £       175    £      200    £      225    £       250    £      275  

  Weekly Income   £        750    £       875    £   1,000    £   1,125    £    1,250    £   1,375  

 
Annual income (based on 
50 weeks)   £   37,500    £  43,750    £ 50,000    £ 56,250    £  62,500    £ 68,750  

               

PD Income             

               

    2  3  4  5  6   

  Daily Income   £          50    £         75    £      100    £      125    £       150    

  Weekly Income   £        250    £       375    £      500    £      625    £       750    

 
Annual income (based on 
50 weeks)   £   12,500    £  18,750    £ 25,000    £ 31,250    £  37,500    
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Appendix 4: 

Cost of Current Service 
 
 
 

Cost of current service  
   
 1 Day per week x 2C  £          5,675  
 1 Day per week x 3B  £          6,887  

   £        12,562  

   
 6 Weeks holiday/sick cover x 2C (6 days)  £              655  
 6 Weeks holiday/sick cover x 3B (6 days)  £              795  

   £          1,449  

   

 Total current cost of providing service  £        14,012  

   
To extend service to 5 days per week  
   
 2C x Annual Salary, NI & Pension  £        28,374  
 6 weeks holiday/sick cover  £          4,584  

 Total cost of extended service  £        32,958  

   
To provide PD Enquiry Service  
   
 0.5 FTE 1C x Annual Salary, NI & Pension  £          9,957  
 6 Weeks holiday/sick cover x 1C (3 days)  £              230  

 Total Cost of PD Service  £        10,186  

   
 
   
   
   
 Notes  
 Salary costs based on 52 weeks per year.  
 Salary costs do not include adjustment for productivity.  
 Salary costs include 1% budgeted pay increase 
 Salary costs include NI & Pension.   
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Appendix 5: 
 

Analysis of Usage of the Current Service 
 
 
 
 
 

Date 
Of Duty 
Officer 
Service 

Number of 
Slots Filled 

20/06/2013 8 
11/06/2013 10 
28/05/2013 11 
23/05/2013 11 
14/05/2013 11 
07/05/2013 8 
30/04/2013 10 
25/04/2013 11 
11/04/2013 11 
21/03/2013 6 
14/03/2013 9 

Average 9.6 
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Appendix 6: Planning Fees 12 Month Average 
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 Variation in Numbers of Applications Received determined by 

Month (January –May 2013) 
 
 
 Month Sep 

2012 
Oct 

2012 
Nov 
2012 

Dec  
2012 

Jan 
2013 

Feb 
2013 

Mar 
2013 

Apr 
2013 

May 
2013 

Applications 
Received 

52 56 61 31 54 65 67 76 70 
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Agenda Item No:     5. 
_____________________________________________________________   
 
To: Access Selby Board 
Date: 15 July 2013 
Author: Jodie Taylor – Lead Officer Finance  
 
______________________________________________________________ 
  
Title:  Financial Results and Budget Exceptions Report to 30 June 2013 
   
Summary: 
 
 At the end of quarter 1, the full year forecast for the General Fund 

shows an estimated profit of £103k and the HRA an estimated profit of 
£67k. There are currently some delays with the capital programme 
due to issues outside of Access Selby’s control, however overall 
progress on both the Capital Programme and the Savings target at 
this stage is positive.  
 
 

Recommendations 
  
 It is recommended that: 
  
i. The Board endorse the actions of officers and note the contents 

of the report. 
  

 
Reasons for recommendation 
  
 To ensure that budget issues are highlighted and appropriate 

remedial action is taken to achieve a trading surplus for the year 
and to also ensure that budgets are based upon the latest 
available information to aid decision making. 

  
 
 
1. The Report 
  
 Budget Exceptions 
  
1.1 
 

At the end of quarter 1, the full year forecast for the General Fund 
shows an estimated profit of £103k and the HRA an estimated profit of 
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£67k. Further details are available in Appendix A   
  
  General 

Fund 
£000’s 

HRA 
 

£000’s 

Total 
 

£000’s 
Income    
Operating 
Income 

(10,131) (4,988) (15,119) 

Government 
Grants & 
other grants 

(17,732) 0 (17,732) 

Total Income (27,863) (4,988) (32,851) 
  
Expenditure  
Operating 
Costs 

10,855 4,921 15,776 

Benefits 
Payments 

16,905 16,905 

Total 
Expenditure 

27,760 4,921 32,681 

  
Projected 
(Profit)/Loss 

(103) (67) (170) 
 

  
1.2 
 
 
 
 
 
 
 
 
1.3 

General Fund is showing a profit of £103k at the end of quarter 1.  
A large proportion of this relates to employee costs, which are under 
constant review to ensure they are always as up to date as possible. 
However with projects such as the NYCC collaboration in the pipeline 
these are likely to change over the course of the year. HRA is 
forecasting a current year end Profit of £67k largely due to increased 
maintenance recharges on community centres and corporate 
buildings, as well as Supporting People private subscriber income. 
 
Trade waste was budgeted to make a contribution of £47k for the 
year.  At the end of quarter 1 it is forecasted that this will increase to 
£54k. This increase results from a sustained programme of marketing 
support over recent months, which includes making better use of 
existing communication channels as well as opening up new 
marketing opportunities, for example Access Selby community officers 
carrying out a programme of pro-active visits to businesses who do 
not have a commercial waste contract with the organisation.  
 

 
 Capital 
  
1.4 Access Selby has been commissioned by the Core to deliver specific 

capital schemes. There are several capital budget exceptions for 
2013/14, the details of which are set out in Appendix B.  General 
fund is experiencing some delays due to legal issues and some 
decisions being put on hold pending further investigation of the 
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NYCC joint working arrangement. HRA is seeing good progress with 
the programme with minimal slippage expected for the year.  
  

 Savings 
  
1.5 Appendix C presents an update on progress against the Access 

Selby’s savings action plan. Progress on savings is positive for 
2013/14 with £2.896m of the £3.174m General Fund target already 
being achieved or likely to be achieved, and a further £300k of Red 
and Amber savings being identified.  
 

1.6 The HRA target of £360k has already been exceeded by £185k for 
2013/14, however Access Selby will continue to highlight savings 
wherever possible within the General Fund and HRA.  

  
2.        Legal/Financial Controls and other Policy matters 
  
2.1 Legal Issues 
  
2.1.1 There are no legal issues as a result of this report. 
  
2.2 Financial Issues 
  
2.2.1 The financial issues are highlighted in the body of the report. 
  
3.         Conclusion 
  
3.1 Overall, the financial results show a good start to the year. Progress 

needs to be maintained to ensure savings targets are achieved and 
provide capacity for future anticipated funding cuts.  
 
 
 

 Contact Details 
 Jodie Taylor 

Lead Officer – Finance  
Selby District Council 
jotaylor@selby.gov.uk  

  
 Appendices 
  
 Appendix A – General Fund and Housing Revenue Account financial 

summary 
 Appendix B – General Fund and Housing Revenue Account capital 

programme. 
 Appendix C – General Fund and Housing Revenue Account savings. 
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Appendix A
Access Selby Management Accounts 2013/14 - as at 30th June 2013
General Fund

Previous 
Year 

Original 
Budget

Actual Budget Budget Actual Budget Forecast YTD Full Year
£000's £000's £000's £000's £000's £000's £000's

Income from Core
Income 5,963          6,049 1,512 1,512 6,049 6,049 0 0

Contract Adjustments 91               -                  11 11 42 42 0 0

Growth Bids -                  -                  0 0 0 0 0 0

Conservation & Listed Buildings Grants -                  -                  0 0 0 0 0 0

Carry Forward Requests 84-               178 178 713 713 0 0

Total Income from the Core 5,970          6,049          1,701 1,701 6,804 6,804 0 0

Other Income

Government Grants 22,386        17,732        4,438 4,381 17,732 17,732 -57 0

Current subsidy income is based on projected requirement, interim adjustments will be 
made during the year with final adjustment made at year end.  By the end of the year, any 
surplus or shortfall in subsidy against budget should correspond with Benefit payments 
made.

Other Grants/Contributions Etc 20               -                  0 0 0 0 0 0

Customer & Client Receipts 3,332          3,316          1,066 1,164 3,303 3,322 98 19

Planning Fees are £57k above income target, although it is predicted that this is a 
seasonal peak and forecast has not been increased at this stage.  Supporting people 
income £26k, will be offset by a charge from HRA. Anticipated Clinical Waste income 
shortfall of (£9k).

Recharges 6                 -                  0 0 0 0 0 0
Contribution From Reserves -                  5                 0 0 5 5 0 0

Total Other Income 25,745        21,052        5,504 5,545 21,039 21,058 41 19

Total Income 31,715        27,101        7,205 7,246 27,843 27,863 41 19
 

Expenditure

Employees 5,336          5,520          1,430 1,331 5,569 5,479 100 90
Current underspend relates to vacant and frozen posts across Access Selby.  A portion of 
these savings are to be utilised to fund planned future commitments.

Premises 666             695             200 177 701 693 23 8
Small savings are anticipated to date on footpaths and car park maintenance costs.

Transport 126             113             27 30 113 113 -3 0

Supplies And Services 5,921 6,031 1,659 1,562 6,559 6,547 96 12
Expected savings on Land Charges, Car Park Expenses, Mediation Services and Printing 
Expenses.

Third Party Payments 159 321             120 67 479 479 53 0
Benefit Payments 21,370        16,891        4,217 4,163 16,905 16,905 55 0

Support Services 392             372             0 0 372 398 0 -26 This is the corresponding recharge from the HRA for Supporting People.

Grants -REFCUS 30               -                  0 0 0 0 0 0

Total Expenditure 34,001        29,943        7,653 7,329 30,698 30,614 324 84

NET CEC Charge to HRA (income) 2,648 2,586          647 647 2,586 2,586 0 0

Budget Savings Required 0 330-             0 0 -330 -330 0 0

Contingency 0 70               -8 0 62 62 -8 0

Profit/(Loss) 361 4 207 564 0 103 357 103

Forecasted Surplus for 2012/13 564 103

Year to Date VariancesFull Year
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Appendix A
Access Selby Management Accounts 2013/14 - as at 30th June
HRA

Previous 
Year 

Original 
Budget

Actual Budget Budget Actual Budget Forecast YTD Full Yr
£000's £000's £000's £000's £000's £000's £000's

Income from Core
Income 3,980 4,297 1,074 1,074 4,297 4,297 -                   

Carry Forward Budgets 22 21 21 21 21 -                   

Total Income from Core 4,002 4,297 1,096 1,096 4,319 4,319 -                   

Other Income
Customer & Client Receipts 124 118 23 24 118 118 1
Recharges 459 392 5 1 392 428 -4 36 Non-dwelling properties/capital schemes recharges expected to 

generate surpluses through the number of capital projects. 
Supporting People Recharge to GF increased due to Private 
Payers £26k.

Garages Rents 119 123
-             -             

123 123

Total Other Income 702 633 28 24 633 669 -4 36

TOTAL INCOME 4,704 4,930 1,124 1,120 4,952 4,988 -4 36
 

Expenditure
Employees 62 67 17 23 67 69 -7 -2 Agency costs relating to Asset Management.

Premises 622 834 207 149 856 841 58 15 It is expected there will be saving on Gutter work £5k and 
Electrical Testing Contractors £10k.

Transport 125 132 61 60 132 128 1 4 Small savings are anticipated on the vehicle lease.

Supplies And Services 1,122 1,311 312 292 1,311 1,297 21 14 Savings identified on grant audit fees £6k, Materials £5k and 
telephones £3k.

Total Expenditure 1,931 2,344 597 524 2,365 2,335 73 31

NET CEC Charge from GF 2,643 2,586 647 647 2,586 2,586

Profit / (Loss) 131 -120 -50 67 69 67

Forecasted Surplus for 2013/14 67 -50

Year to Date Full Year Variances
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Appendix B

General Fund Annual Year to date Year to date Year to date Forecast Comments
Budget Budget Actual Variance

Industrial Units - Road Adoption 25,000 0 0 0 25,000

This budget has been carried forward from 2012/13. There are legal issues 
still to be resolved in relation to the road adoption which will hopefully be 
completed in 2013/14.

ICT - Desktop Replacement Programme 15,000 1,000 669 -331 15,000 This is for a continuous cycle of updating desktop equipment.

Tadcaster Central Area Redevelopment 258,440 0 1,996 1,996 258,440 Progress has stalled due to legal challenge.

Mast Relocation Project 147,190 0 2,500 2,500 147,190
Further options are being considered in regard to the future of the mast and 
its location. Not likely to be completed in 2013/14.

ICT - Capital Investment Projects 546,960 0 0 0 546,960

System upgrades & replacements within ICT Strategy - subject to business 
case - covers areas such as infrastructure review, website development, 
Revs and Bens, DIP, Housing and CRM. Potential to integrate some of this 
work with the NYCC joint working arrangement. 

Mobile Working Solution 81,000 0 0 0 81,000
Linked to the CRM IT Project and progress may be influenced by joint 
working with NYCC

CCTV - Fibre Hub 23,600 1,000 921 -79 23,600
Fibre Hub is now installed and work is to take place to decommission the 
old equipment, it is anticipated that this will be completed by August 13.

Private Sector - Home Improvement Loans 35,800 0 2,734 2,734 35,800
Loans continue to be processed. To date, 2 have been paid out and 3 
repayments have been received which are recycled in to the scheme.

Disabled Facilities Grants 350,000 87,500 15,800 -71,700 350,000

Applications for funding are being received, but due to changes in working 
practices the number of referrals have reduced from NYCC. This may 
generate some savings in the year.

Energy Efficiency & Fuel Poverty 13,640 0 0 0 13,640
Public interest in this service generally occurs in the autumn / winter and 
therefore is anticipated that the budget will be spent by year end.

1,496,630 89,500 24,620 -64,880 1,496,630

2013/14 Selby District Council Capital Programme - June 2013

49



Appendix B2013/14 Selby District Council Capital Programme - June 2013
Housing Revenue Account Annual Year to date Year to date Year to date Forecast

Budget Budget Actual Variance

Kitchen Replacements 353,570 88,393 125,295 36,903 353,570
Phase 1 & 2 completed. Phase 3 to commence in August 13 with a new 
contractor. 

Electrical Rewires 260,000 65,000 58,409 -6,591 260,000 Work continues well on a programme of rewires and consumer units. 

Airey Property Works 486,980 0 0 0 486,980
The next phase is not planned to start until December 13 / January 14 to 
combine this phase with next years programme.

Central Heating System Replacements 1,684,840 421,210 278,447 -142,763 1,684,840

Programme of replacements commenced.  189 systems replaced or 
ordered this year to date, including fuel switches (see below). Any refusals  
will be addressed in future years of the 3 year programme or when the 
property becomes vacant.

Solid Fuel System Replacements 250,000 0 190 190 250,000

Linked to the Central Heating Replacement programme, encountering 
refusals due to disturbance and in some case the receipt of free coal by 
some tenants. These will continue to be looked at in the programme.

Roof Replacements 560,000 140,000 272,792 132,792 560,000
The project is well underway, Phase 3 is expected to be complete by 
September 13.

Damp Works 300,000 75,000 63,409 -11,591 300,000
Work continues to cover more responsive works, alternative solutions are 
being looked at but still a large number of properties to address.

External Cyclical Repairs (Painting & Windows) 184,990 46,248 30,580 -15,667 184,990

The new programme has been issued to the contractor to commence July 
13, while last years programme which was held up by the weather, nears 
completion. The work is being combined with the external door replacement 
and window replacement programmes and is expected to be completed this 
year.

External Door Replacements 143,500 35,875 38,632 2,757 143,500 As External Cyclical Repairs.

Window Replacements 140,000 35,000 19,746 -15,254 140,000 As External Cyclical Repairs. 

Void Property Repairs 50,000 12,500 27,971 15,471 50,000

This work is responsive to the level of void properties and is dependent on 
each individual scenario as to the level of work required. The largest 
element of spend to date is on Electrical work.

Fencing Programme 17,990 4,498 7,005 2,508 17,990
Residual amount of 12/13 funding to be spent in the year. Lots of on-going 
work.

4,431,870 923,723 922,477 -1,246 4,431,870

Total Capital Programme 5,928,500 1,013,223 947,096 -66,126 5,928,500
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Appendix C

Key:
ACCESS SELBY Green

Amber
Red

Updated 2nd July 2013.

Proposed Savings Status 2013/14 2014/15 2015/16 Progress
£ £ £

Inflation factor 0.020         0.020           0.020         

Procurement Workstream

Collaborative corporate contracts through shared 
procurement service                                                        
Note: The balance of this target will reduce as individual 
procurement projects are identified

Red 36,610       61,560         61,560       Original target has been impacted by the delay in the delivery of the CCTV 
Project and the reduction in saving from the green waste project. The CCTV 
project is on schedule to be completed in 2013/14, however green waste is now 
on hold. 

Total Procurement 36,610       61,560         61,560       Completed

Transformation

Spend to save intiaitives Red 0 25,000 25,000 Saving to be reviewed.

CRM Replacement - Capital investment required to 
achieve revenue savings

Amber
12,620 52,262 52,262 Approval has been given for the CRM replacement project.  Realisation of 

savings is highly dependant on staff efficiencies being achieved

Mobile Working - Capital investment required to achieve 
revenue savings

Amber 0 134,500 145,500 Approval has been given for the Mobile Working Project.  Realisation of savings 
is highly dependant on staff efficiencies being achieved

Service delivery options Red 25,000 50,000 50,000 Saving to be reviewed.

Total Transformation 37,620       261,762       272,762     

Asset Management Workstream

Running costs of new Civic Centre
Amber

40,000       40,000         40,000       A NNDR appeal date has been set at 17 July 2013. We have now agreed with the 
PCT the formula for calculating the split of utilities bills resulting in lower annual 
bills. 

Barlby Depot Amber 8,380         8,380           8,380         Options for the future of the depot are currently being explored

Total Asset Management 48,380       48,380         48,380       

Value for Money Workstream

Telecommunications Mast Red -             13,000         13,000       There is a proposal to take over the ownership of the mast from the Police with a 
view to manage in the interim prior to the relocation. There is no set timescale for 
this. This will generate an income however the figures have not been agreed.  
There will be no savings achieved during 2013/14.

Negotiation for share of out performance on Council Tax 
collection

Red 25,000       25,000         25,000       Currently underachieving on the collection of Council Tax. A review of this data is 
required to establish impact.

Car Park Income Green 97,500       97,500         97,500       Future estimates have been reflected in the 13/14 budget process.

Total Value for Money 122,500     135,500       135,500     

GENERAL FUND BASE BUDGET 
SAVINGS/EFFICIENCIES ACTION PLAN 2013/14 - 
2015/16 (V2)

Savings likely to be achieved/low risk
Tentative savings - further work required/medium risk
Savings require a change in Council policy or significant change in service 
delivery/high risk

FINAL - Appendix C.1 - GF Budget Savings Access Selby 13-14
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Appendix C

Proposed Savings Status 2013/14 2014/15 2015/16 Progress
£ £ £

Base Budget Review Workstream

Car Allowances Amber 41,150       41,150         41,150       2013/14 savings will need to be reviewed regularly, on-going changes to service 
delivery could have a positive knock on effect on mileage claims.

Housing Benefit Overpayments Recovery Green 125,000     125,000       125,000     Due to the nature of the Debt, on-going review required.

Total Base Budget Review 166,150     166,150       166,150     

Discretionary Service Review Workstream

New charge for planning advice
Green

30,000       30,000         30,000       Now charging for planning advice, further proposals for additional income 
generation within Planning are being considered

Maximise current income streams

Amber

50,000       100,000       100,000     Progress against pilot projects in marketing strategy is being made including 
Civic Centre Room Hire. A process is to be developed with the assistance of the 
Finance Team to establish where (if any) progress has been made to influence 
and establish whether this saving is achievable.Going forward, the Programme 
for Growth will significantly contribute to achieving the target

Redeploy resources to pursue grant funding 
opportunities

Red 50,000       50,000         50,000       Lead officers considering grant opportunities as part of their budget monitoring. 

Policy changes to introduce new income streams Red -             -               100,000     Parking Charges can't be considered at Tadcaster until the legal challenge has 
been heard and we have carried out the improvements, which will be late 2014/15 
at the earliest. Options for green waste charging is still being considered by the 
Council but not in 2013/14.  The Core has informed Access Selby the Green 
waste charges will not be considered until 15/16 and potential charges introduced 
in 16/17

Total Discretionary Service Review 130,000     180,000       280,000     
Inflation adjustment 21,867       52,232         79,494       

General Fund Savings in Progress 563,127     905,584       1,043,846  

Completed (GREEN) General Fund Savings 2,633,546  2,773,310    2,925,459  (Maintained on a separate sheet)

Total General Fund Savings 3,196,673  3,678,894    3,969,305  

Savings Target 3,173,668  3,340,335    3,457,103  

New Target 3,173,668  3,340,335    3,457,103  

Headroom/Deficit (+/-) ** 23,005       338,559       512,202     

Green Savings 2,896,247  3,041,265    3,198,773  
Amber Savings 158,297     399,324       419,217     
Red Savings** 142,129     238,305       351,314     Completed
Total 3,196,673  3,678,894    3,969,305  

FINAL - Appendix C.1 - GF Budget Savings Access Selby 13-14
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                                                                                                                                                                                                                   Appendix C

Key:
ACCESS SELBY Green

Amber
Red

Updated 2nd July 2013.

Proposed Savings Status 2013/14 2014/15 2015/16 Progress
£ £ £

Inflation factor 0.020          0.020            0.020         

Procurement Workstream

Change provider for telephone calls and rationalisation 
of telephone accounts Green

20,480        20,530          20,530       Completed

Partnering Back Office Support
Green

93,000        93,000          93,000       Completed

Pest Control Contract
Green

1,200          1,200            1,200         Completed

Recycling
Green

159,000      159,000        159,000     Completed

Green Waste - Gate fees and reduced mileage costs 
negotiated with Enterprise Green

20,000        20,000          20,000       Completed

Contact Centre Electricity
Green

10,000        10,000          10,000       Completed

ICT - Server Virtualisation Green 10,000        10,000          10,000       Completed

Gas Utilities Contract Green 6,160          6,160            6,160         Completed

Change in printer / photcopier paper
Green

600             600               600            Completed

Change in Washroom Service contracts
Green

3,200          3,200            3,200         Completed

Citizen Link Printing
Green

800             800               800            Completed

Coshh Management
Green

3,000          3,000            3,000         Completed

Negotiate savings within Street Scene Contract Green 31,870        31,870          31,870       Completed

GENERAL FUND BASE BUDGET 
SAVINGS/EFFICIENCIES ACTION PLAN 2013/14 - 
2015/16 (V84)

Savings likely to be achieved/low risk
Tentative savings - further work required/medium risk
Savings require a change in Council policy or significant change in service 
delivery/high risk
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Proposed Savings Status 2013/14 2014/15 2015/16 Progress
£ £ £

Cash collection/cash in transit contract costs Green 2,200 2,200 2,200

WTT - Transformation (SDV) Green 1,380,890   1,380,890     1,380,890  Completed

WTT - Transformation HRA Impact / Reviewing 
Apportionment to HRA

Green 91,970 89,440 90,000 Completed

Total Transformation 1,475,060 1,472,530    1,473,090

Asset Management Workstream

Vacation of Portholme Road Depot Green 13,497        13,497          13,497       Completed

Total Asset Management 13,497      13,497        13,497     

Value for Money Workstream

Total Value for Money -           -              -            

Base Budget Review Workstream
Pay award - Estimate reduced from 2.5% to 1%. Green 81,730        166,280        255,040     Completed

Rationalisation IT Support Costs Green 50,000        50,000          50,000       Completed

Rationalisation of cost base Green 100,000      100,000        100,000     Completed

Frozen posts/vacancies Green 19,320        19,320          19,320       Completed

Compensation for legacy costs/income pressures Green 136,000      136,000        136,000     Completed

Finance Budget Savings Green 1,900          1,900            1,900         Completed

Additional Licensing Income Green 5,660          5,660            5,660         Completed
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Proposed Savings Status 2013/14 2014/15 2015/16 Progress
£ £ £

O/S Survey Mapping Fees Green 15,000        15,000          15,000       Completed

Housing Benefit Admin Miscellaneous Savings Green 3,800          3,800            3,800         Completed

Statutory Planning Notices Green 3,500          3,500            3,500         Completed

Primary Care Trust Green 10,000        10,000          10,000       Completed

Printing Supplies Green 5,000          5,000            5,000         Completed

Pollution Monitoring Consultants Green 5,000          5,000            5,000         Completed

Public Conveniences Contract - Inflation Green 3,000          3,000            3,000         Completed

Licesing Income Green 2,700          2,700            2,700         Completed

Domestic Waste - Sale of Goods Green 5,000          5,000            5,000         Completed

Bus Station Repairs & Maintenance Green 2,000          2,000            2,000         Completed

Health & Housing Call Out Green 720             720               720            Completed

HR Budget Savings Green 1,640          1,640            1,640         Completed

General Office Expenses Green 8,480          8,480            8,480         Completed

Car Park Warden Van Lease Green 2,890          2,890            2,890         Completed

Street Cleansing - General Advertising Green 16,000        16,000          16,000       Completed

Further Base Budget Review Savings - details on 
supplementary list

Green 12,620        12,620          12,620       Completed

Further Base Budget Review Savings - details on 
supplementary list

Green 40,505        40,505          40,505       Completed

Total Base Budget Review 557,465    642,015      730,775   

Discretionary Service Review Workstream

HR - Budget review Green 5,000 5,000 5,000 Completed  

Reduce opening hours at Access Selby Green 35,000        35,000          35,000       Completed
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Proposed Savings Status 2013/14 2014/15 2015/16 Progress
£ £ £

Barlow Nature Reserve Green 53,000        53,000          53,000       Completed

Total Discretionary Service Review 93,000      93,000        93,000     

Inflation adjustment 102,264    159,958      222,787   

Total General Fund Savings 2,633,546   2,773,310     2,925,459  

Savings Target 3,173,668 3,340,335    3,457,103

New Target 3,173,668   3,340,335     3,457,103  

Headroom/Deficit (+/-) ** 540,122-      567,025-        531,644-     

Green Savings 2,633,546   2,773,310     2,925,459  
Amber Savings -             -                -             
Red Savings** -           -              -            
Total 2,633,546   2,773,310     2,925,459  
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Appendix C
HOUSING REVENUE ACCOUNT BASE BUDGET SAVINGS 2013/14 - 2015/16

Key:
Updated June 13 (v12) Green Savings likely to be achieved/low risk

Amber

Red

Status 2013/14 2014/15 2015/16 Progress
£

Inflation factor 0.020               

Proposed Savings
Review of Property Services 
unfilled posts

Green 50,000 50,000 50,000 Completed

Gas Servicing Contract Green 20,000 20,000 20,000 Completed

Grassed Areas & Open Spaces 
base budget review

Green 29,000 29,000 29,000 Completed

Various Suppliers Green 22,000 22,000 22,000 Completed

WTT - Savings Green 129,591 129,591 129,591 Completed

2011/12 Pay Award Green 27,000 27,000 27,000 Completed  

Car Allowances Green 5,600 5,600 5,600 Completed

Savings on Audit Fees and early 
Retirement Charges

Green 24,800 24,800 24,800 Completed  

Ryecare Help-Line Telecom Saving Green 700 700 700 Completed  

Consolidation of IT Budgets Green 23,685 23,685 23,685 Completed  

Electrical Testing - R&M Green 10,000 10,000 10,000 Completed  

Vehicle Tracking System Green 500 500 500 Completed  

Energy Performance Certificates Green 3,000 3,000 3,000 Completed  

WTT - Savings from recharges 
from GF 

Green 200,000 200,000 200,000

545,876 545,876 545,876

Target Savings 360,000 360,000 360,000

Headroom/Deficit (+/-) 185,876 185,876 185,876

Green 
Savings 545,876 545,876 545,876
Amber 
Savings
Red 
Savings**

Total Housing Revenue Account Savings

Tentative savings - further work required/medium risk

Savings require a change in Council policy or significant 
change in service delivery/high risk
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Agenda Item No:     6. 
_____________________________________________________________   
 
To:    Access Selby Board  
Date:   15 July 2013 
Author: Lead Officer – Data and Systems, Chris Smith  
____________________________________________________________ 
 
Title:  Access Selby 1st Interim Key Performance Indicator Progress 

Report:  April 2013 – June 2013 (Quarter 1) 
 
Recommendation: 
 
For members to note the 1st quarter performance. 
   
1. Background  
 
1.1  The Access Selby Business Plan contains key measures of business 

performance.  These are managed across business areas by Lead 
Officers.  Performance is measured using a traffic light sequence 
through the covalent performance management system. 

 
1.2 A total of twenty-four key performance indicators were identified as a 

means to assess Access Selby Business Performance throughout the 
year.  These are monitored against the targets set at the beginning of 
the year and are contained in the SLA.  Of these, eleven are monthly 
performance indicators, reported on in this cycle. 

 
1.3 Access Selby continue to work with the Council to develop new 

descriptions and measures of performance to meet with the timeframes 
contained with the SLA development plan. 

 
2. Reported Performance against Target 
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2.1 Based on the monthly and quarterly performance data, results are 
above target on all the indicators following quarter one reporting. The 
data only indicators present a baseline position from which targets will 
be set. 

 
3. Conclusion 
 
3.1 In summary, performance has been maintained in the 1st quarter of 

 reporting with improvements evident in the progress of the Access 
 Selby performance indicators. 

 
3.2 Mechanisms have been put in place to resolve ongoing 

 performance issues with continued improvements in the Benefits 
 monthly performance. It is anticipated through the benefits 
 improvement plan that ongoing performance will remain consistent  
 throughout the year.  

 
3.3 Under performance seen in the Council Tax collection rate compared 

 to last year is due to the impact of the re-billing process and the 
 change to the payment installment plans.  Performance will recover in 
 line with the profiled target throughout the year.  

 
 
Contact Details:  Chris Smith 

Lead Officer – Data & Systems Access Selby 
 
Appendix:  April 2013 – June 2013 (Quarter 1) 
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Access Selby Performance Indicator Quarterly Report: 
April 2013 – June 2013 (Quarter 1) 
 
Report Type: PIs Report 
Report Author: Data & Systems 

Generated on: 08 July 2013 
 

 

 
PI Status 

 
Alert 

 
Warning 

 
OK 

 
Unknown 

 
Data Only 

 

Long Term Trends 

 
Improving 

 
No Change 

 
Getting Worse 

 

Short Term Trends 

 
Improving 

 
No Change 

 
Getting Worse 
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Quarter 1 

2012/2013 
Performance  

Latest Note 

SLA_001 
% of satisfied 
customers 

Aim to 
Maximise 

70.00% 98.63% 
   

97.33% 

How are we doing/Moving Forward? 

A total of 1464 satisfaction surveys have 
been completed in the first quarter with 
1444 customers satisfied with the service 
received. The satisfaction surveys 
measure satisfaction across all public 
facing business areas following successful 
roll out of the customer pledge within the 
Assets, Benefits, Community Officers and 
at the Customer Contact Centre.  

SLA_002 
% of contact 'right first 
time' 

Aim to 
Maximise 

90.00% 91.72%    91.04% 

How are we doing/Moving Forward? 
 
Total of 39728 contacts were made to the 
CCC for the period 01/04/13 – 
30/06/2013. A total of 36439 were dealt 
with at 1st point of contact. This good 
performance links to SLA001.  

SLA_003 
% satisfied with street 
cleanliness 

Aim to 
Maximise 

70.00%      
How are we doing/Moving Forward? 
 
Awaiting Update 

SLA_004 
% satisfied with leisure 
facilities provided on 
behalf of the Council 

Aim to 
Maximise 

70.00%      
How are we doing/Moving Forward? 
 
Awaiting Update 

SLA_009.1 

% or repairs to council-
owned properties 
completed within 
agreed timescales 
(EMERGENCY/URGENT 
REPAIRS combined) 

Aim to 
Maximise 

95.00% 98.30% 
   

91.81% 

How are we doing/Moving Forward? 
 
Target continues to be met and sustained 
with a performance consistently above 
98.00% since December 2012.  

SLA_009.2 

% or repairs to council-
owned properties 
completed within 
agreed timescales  
NON-URGENT REPAIRS 

Aim to 
Maximise 

90.00% 97.28%    98.82% 

How are we doing/Moving Forward? 
 
Target continues to be met and sustained 
with minimum variance month on month.  
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SLA_010 
Average time taken to 
re-let local authority 
housing 

Aim to 
Minimise 

24 days 21 days    20 days 

How are we doing/Moving Forward? 
 
Target continues to be met with processes 
in place to constantly look for any areas of 
possible improvement. High number of 
void properties this month with 2 hard to 
let 1 bed bungalows significantly affecting 
the figure overall target still on track  

SLA_013 

% increase in 
employees confidence 
and perception of the 
organisation 

Aim to 
Maximise 

       

How are we doing/Moving Forward? 
 
There are 27 targeted questions in the 
survey, for which we can measure the 
postivity of the result. In 2012, 20 of 
these showed an increase in positive 
responses. The other questions relate to a 
range of issues, for example the 
organisation’s core values. The Staff 
Survey action plan 2013 is designed to 
address these issues, alongside the 
themes picked up through the open-ended 
questions.  

SLA_014.1 

Inspection of premises 
in accordance with 
statutory code of 
practice (High Risk) 

Aim to 
Maximise 

100.00% 100.00%    100% 

How are we doing/Moving Forward? 
 
 
Inspections of high-risk premises: Food 
hygiene, health and safety and PPC 
(environmental permits). Resources 
are focussed upon higher & medium risk 
premises (SLA14.1 & 14.2 respectively) in 
accord with risk-rating schemes contained 
in Statutory Codes of Practice thus 
protecting consumers' public health and 
supporting businesses. To date all 5 
inspections falling within the scope of the 
indicator have been inspected and the  
shortfall noted in the previous month has 
been covered.  
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SLA_014.2 

Inspection of premises 
in accordance with 
statutory code of 
practice (Medium Risk) 

Aim to 
Maximise 

100.00% 100.00%    100% 

How are we doing/Moving Forward? 
 
Inspections of medium risk premises: 
Food hygiene, health and safety and 
PPC (environmental permits). 
Resources are focussed upon higher & 
medium risk premises (SLA14.1 & 14.2 
respectively) in accord with risk-rating 
schemes contained in Statutory Codes of 
Practice thus protecting consumers' public 
health and supporting businesses. 
Resources and plans in place to achieve 
performance in relation to annual 
inspection programme. Demand is 
comparable to the previous year at this 
period. Looking forward to cover increases 
over the next quarter.  
 
 

SLA_015 

% Response to 
Environmental Health 
enquiries and 
complaints 

Aim to 
Maximise 

100.00% 100.00%    100% 

How are we doing/Moving Forward? 
 
 
100% - 8 out of 8 food and safety 
complaints responded within target. 
(Checked 4th June 2013)  
Sub regional target is 95% through North 
Yorkshire Quality Management System 
(ISO accredited). Environmental Health 
business area has maintained high 
performance by continuing the working 
practices in respect of proactive & reactive 
work streams and excellent support from 
community officers in respect of general 
environmental health enquiries & service 
requests.  
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SLA_016 
Number of high risk 
enforcement issues 
resolved 

Aim to 
Maximise 

60.00% 100.00%    100% 

How are we doing/Moving Forward? 
 
 
The enforcement team has achieved a 
100% resolution rate for high risk 
enforcement cases for the 1st quarter of 
reporting  
 
 
 
  

SLA_018 

% of new benefit claims 
and changes processed 
within 5 days upon 
receipt of complete 
application 

Aim to 
Maximise 

90.00% 90.11%    80.28% 

How are we doing/Moving Forward? 

Consistent performance maintained 
throughout June 2013 has seen the team 
reach the 90.00% target as projected in 
the recovery plan. Monthly performance 
has increased from 83.02% in April to 
96.94% in June. Throughout the 2nd 
quarter of reporting it is paramount that 
the business area achieves a consistent 
level of performance to ensure the target 
is reached month on month. 

 

SLA_019 
% of Council Tax debt 
recovered 

Aim to 
Maximise 

21.86% 21.86%    30.38% 

How are we doing/Moving Forward? 
 
 
Reduced collection rate in June 2013 due 
to the impact of the re-billing process and 
the decision to move the monthly council 
tax instalment dates. It is anticipated that 
the collection rate will run alongside the 
profiled target set each month and meet 
the set target in March 2014.  
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SLA_020 
% of Council Rent debt 
recovered 

Aim to 
Maximise 

88.09% 90.06%    94.04% 

How are we doing/Moving Forward? 
 
 
Debt Control continues to work proactively 
with Community Officers, Customer 
Services , Communications & Taxation & 
Benefits to provide information & guidance 
to customers to help them manage the 
impact of Welfare Reform. Work loads and 
arrears have increased as predicted and 
we continue to engage with customers to 
offer benefits & welfare advice, advise on 
payment methods & options available to 
them and to contact us as soon as 
possible if they are struggling to pay their 
rent to try & prevent them getting into 
further financial difficulties and to try and 
minimise the impact on rent arrears and 
collection rates going forward.  

SLA_021 

% of applications 
considered within time 
under scheme of 
delegation 

Aim to 
Maximise 

80.00% 90.32%    59.33% 

How are we doing/Moving Forward? 
 
 
The first quarter of the 2013/14 financial 
year has been particularly successful. 
 The output of applications has also been 
relatively high which builds in some 
capacity/ resilience should difficulties arise 
later in the year. The main issue/challenge 
for the coming month and quarter is to 
ensure that publication of the Inspector's 
report into the Core Strategy does not 
unnecessarily cause delays in the 
progression of applications.  
Planning Committee for July has been 
rescheduled to 31 July, to allow reports to 
be redrafted to take account of the CS. 
Although this has created further work the 
team has risen to the challenge and it is 
considered that we should be able to get 
all items back onto the agenda.  
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SLA_023 
% of invoices paid on 
time 

Aim to 
Maximise 

85.00% 95.38%    91.42% 

How are we doing/Moving Forward? 
 
Slight drop in performance but still 
maintaining above target position. no 
underlying problems to report  

SLA_025 
% yield on commercial 
assets 

Aim to 
Maximise 

7.00%    
 

  

How are we doing/Moving Forward? 
 
Profiled target for the 1st quarter has been 
set at 1.75%.  The ROI at the end of Q1 is 
6.24% which is well above the 1.75% YTD 
target. 
 

The target ifor 2013-2014 is  7% for 
2013/14, which has already been achieved 
in the previous 2 years and should be 
achievable going forward. 
 

SLA_026 
Reducing internal costs 
on non operational sites 

Aim to 
Maximise 

 3.00%       

How are we doing/Moving Forward? 
 
Costs for Q1 have reduced by 9.26% 
based on one quarter of 2012/13 actuals. 
 

SLA_027 
% increase in income 
generation 

Aim to 
Maximise 

 Target to be 
agreed 

   
 

  

How are we doing/Moving Forward? 
 
The target has been set at the annual 
budget for the year. With Access Selby 
aiming to generate income over and 
above what has been recognised in the 
annual budget. 
 
Q1 achievement to budget 2.32% 
 
 

SLA_028 
% Efficiency 
improvements 

Aim to 
Maximise 

Target to be 
agreed  

      

How are we doing/Moving Forward? 
 
Q1 achievement to budget 2.86% 
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SLA_029 
% Productivity 
improvement 

Aim to 
Maximise 

Target to be 
agreed  

      

How are we doing/Moving Forward? 
 
Q1 achievement to budget 2.86% 
 
 

SLA_030 
% efficiency gain in 
outsourced services 

Aim to 
Maximise 

10%     
 

  

How are we doing/Moving Forward? 
 
The total presented for 2012/13 is 
cumulative – working towards the year 
3 target of 10% efficiency gain. 
 

Q1 achievement to budget 2.09% 
 

 

SLA_031 
Capital Programme 
Delivery 

Aim to 
Maximise 

 Target to be 
agreed  

      

How are we doing/Moving Forward? 
 
% Programme delivered in Quarter 1 
18.37% 
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Briefing Note 
 
Agenda Item No:     10. 
_____________________________________________________________   
 
To:    Access Selby Board  
Date:   15 July 2013 
Author: Gillian Bruce   
___________________________________________________________ 
 
Title:  Councillor Enquiries 
 
Summary: 
 
A new procedure for collating and reporting upon the status of enquiries from 
elected members has been agreed.  A pilot will run for three months from 1 
July 2013 with an ongoing review of the benefits.  The information gained will 
allow Access Selby to monitor performance against standards within the SLA, 
improve the method for handling enquiries and provide a link to the current 
ICT development project.    
   
Recommendation: 
 
This briefing is for information only. 
    
1. Background:  

1.1  Following an increase in enquiries escalated to Directors from 
Members, a procedure for capturing enquiries with their description and 
status was requested. 

 
1.2 Using the revised SLA with the Core, which identified service standards 

for Councillor Liaison, a mechanism for collecting information was put 
together following consultation with staff to produce a workable system. 

 
1.3 Instructions and guidance notes were issued to all staff ahead of the 

start of the pilot. 
 
1.4 The information is held on a shared drive which is accessible by all 

employees, but monitoring will be carried out by one person and 
updates issued to Directors on a monthly basis. 

 
1.5 The ambition for Access Selby is to transfer this process to a new CRM 

thereby increasing the potential for self service for councillors.  The 
potential benefits of this would be:  
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 Online access for Members to log new enquiries and check the status 
of existing enquiries. 

 Automated online updates from Officers to Members in order to 
improve communication and the speed of receiving updates. 

 Automatic forwarding of new enquiries to the most appropriate team 
 Clear focus upon service standards and the status of live enquiries.  

 
1.6 However, this approach towards self-service for councillors will be 

subject to compliance with Central Government’s ‘Code of Connection’.  
The code is in place to protect information held on or accessed through  
Local Authority networks relating to secure Government systems such 
as those used by Department for Work and Pensions.  Non-compliance 
would mean that sensitive information accessed through the network 
may not be protected and future access for Access Selby would be 
withdrawn.   

 
2. Conclusion: 
 
2.1  A procedure is now in place for logging and monitoring enquiries in 

one place which is accessible by all employees.  The system links to 
service standards within the SLA and will be monitored and reviewed 
over the next three months.   
 

2.2 Access Selby has the ambition to improve communication between 
councillors and officers and to provide an opportunity to increase self 
service with the potential use of a new CRM – however, this approach 
is subject to compliance with Central Government’s Code of 
Connection. 

 
2.3 The facilities available within a new CRM will depend upon the decision 

to either share the existing North Yorkshire County Council system or 
to procure a separate CRM to Access Selby’s particular specification.  

  
 

3.       Legal/Financial Controls and other Policy matters 
 
3.1    None 
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