
Access Selby 

BOARD 
 
Date:  7 September 2015 
Time:  4.00pm 
Place:  Meeting Room 8, Civic Centre, Doncaster Road, Selby 
To: Councillor Musgrave (RM); Councillor Cattanach (JC); Councillor 

Hutchinson (DH); Councillor Packham (RP); Jonathan Lund - Deputy 
Chief Executive (JL); Mark Steward - Managing Director, Access Selby 
(MS). 

 
cc. Karen Iveson- Executive Director, s151 (KI); Janette Barlow – Director 

of Business Services (JB); Keith Dawson – Director of Community 
Services (KD); Jodie Taylor – Lead Officer, Finance (JT); June Rothwell 
– Business Development Manager (JR). 

 
AGENDA 
 

Item Business Lead 

1. Apologies for Absence RM 

2. Minutes of the previous meeting 
 
To consider and approve the minutes of the meeting held on 6 July 
2015. Attached at pages 2 to 7. 

RM 

3. Access Selby Performance Review – July 2015 
 
To consider the report attached at pages 9 to 32. 

JR 

4. Access Selby Business Plan 2015/18 Workshop and Next 
Steps 
 
To consider the Access Selby Business Plan and discuss the next 
steps. Report attached at pages 33 to 52. 

JR 

5. Any Other Business ALL 

 



Access Selby Board 
MINUTES 
 
Date: 6 July 2015 
Time: 4:00pm 
Place: Meeting Room 8, Civic Centre, Doncaster Road, Selby, YO8 9FT 
 
Present: Councillor Musgrave, Chair (RM); Councillor Cattanach (JC); 

Councillor Hutchinson (DH); Councillor Packham (RP); Jonathan 
Lund, Deputy Chief Executive (JL); Mark Steward, Managing Director 
(MS); Karen Iveson, Executive Director (s151) (KI); Dean 
Richardson, Head of Operations (DR); Phil Jeffrey, Veritau (PJ); and 
Daniel Maguire, Democratic Service Officer (DM). 
 
 

Item Business Action 

 The Chair welcomed new members to the first meeting of the 
municipal year. 

 

1. Apologies for Absence 
 
None. 

 
 
 
 

2. Minutes of the Previous Meeting 
 
The Board received the minutes from the meeting on 27 April 
2015. A spelling mistake was noted in the second paragraph 
of minute number 3. 
 
DECISION:  The minutes were confirmed as a correct 
record, subject to the correction. 

 
 
 
 
 
 
DM 
 

3. Dates and times of future meetings 
 
The Chair sought the Board’s view on the provisional schedule 
of meeting dates and proposed 4pm as the start time for all 
meetings. 
 
DECISION:  The provisional schedule of meeting dates 
was agreed with the exception of the March meeting 
which will take place on Monday 14th March. The start 
time for meetings was set at 4pm. 

 
 
 
 
 
 
DM 
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4. Financial Results and Budget Expectations report to 31 
March 2015 
 
The Executive Director (s151) presented the report and 
advised that 2014/15 had been a positive year for Access 
Selby with a £220k surplus on services provided to Selby 
District Council. The Board’s attention was drawn to the 
£161k of additional planning income (a trend which has 
continued into the current year) and £111k salary savings 
which has had no demonstrable impact on services and 
delivery. It was reported that there was a shortfall in savings 
of £42k, however the in-year savings and revenue increases 
cover the shortfall. 
 
In response to a question from the Board it was reported that 
the work to repair the collapsed culvert at Portholme Road 
had gone out to tender, but returned tenders were 
significantly over budget. Further work is now being 
undertaken before retendering, but Access Selby is not 
exposed to any risk in relation to this. 
 
The executive Director (s151) was asked to source a response 
to a question from the Board regarding improvements to the 
roads at the industrial units at Hurricane Close. 
 
DECISION: To note the report, and specifically: 

(i) the carry forwards of £2.006m (£727k 
revenue and £1.279m) submitted to the 
Executive for approval; and 

(ii) the transfer of £63k General Fund profit to 
‘Access Selby Reserve’ and the £157k 
Housing Revenue Account profit to ‘HRA 
Balances (Access Selby)’ submitted to the 
Executive for approval. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KI 

5. Annual Internal Audit Report 2014/15 
 
The Executive Director (s151) introduced Phil Jeffrey, Audit 
Manager at Veritau, to the Board and explained the role and 
structure of Veritau as the Council’s internal auditors. 
 
Phil Jeffrey presented the report which concludes that the risk 
management and control framework operated by the Council 
provides ‘Substantial Assurance’. Some weaknesses had been 
identified in the control environment around Taxi Licensing, 
Partnerships, IT access controls and compliance with the 
Payment Card Industry Data Security Standard (DCI DSS). 
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The Board were able to ask questions of the Audit Manager. 
The Board asked that subsequent reports include an 
additional column in the ‘Summary of Key Issues from Audits’ 
table (pages 30 to 34 in the agenda pack) to highlight any 
actions and/or follow ups this will provide additional 
reassurance that risk is being managed effectively. 
 
DECISION:  To approve the Annual Internal Audit 
Report 2014/15. 

 
 
KI/PJ 

6. Partnership Agreement between Selby District Council 
and Access Selby 2015-2020 
 
The Deputy Chief Executive presented the report and 
explained that the initial Service Level Agreement was 
extended in 2014 for one year in order that a new Partnership 
Agreement could be considered by the new Council following 
the local government elections in May 2015. The new 
Partnership Agreement reflects the aim of maintaining 
genuine partnership working between the Core and Access 
Selby. The new Agreement also switches the focus from input 
specifications to outcome specifications, with outcome 
specifications reflecting the Corporate Plan. 
 
The Board were advised that the draft Partnership Agreement 
had been approved by the Executive at its meeting on 4 July 
2015 and that the Executive had authorised the Chief 
Executive to sign off after consultation with the Access Selby 
Board. It was noted that the outgoing Board had been 
involved with the drafting of the Partnership Agreement but it 
was felt that, given the proximity of the local government 
elections, it would be appropriate for the new Board to be 
given the opportunity to provide input. 
 
The Board were able to ask questions of the Deputy Chief 
Executive and the Managing Director. Concern was expressed 
that it may be premature to sign a new Partnership 
Agreement before the conclusion of the on-going review being 
undertaken by the Chief Executive. It was noted that the 
previous Service Level Agreement had expired and that 
Access Selby and Selby District Council were currently 
operating without an agreement, but any risk to either Access 
Selby or the Council remains a managed risk. 
 
The Board felt that it would be appropriate to consider the 
draft Partnership Agreement at a special board meeting to be 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
JL/DM 
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held upon completion of the Chief Executive’s review. 
 
DECISION:  To defer a decision on the Partnership 
Agreement to a special meeting to be held on a date 
after completion of the Chief Executive’s review. The 
Board confirmed its approval for Access Selby to work 
to the principal of the Partnership Agreement, but also 
noted the existence of the previous Service Level 
Agreement. 

7. Access Selby Draft Business Plan 
 
The Managing Director presented the report and advised that 
the draft Business Plan had been completed in April 2015 in 
line with the draft Partnership Agreement. The Business Plan 
seeks to draw on the strengths of both the commercial and 
public sectors and the trusted Selby District Council brand. 
The Plan is based on four strategic priorities, these being: to 
deliver the Partnership Agreement, to create commercial 
opportunities, to create resilience through shared working and 
to deliver efficiencies and maximise current income 
opportunities. The Board will receive a report on all Key 
Performance Indicators (KPIs), not just those in the 
Partnership Agreement, and a quarterly report will be 
provided to the Executive. 
 
The Board felt that it would be appropriate to defer a decision 
on the Business Plan to the September meeting, to allow 
Board members more time to consider the contents. 
 
DECISION:  To defer a decision on the draft Business 
Plan to the September meeting. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
DM 

8. Better Together – update on progress with the NYCC 
collaboration 
 
The Deputy Chief Executive provided a verbal update on 
progress with ‘Better Together’. There are three areas where 
Better Together is enabling collaboration between Selby 
District Council and North Yorkshire County Council: 
customers and community services (led by Rose Norris), 
property services (led by Jonathan Lund) and back office 
functions (led by Janette Barlow). So far the project has 
generated savings of £120k, with total savings over the five 
years projected to be £1.4m. 
 
DECISION: To note and endorse the report. 
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 The Board agreed to move to the private, commercial 
item on the Agenda 

 

9. Review of the Access Selby Risk Register 
 
The Chair agreed to consider this item after agenda item 5 
(above). 
 
The Executive Director (s151) provided an overview of the 
risk management process, the Covalent system and risk 
matrices. The Board asked that future agenda packs be 
printed in colour so that members could better understand the 
risk matrices. 
 
Phil Jeffrey presented the report and highlighted paragraph 
2.1 which confirmed a reduction in risks with a score of twelve 
or higher, from nine to seven. The Board asked questions of 
the Executive Director (s151) and the Audit Manager, Veritau. 
 
In response to a question from the Board it was confirmed 
that the Risk Register is reviewed every six months by the 
Board. Officers review the register on a formal basis every 
quarter, but in practice officers monitor it continually. The 
Board asked that the six-monthly review of the Risk Register 
be brought forward to the November meeting, and asked that 
the Work Programme be updated to reflect this. 
 
DECISION:  To endorse the actions of officers in 
furthering risk management. 

 
 
 
 
 
 
 
DM 
 
 
 
 
 
 
 
 
 
 
 
 
DM 

10. Any other business 
 
The Chair asked questions about performance within the 
Development Management Team (planning), and specifically 
about planning officer workloads. The Managing Director 
advised the Board that the complexity of the current 
planning workload required interim support. Funding is 
available and officers are seeking to recruit additional 
resources, however Access Selby is experiencing similar 
problems as other local authorities with regard the 
recruitment of suitably qualified planning officers. 
 

 

 
The meeting closed at 6:40pm. 
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Dates of Future Meetings 

Monday 7 September 2015, 4pm 
Monday 2 November 2015, 4pm 

Monday 21 December 2015, 4pm 
Monday 1 February 2016, 4pm 
Monday 14 March 2016, 4pm 
Monday 25 April 2016, 4pm 

 
Plus an additional meeting to schedule 

in late September / early October. 
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Agenda Item No: 3 
 
 
To: Access Selby Board 
Date: 7 September 2015 
Author: Chris Smith – Lead Officer Data & Systems  

 
  
Title:  Access Selby Performance Review – July 2015 
   
Summary: 
 
 This report is to update Access Selby Board with interim performance 

results and details of exceptions between targets and actual 
performance for the 2015/16 financial year in relation to Key 
Performance Indicators and Access Selby Projects. 
 

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

of the report. 
  
Reasons for recommendation 
  
 The on-going management of performance and improvement data 

enables the Council to monitor the level of service delivered by 
Access Selby, and can assist the Council in achieving its strategic 
priorities. 
 

 
1.0 The Report 

 
1.1 
 
 
1.2 
 
 
1.3 
 
 
 

The performance report includes 43 new performance indicators 
alongside Access Selby Projects split into the four corporate themes.  
 
Performance indicators for the relevant period together with 
appropriate commentary from officers are shown at Appendix A. 
 
Based on the reported data at the end of July 2015, results have 
exceeded target on 14 indicators, with 6 at Amber status and 1 Red. A 
total of 21 indicators still await baseline performance data and 
development due to being created as part of the new Partnership 
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1.4 
 
1.5 
 
 
 
 
 
 
1.6 
 
 
 
 
 
 
1.7 
 
 
 
1.8 
 
 
 
 
 
 
1.9 
 
 
 
 
 
 
 
 

Agreement in May 2015. 
 

 
 
A total of 8 projects are in progress and contained in the annex. 
 
With regard to planning performance and resource issues, as at the 
end of July the Authority had received an additional 11% increase in 
applications and over 200% increase in pre application enquiries.  By 
the end of July the authority had already received £450,000 which is 
equivalent to the entire projected budget for this service in previous 
years.  
 
The employment of agency workers was agreed in January and 
additional staffing resources at a senior level which Executive agreed 
in 5th March 2015. There has been a delay due to the poor response 
to our recruitment campaign and we have had to appoint agency 
workers. As at 3rd August 2015 we will have completed the recruitment 
to establishment and approved temporary posts. 
 
Officers engage with applicants and agents to improve the quality of 
applications, this often agreeing an extension of time beyond the 
statutory 13 weeks. The performance data reflects this approach. 
 
We have seen some strong performance in Assets, despite high 
turnover, (5 of 20 trades’ team, 4 of which are now filled) by managing 
resources & sub-contracting work, where necessary, to maintain 
performance. This has had some impact upon PA001 (Letting of 
General Needs Properties) along with the impact of some hard to let 
properties. 
 
A new Customer Relationship Management (CRM) system has been 
installed at the Customer Contact Centre (replacing the previous 
system which was 8 years old). The new system provides greater 
flexibility as it links with the NYCC system allowing the potential for 
future shared resources across both organisations.  In addition we 
have installed TV screens to display live call demand data to all phone 
staff to allow the whole team to dynamically manage their own service 
delivery. 
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1.10 
 
 
 
 
 
 
 
1.11 
 
 
 
 
 
1.12 
 
 
 
 
1.13 

The improvements in infrastructure have coincided with a trend of 
reducing call numbers compared to previous years. To date this year 
we have received 44,035 phone calls compared to 50,706 at the same 
time last year. The trend for on-line and email contacts continues to 
increase. To date this year we have received 1,470 eform and email 
requests for service compared to around 1000 during the same period 
in 2014. 
  
Performance continues to be strong in both phone and face to face 
response times. The year to date average phone wait time is 2 minutes 
7 seconds (compared to 2 minutes 37 seconds at the same point last 
year). The average face to face wait time is 7 minutes 75 seconds 
(compared to 11 minutes 15 seconds at the same point last year).  
 
We have also seen strong performance in Benefits & Taxation (PA12 - 
time taken to process Housing Benefit/Council Tax Benefit new claims 
and change events) which is a service that has a direct impact upon 
supporting some of our most vulnerable customers. 
 
Further projects exist within Access Selby but these have been 
assigned to different project governance and therefore this is reported 
outside of this board. 
 

2.0 
 
2.1 
 
 
 
2.2 
 
 
 
 
 
2.3 
 
 
2.4 
 

ICT Board / Better Together Projects/ PLAN Selby 
 
The ICT Strategy has a substantial work programme but is outside the 
scope of this report because it operates within a specific governance 
structure reporting to ICT Board on a quarterly basis. 
 
The Better Together programme also has a number of projects and is a 
significant programme of work split into 3 categories of Property, Back 
Office and Customer & Community and these are reported through the 
Better Together Steering Group and are therefore, outside the scope of 
this report to prevent duplication of reporting and governance. 
 
This Board will also receive separate reports concerning finance 
outturn and risk management. 
 
PLAN Selby similarly, has a specific governance and Programme 
Board in place and is outside the scope of this report. 
 

3.0   Legal/Financial Controls and other Policy matters 
  
3.1   Legal Issues 
  
  There are no legal issues as a result of this report. 
  
3.2  Financial Issues 
  
 Any actions identified for improvements to performance would need to 
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be properly assessed for financial implications and, if required, 
approval for any additional funding sought and such issues would be 
highlighted in the budget exceptions report elsewhere on the agenda. 
 

4.0 Conclusion 
  
4.1 
 
 
4.2 
 
 
 
4.3 
 
 
4.4 

In summary, the Access Selby performance indicators have so far 
exceeded target on 14 indicators where data has been presented.  
 
Further work on the baseline data for the 21 indicators that currently do 
not have any reported data will continue with the intention of having 
performance figures by the end of quarter 2. 
 
Demand and data intelligence is required to ensure we continue to 
meet the targets set for the remainder of the year. 
 
Additionally, development of performance measures, and other 
development projects within the Partnership Agreement need to be 
kept under regular review, and be afforded the necessary priority in the 
work plans of Access Selby and The Core, so that targets may be 
achieved. 
 
 

 Contact Details 
 Chris Smith 

Lead Officer Data & Systems 
csmith@selby.gov.uk 
 

  
 Appendices 
  
 Appendix A – Access Selby Performance Indicator Report & Projects 
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Access Selby Performance Report – April 2015 – July 2015 
 
Report Type: PIs Report 
Report Author: Chris Smith 
Generated on: 25 August 2015 
  

 
  

 
 
 

Access Selby Performance Status 
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Corporate Theme Delivering Great Value Status Chart 

Delivering Great Value 

 
    

Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_013 
(Benefits & 
Taxation) 

Net cost to local 
taxpayers has 
reduced 

Aim to Maximise £7.77 per head      This will be reported in Quarter 4  

PA_014 

Increase the 
number of 
contacts dealt 
with 'right first 
time' 

Aim to Maximise 3.6%     
This will be reported in Quarter 2 
following the implementation of the new 
CRM software in July 2015  

PA_015 

 
Increase the % of 
customers who 
are seen by the 
agreed customer 
standard 
 
 

Aim to Maximise 60.00%     

Performance in relation to customer 
contact centre service targets can be 
seen in PA_016 & PA_017. 
 
The customer standard  is subject to the 
adoption of the Customer Strategy  
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Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_016 

The average wait 
time before a 
customer is seen 
by an advisor. 

Aim to Minimise 10.00 min 7.75 min    

A new Customer Relationship 
Management (CRM) system has been 
installed at the Customer Contact Centre 
(replacing the previous system which was 
8 years old). The new system provides 
greater flexibility as it links with the 
NYCC system allowing the potential for 
future shared resources across both 
organisations.  In addition we have 
installed TV screens to display live call 
demand data to all phone staff to allow 
the whole team to dynamically manage 
their own service delivery.  
The improvements in infrastructure have 
coincided with a trend of reducing call 
numbers compared to previous years. To 
date this year we have received 44,035 
phone calls compared to 50,706 at the 
same time last year. The trend for on-
line and email contacts continues to 
increase. To date this year we have 
received 1,470 eform and email requests 
for service compared to around 1000 
during the same period in 2014.  
Performance continues to be strong in 
both phone and face to face response 
times. The year to date average phone 
wait time is 2 minutes 4 seconds 
(compared to 2 minutes 37 seconds at 
the same point last year. The average 
face to face wait time is 7 minutes 45 
seconds (compared to 11 minutes 15 
seconds at the same point last year).  
 

PA_017 

The average wait 
time before a 
customer phone 
call is answered 
by an advisor 

Aim to Minimise 2.00 min 2.07 min    

PA_018 

Contact passed to 
the back office 
responded to in 
accordance with 
customer 
standards 

Aim to Maximise 

Target to be agreed 
when new customer 

standards are 
adopted  

    This is subject to the adoption of the 
Customer Strategy  
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Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_019 % of Council Tax 
debt recovered Aim to Maximise 38.90% 

Profiled Target 39.22%    

We are 0.32% ahead of target which is 
equivalent to £150.5k. The collection rate 
among CTS recipients is 36.14% [WA 
employed 27.31%; WA Other 36.21%; 
Pensioner 42.19%].  

PA_020 % of Council Rent 
debt recovered Aim to Maximise 93.61% 

Profiled Target 93.83%    

Collection at the end of July is running at 
93.83% which is slightly higher than this 
time last year by 0.65% & ahead of 
target by 0.22%. We take every 
opportunity to engage with customers to 
ensure they are getting all the support & 
guidance that is available to them and 
ensure the take up of DHP is maximised 
to its full capacity where applicable to 
mitigate the impact of Welfare reform & 
other difficulties tenants are continuing 
to experience in the current economy 
where wages are not increasing at the 
rate of inflation/cost of living. We work 
closely with other departments and 
external agencies to ensure that 
customers are claiming all possible 
benefits they are entitled to and strive to 
be proactive with tenants in arrears and 
attempt to engage with them at the 
earliest opportunity to prevent them 
getting into further financial difficulties. 
 
  

PA_030 

Business 
Development - 
Projects delivered 
to programme 
milestones 

Aim to Maximise 

80% of project 
milestones reported 

‘Green’  
 

73.00%    

8 of the 11 projects are on target  
   
3 projects have slipped.  
   
Intranet: Project delayed sue to 
extended time taken by NYCC to build 
the software  
   
Commercialisation Programme - 
Lifeline Phase 2 – project on track with 
pilot launched for a new service level.  
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Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

Commercialisation - Repairs and 
maintenance - although milestones 
were delayed, progress the project is 
now on track and timescales have been 
realigned to new expectations as agreed 
by the SRO.  
   
Benefits for this period  
Selby has a new website  
A new Partnership Agreement has been 
developed  
A new Business Plan has been developed 
for Access Selby  
The sale of Repairs and maintenance is 
commencing  
 

PA_032 % of Sundry Debt 
recovered Aim to Maximise 55.72% 

Profiled Target 59.37%    

Collection is running at 3.65% higher 
than this time last year. We are currently 
working on the improvement plan for 
Debt Control and one of the actions is to 
review sundry debt procedures to 
improve collection and ensure supporting 
documentation from service areas 
requesting an invoice is correct and in 
place to enable effective recovery action 
for non payment to take place  

PA_034 

Reduction in 
successful 
challenges to 
decisions 
 

Aim to Minimise No successful 
challenges 0    

 
No challenges made in Q1  
 

PA_039 

OD strategy 
targets & 
milestones 
delivered 

 

Targets specified 
within the work 

plan to be 
confirmed in 
October 2015  

    This will be reported in Quarter 2 

PA_043 
Maintain 
accreditation 
(Lexel) 

 Accreditation 
awarded      This will be reported in Quarter 4 
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Access Selby Project Update 
   
Code Action Title Managed By Due Date Status 

Icon Progress Bar Latest Update 

AS_BD_R&M Repairs and Maintenance 
Commercialisation Drew Fussey 31-Mar-2017   

Stage 1 completed on the 14/7/15 with joinery 
and electrical trades now being offered to the 
public and business. 

AS_BD-INMU Safer Selby Hub - Integrated 
Neighbourhood Management Drew Fussey 30-Jun-2016   

Phase 1 now complete (see the attached 
document). Phase 2 - Full test: the Business Case 
for phase 2 will be presented to the next Better 
Together Board on the 9 September requesting 
funding for analytical support and outlining the 
need for some admin support. The Delivery Group 
is developing the PID to be agreed at the Next 
Project board on the 23 September.  
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Corporate Theme To Do Business Status Chart 

To Do Business 

 
 
 

Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_005 

Increase in the 
number of major 
applications 
presented to 
commitee within 
time 

Aim to Maximise 65.00% 83.33%    

In respect to the number of majors being 
presented to Planning Committee in time 
it is noted that officers have been 
agreeing extensions of time with 
applicant and working to resolve issues 
within those timescale to reduce the 
potential for designation as a Standards 
Authority.  The current KPI reflects this 
approach.  
 
High levels of demand for the Service 
continued in July with £71.5k being 
received in income and the total fees to 
date to £464K. In addition the Service 
received 86 new (all types of planning) 
applications during the month, the 
highest number recorded since records 
began to be collated in 2011.  
  
A report into staff resources was 
accepted by Selby Directors. The report 
took a holistic approach to the 
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Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

development function, including business 
support, environmental health and legal 
services as well as additional resources 
for development management.  
 
It is anticipated that the current level of 
staff will enable sufficient resource to 
determine current applications and to 
reduce overall workloads. We will 
continue to monitor the position. 
  
The Berkshire Court case in respect of 
affordable housing contributions will 
serve to increase workloads as 
applications of this nature will now be 
required to be accompanied by section 
106 agreement and are likely to require 
some degree of negotiation and possibly 
viability appraisal.  

PA_006 

Increase in the 
number of 
planning 
performance 
agreements 
delivered 

Aim to Maximise Year on year 
increase      

This will be reported in Quarter 2 
 
In the last two years only 1 PPA has been 
signed.  

PA_007 

Increase in the 
number of 
planning 
applications 
supported through 
the planning 
surgery service 

Aim to Maximise Year on year 
increase      

This will be reported in Quarter 2 
 
During 2014/15 the data was collected 
through the Aspire system. From mid 
July we transferred to the NYCC Lagan 
system. We are currently in the testing 
phase of the new system and in the next 
quarter we will be in a position to 
compare the demand for the planning 
surgery.  
 

PA_008 

Growth in 
developer 
satisfaction with 
the relationship 

Aim to Maximise 

Increase in positive 
feedback from the 

biennial agent 
meetings  

    Baseline data will be presented in 
Quarter 2 
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with the planning 
service 

                

Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_035 

Marketing/ 
Communications 
projects delivered 
to programme 
milestones 

Aim to Maximise 
80.00% of project 

milestones reported 
‘Green’ 

75.00%    

Benefits for this period  
Tour de Yorkshire  
   
Campaign of proactive media 
engagement  
·          Supported overall media 
coverage of the event valued at £104m 
across the whole race  
·          Locally, we secured eleven pages 
of uninterrupted positive coverage in 
Selby Times, alongside important 
broadcast media coverage on Look North 
and local radio.  
·          We organised a visit of the Tour 
trophy to the district and the associated 
PR.  
Online and social media campaign  
·          We published over 200 Tweets 
and Facebook posts specifically about the 
race  
·          This helped to generate over 200 
new Twitter followers a 36% increase in 
Facebook followers  
Business engagement  
·          We had over 40 attendees at our 
Tour de Yorkshire business event, which 
was ten times as many as the number 
attending in either York or Leeds.  
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Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

Marketing collateral  
·          We distributed 7,000 leaflets 
about the event and the Selby Cycling 
Festival  
The measure relates to milestones within 
a wide range of projects: there are 
currently over 20 service specific projects 
(the number changes as new issues 
emerge), and it also includes the 
management of one of the corporate 
Programme for Growth projects.  The 
delivery of some mid-project work has 
been superseded by other emerging 
issues during the period where there is a 
greater urgency: this is the nature of the 
way the service supports the 
Council.  There is no indication, however, 
that this will impact on the overall 
completion of the projects on 
time.  Progress of the work plan is 
monitored on a weekly basis.  
 

 
 
Access Selby Project Update 
 
Code Action Title Managed By Due Date Status 

Icon Progress Bar Latest Update 

AS_BEN_UC1516 USDL - Universal Support Delivered 
Locally Ralph Gill 31-Oct-2015   

DWP advising that SDC area will go live on UC in 
November 15 as part of Tranche 3  

AS_R&BJV201516 Revenues and Benefits Partnership Selby 
and Craven Glenn Shelley 31-Mar-2017   

Q1 Update 
Project documentation completed - Brief, Business 
case, PID, Action list, Issues list, Risk register  
PIM, PQQ and OEJU notice drafted - await sign off  
Pre procurement market test calls made and 
paperwork amended from feedback with Capita, 
Civica, Meritec, Northgate  
R&B Team informed of project commencement  
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Code Action Title Managed By Due Date Status 
Icon Progress Bar Latest Update 

Met with service areas and impacts across areas 
discussed  

SLA_Proj_002 Community Infrastructure Levy Keith Dawson 31-Dec-2015   
Project plan in place to deliver CIL from December 
2015 

SLA_Proj_009 Business Plan June Rothwell; Mark 
Steward 29-Mar-2018   Project Completed 

 
 
 
Corporate Theme To Enjoy Life Status Chart 

To Enjoy Life 

 
 
 

Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_001 

Average time 
taken to re-let 
General Need 
Housing 

Aim to Minimise 24 days 25.3 days    

In July there were 9 general needs 
properties that were re-let and the time 
taken to re-let them was 25.7 days - this 
is less than in the July 2014 which saw 
14 properties let but in an average of 
21.5 days.  
The lower volume of properties means 
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Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

that the impact of hard to let properties, 
upon performance, is greater. Two 
general needs properties were vacant for 
7 weeks which increased the average 
significantly. One property was a 2 
bedroom first floor flat and the average 
time to let these properties in 2014/2015 
was 10 weeks (average based on 3 
properties).  
In addition, there has been some impact 
arising from a period of high turnover in 
the trades team (5 of 20 trades team, 4 
of which are now filled) and a focus upon 
maintaining performance regarding PA4.1 
Percentage or repairs to Council-owned 
properties completed within agreed 
timescales (EMERGENCY/URGENT 
REPAIRS combined).  
 

PA_002 

Average time 
taken to re-let 
Sheltered Need 
Housing 

Aim to Minimise 28 days 25 days    

There were 15 Sheltered Properties re-let 
in July and they took an average of 25.2 
days to let which is under target. Some 
quick wins have reduced the average 
time to re-let significantly with 2 
properties taking just 2 weeks to 
turnaround. The longest vacant property 
was vacant for 13 weeks and that was a 
sheltered flat in a village location.  

PA_004.1 

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

Aim to Maximise 97.00% 98.91%    

5 jobs out of 532 not attended within the 
agreed target, however 50 more jobs 
than the same period last year. much of 
the month spent with 5 out of the 20 
trades staff short due to staff vacancies 
and delays in recruitment. 4 out of the 5 
vacancies now filled with start dates 
imminent. targets have been met with 
the help of Sub contractors.  

PA_010 Increase in 
Council Tax base Aim to Maximise 29,272 29,405    

In July the number of chargeable 
dwellings increased by 38 properties. At 
the same time we had a reduction of 12 
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in the number of exempt properties, 
giving a total increase of 50 chargeable 
dwellings.  
 
However it should be noted that there 
continues to be a dampening effect 
caused by people moving home with 101 
properties given a 100% discount (up by 
2 from last month), but this is only 
awarded for 1 calendar month, after 
which it reduces to 20%. However it is 
anticipated that the trend for a high 
number of people moving will continue 
until the autumn. Once this settles down 
we should see a higher increase in the 
Base. 

 
 

Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_012 

Time taken to 
process Housing 
Benefit/Council 
Tax Benefit new 
claims and change 
events 

Aim to Minimise 7.00 days 5.34 days    

This measures the number of calendar 
days from receipt of a new claim or 
change notification to processing the 
item, so includes the time it takes to for 
the claimant to provide outstanding 
information or evidence. At present we 
are up to date and occasionally 
processing claims and changes on the 
day of receipt. The reported figure is for 
HB claims and changes only. The same 
figure for CTS is 4.45 days. Overall for 
HB & CTS the figure is 4.37 days.  
 
There has been a marked reduction in 
the number of benefit changes received, 
which exceeds the seasonal lull in activity 
over the summer and is likely to be a 
residual effect of DWP rationalising the 
way in which they notify changes to 
DWP/HMRC benefits. This has allowed us 
to get up to date n processing terms. 
However there has also been a sharp 
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Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

increase in new claims, which longer 
term may see the caseload as a whole 
increase and therefore overall activity will 
go up.  

PA_021 

Percentage of 
Non-domestic 
Rate debt 
recovered 

Aim to Maximise 36.16% 
Profiled Target  36.59%    

We have collected 0.28% over target 
after allowing for Drax Power Station 
spreading 15 months arrears (£1.058m) 
over the next 15 months from July. The 
arrears are due to an increase in RV from 
April 14 due to a new biomass plant.  

PA_023 

High levels of 
Client / Partner 
Satisfaction are 
achieved 

Aim to Maximise 86.00% 100.00%    

The pilot survey produced the following 
results:  
 
Response from the Core 100% of staff 
responding were 'satisfied' based on a 
sample size of 2.  

PA_025 

Housing 
Development 
Strategy targets 
and milestones 
delivered 

 
Year 1  

Start 5 units 
Completions 2 units  

    This will be reported in Quarter 2 

PA_026 

Maintain the % of 
food 
establishments 
which are broadly 
compliant with 
food law ( as a % 
of total number of 
food premises) 

Aim to Maximise 90.00%     This will be reported in Quarter 2 

PA_027 

Delivery of the 
Streetscene 
contract 
 
 

Aim to Maximise 

  
95% of contract 
management PIs 

Green  
 

    

 
 
This will be reported in Quarter 2 

PA_028 

Delivery of the 
Leisure 
Management 
contract 
 

Aim to Maximise Baseline developed 
September 15       

 
 
This will be reported in Quarter 2 
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Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_029 

The number of 
empty properties 
brought back into 
habitable use 

Aim to Maximise 
Year 1 = 12 

Quarterly profile  
= 3 

0    

While we have not yet reported any 
formal successes in 2015/16, positive 
discussions continue with a number of 
landlords. In addition, we are in the 
process of negotiating dedicated 
specialist expertise to support our work 
in bringing empty homes back into 
habitable use and would expect to have 
this additional resource in place within 
the next month. Officers would still 
expect to meet the target of 12 empty 
properties brought back into habitable 
use by the year end.  
 
 
 

PA_037 

Enforcement - 
Work plan to be 
developed and 
delivered 

 

Work plan to be 
developed and 

delivered by Nov 
2015  

    

The Council’s Enforcement Policy is 
scheduled for consideration by Executive 
of the 5th November 2015. Progress will 
be reported subsequently, subject to 
determination by Executive. 
 

PA_038 

Asset 
management 
strategy targets 
and milestones 
delivered 

 

New Asset 
Management 

Strategy approved 
Dec 15 

  

    This will be reported in Quarter 2 

PA_040 

Policy work 
commissioning 
arrangements in 
place 

 July 2015 Complete    

Policy work commissioning arrangements 
commenced, with interim Head of Policy 
in place.  

PA_041 

Policy work 
programme 
agreed and 
targets / 
milestones set 

 
Targets will be 

confirmed 
September 2015   

    

The Policy Team will seek to develop a 
new work programme in Q2, based on a 
review of current procedures and 
priorities, linked to timescales in the 
broader corporate review. In Q1, 
progress has been made in the following 
areas:  
The approval of two new Licensing 
Policies; Taxi Licensing and Scrap Metal 
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Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

Dealers.  
The commencement of reviews of the 
Corporate Enforcement Policy, the 
Licensing Policy and the Car Park 
Strategy.  
The completion of quarter 1 horizon 
scanning reporting schedule and 
commencement of quarter two reporting.  
YNYER Housing Strategy and Draft Selby 
Homelessness Strategy and Action Plan 
progressing for Executive approval on 4th 
June.  
Working with Broadacres towards a 
possible rural affordable housing scheme 
in Stutton in response to identified need. 
Local housing needs survey started in 
Riccall  
 

PA_042 

Delivery of 
Housing Revenue 
Account Business 
Plan, Empty 
Homes Strategy 
and Homelessness 
Strategy 

 
Targets specified 

within the 
strategies  

    This will be reported in Quarter 2 

 
 
 
 
 
 
Access Selby Project Update 
 
Code Action Title Managed By Due Date Status 

Icon Progress Bar Latest Update 

AS_OD 1516 Access Selby Organisational Development  31-Mar-2016    
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Code Action Title Managed By Due Date Status 
Icon Progress Bar Latest Update 

Strategy The organisational development strategy is being 
reviewed and will be considered by CMT in October 
2015. 
 
 

 
 
 
 
 
Corporate Theme To Make a Difference Status Chart 

To Make A Difference 

 
 
 

Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_003 
Revenue from 
occupied 
commercial  units 

Aim to Maximise £234,000      This will be reported in Quarter 2 

PA_011 
Increase in 
Business Rates 
Retention 

Aim to Maximise £3,000,000 £2,996,150    

We have seen a £35.8k increase in RV for 
July.  
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Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

We are now showing a £746k surplus to 
the Funding baseline which means I am 
forecasting a levy payment of £373k.  
 
Retained income is therefore marginally 
up to £1.29m including renewables plus 
£447k in S31 grants.  

PA_022 % of satisfied 
customers Aim to Maximise 85.00% 99.32%    

A total of 877 satisfaction surveys have 
been completed for the period 1 April 
2015 to 30 June 2015 with 871 
customers satisfied with the service 
received across the range of customer 
facing business areas.  

 

Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_024 

 
Reduce levels of 
contact 
 

Aim to Minimise 5.00%      This will be reported in Quarter 2 

PA_031 

Business Support 
- Delivery of SLA 
milestones and 
target - in 
accordance with 
commissioing 
document or SLA 
with the Core 

Aim to Maximise Baseline established 
in September 2015       

 
 
 
 
This will be reported in Quarter 2 
 
 
 
 

PA_033 

ICT Strategy 
targets and 
milestones 
achieved 

Aim to Maximise 80.00% 73.00%    

8 of the 11 projects are on target  
  
3 projects have currently slipped:  
  
Environmental Health (M3) / 
Planning (IDOX) Migration Project: 
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Currently data cleansing out of M3 to 
ensure data quality into IDOX. An extra 8 
weeks has been allocated to the project 
for this work to be completed.  
  
PCI_DSS – Credit Card Compliance 
  
Following an audit report we are waiting 
for an on-site consultant to provide an 
improvement plan on the work required  
to become compliant and continue taking 
credit card payments from customers to 
pay for services. 
  
Address Intelligence Project (UPRN) 
– linking all the address databases 
into one master database. 
 
This project has been delayed due to the 
implementation of the CRM project. Work 
has started on creating a central address 
database through the LLPG.  
  
Benefits for this period 
Street Naming & Numbering have 
generated =£8k in fees and charges 
throughout Quarter 1  
  
Planning software (Uniform9) upgrade 
has been completed alongside the Annual 
Billing project  
  
All current software applications remain 
supported and up to date throughout 
Quarter 1 Performance Management 
Framework in place with dashboards 
created for all Covalent users. The new 
Partnership Agreement KPIs have been 
entered onto Covalent alongside the key 
projects from the Corporate Plan, Better 
Together, PFG and Strategic Staircase.  
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Code Short Name Direction of 
Travel Current Target Current Value 

Short Term 
Trend 
Arrow 

Long Term 
Trend 
Arrow 

Traffic Light 
Icon Notes & History Latest Note 

PA_036 

Demonstrate 
improved value 
for money in an 
Annual Value for 
Money statement 

Aim to Maximise Year 1 = £367,850      This will be reported in Quarter 4 

 
Access Selby Project Update 

Code Action Title Managed By Due Date Status 
Icon Progress Bar Latest Update 

AS_BD_LL Lifeline Phase 2 Simon Parkinson 31-Mar-2016   

AS Directors approved go ahead of pilot of a 
friends and family service level to be presented to 
Exec  
Project on track with pilot launched for new 
alternative project/service level offer. 
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Agenda Item No: 4 

 
 
To:  Access Selby Board      
Date: 7 September 2015 
Author: June Rothwell, Business Development Manager 
 
 
Title:  Access Selby Business Plan 2015/18. 
 
Summary: This report outlines the new Business Plan for Access Selby 2015 / 2018. 
  
 The Business Plan sets our Vision, strategic priorities and objectives for 

the next 3 years and sets out our ambitions for the future development of 
Access Selby. 

 The Business Plan has been drafted taking into account the new 
Corporate Plan, the new Partnership Agreement and the development of 
Access Selby’s Performance Management Framework. 

Recommendation: 
 
That the Access Selby Board consider in detail the proposed Access Selby 
Business Plan 2015 / 2018 and provide comments and guidance which will be 
used to revise and prepare a final plan to be brought back to the Board for 
approval. 

1. Introduction and background 

1.1 The Business Plan for Access Selby is the guiding document for the development 
of Access Selby. The current Business Plan was completed in April 2015 and 
presented to the Access Selby Board for comment on 27 April 2015 and 7 July 
2015. 

1.2 The new Access Selby Board provided some initial comments regarding the 
Business Plan and agreed that it would be appropriate to defer a decision on the 
Business Plan to the September meeting, to allow the Board members more time 
to consider the contents. 

2. The Business Plan 

2.1 The draft Business Plan has been developed with the input of Business 
Managers and Lead Officers. The process of review commenced with workshops 
which reviewed and developed the Strategic Priorities.  Strategy Maps and 
Strategic Objectives were then developed based on the Corporate and Business 
Plan Priorities, using balanced scorecards. 

33



2.2 Facilitated work with Access Selby Business Managers and Lead Officers 
produced service improvement plans, balanced scorecards for each service and 
provided service contributions to the development of a new set of performance 
measures based on the proposed Strategic Objectives resulting in revised Key 
Performance Indicators. Following this, Corporate and Strategic Management 
Teams have given input into the new agreement and performance indicators. 

2.3 The Business Plan provides our roadmap for Access Selby’s future success, 
providing business direction, defining our priorities and objectives, maps out 
strategy to achieve our goals and sets specific goals and programmes for 
achieving them and how we will measure performance. 

2.4 The draft Business Plan sets out our Vision, Values, Strategic Priorities and 
Objectives for the next three years and the plans and projects for their delivery. 

2.5 The Business Plan will be for a three year period and will be used as a live 
document which will develop as Access Selby grows and changes. The Plan will 
be reviewed annually and performance reported quarterly to the Access Selby 
Board. 

 
2.6 The agreement recognises the proposed reduced cost envelope and the 

requirement to deliver efficiency saving and increased income.  

2.8 The performance measures will assist the services to monitor the outcomes that 
the business expects to be delivered, whilst providing enough flexibility for the 
business to operate in a responsive and innovative way. 

2.9 A detailed presentation which examines the content of the draft Business Plan is 
now presented to the Board for consideration, detailed discussion and to give the 
opportunity for the Board to propose revisions to the Business Plan. 

2.10 The comments and proposed amendments to the Plan will be used to guide the 
development of a revised Business Plan which will be drafted for the approval of 
the next Access Selby Board meeting.  

3. Legal/Financial Controls and other Policy matters 

3.1.  Legal Issues 

None as a direct result of this briefing. 
 
3.2.  Financial Issues 
 

Financial Officers have been involved in the drafting of the Business Plan. There 
are no financial issues as a direct result of this briefing. 

4. Background Documents 

4.1  Draft Access Selby Business Plan (attached Appendix 1)  
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EXECUTIVE SUMMARY 
 

Our Business Plan is about how Access Selby wants to grow and develop over the next three 

years.  

The Business Plan provides our roadmap for Access Selby’s future success, providing business 

direction, defining our priorities and objectives, maps out strategy to achieve our goals and sets 

specific goals and programmes for achieving them and how we will measure performance. 

The Business Plan sets out our Vision, Values, Strategic Priorities and Objectives for the next 

three years and our plans and programmes for their delivery. 

The Business Plan be for a three year period and will be used as a live document which will 

develop as Access Selby grows and changes. The Plan will be reviewed annually and 

performance reported quarterly to the Access Selby Board. 
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SECTION 1: ACCESS SELBY 
Introduction 

Our Business Plan is about how Access Selby wants to grow and develop over the next three 

years.  

We are an ambitious organisation. While we are proud of our successes in delivering value for 

our clients and great services for our customers, we do not want to stand still. Rather, we want 

to see the organisation expand and improve, because we believe this is the best way to create 

sustainable, resilient services for our customers, opportunities and security for our staff and 

long-term value for our clients. 

This Plan sets out our priorities and intended work programme for the coming years. 

Background 

Access Selby is the arm’s length delivery vehicle for the provision of services to Selby District 

Council and other organisations. Assess Selby 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 it is the Council’s trusted partner for 

delivering a wide range of services direct to the community. 

Access Selby is designed to make the very best use of resources to deliver key public services, 

we deliver our services to the Council, to other public service organisations, private sector clients 

and the public. 

Approach 

Access Selby has at its heart public service values combined with a commercial approach. 

Our public service ethos provides a clear focus on delivering best value for the customer and 

that we conduct our business with integrity, accountability, honesty and transparency.  Access 

Selby is fully committed to making a positive impact on wider community growth and 

sustainability.  

Our commercial approach and innovate ways of working ensures we meet the needs of our 

customers through the delivery of value for money, sustainable services. 
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SECTION 2:  
OUR VISION AND VALUES 
Our Vision 

As part of the development of Access Selby, we have a clearly identified vision that continues to 

be as relevant in 2015 as it was four years ago. 

Our vision is …to deliver services right first time, focusing on the priorities identified by the 

Council, achieved by our people working in innovative, flexible and cost effective ways. We 

will seek to maximise income generation to enable re-investment in local services and to 

ensure Access Selby will sustain and enhance its business. 

 

Our Business Plan will enable Access Selby to deliver in line with Our Vision. 

  

Our Values 

Our Vision is underpinned by a set of values that pervades everything we do. We are firmly 

committed to delivering quality services not just for our clients, and for our customers too, and 

put them at the heart of our services. We are committed to making our people the best they can 

be, creating the right culture where people can excel. Our values are a set of clear rules that 

underline our work, how we will work as an organisation, and all our staff, hold, and highlight our 

place in the community.  They have been devised to be the guiding principles which dictate 

our behaviour and actions in the workplace. 

  

To enable re-
investment in 
local services 

Right First Time 

Focus upon 
Priorities 

Our People 
Innovative, 

Flexible & Cost 
Effective 

Maximise 
Income 

Sustain & 
Enhance the 

Business 
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SECTION 3:  
OUR STRATEGIC PRIORITIES AND OBJECTIVES 
 

Through workshops and in consultation with staff, we have identified four Strategic Priorities for 

Access Selby for the next three years that will help us achieve our ambitions: 

• We will deliver the Partnership Agreement 

• We will create commercial opportunities 

• We will create resilience through shared working 

• We will deliver efficiencies and maximise current income opportunities 

This Business Plan sets out our plans for delivering these priorities, identifying specific activity 

that is to take place over the next year and the building blocks that will be put in place to support 

future delivery of these aims.  

At the same time, this Business Plan describes our role in delivering the strategic objectives for 

the district, as set out through the Corporate Planning process, and the nature of our relationship 

with our core customers – the citizens of Selby. 

 

• Manage budgets well 
• Achieve agreed levels of customer satisfaction 
• Improve the quality of service delivery processes 
• Increase levels of productivity 

Deliver the 
Partnership 
Agreement 

• Increase income from new customers 
• Improve quality management systems 
• Develop new skills and learning opportunities 

Create commercial 
opportunities 

• Deliver shared working initiatives  
• Achieve savings through shared working 
• Develop alternative delivery models 

Create resilience 
through shared 

working 

• Achieve income targets 
• Provide value for money  and manage demand 
• Improve access to services through digital means 
• Develop new skills and learning opportunities 

Deliver efficiencies 
and maximise current 
income opportunities 
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We will deliver the Partnership Agreement 

Access Selby will continue to deliver high quality, value for money services that meet our core 

customer - Selby District Council’s priorities and requirements. We have negotiated a new 

Partnership Agreement between ourselves and the Council which sets out our core work – the 

services and activities that we undertake on behalf of the authority on a day-to-day basis. This is 

our “Business as Usual”, and it affects every service area within Access Selby. 

Delivering against the Partnership Agreement, and delivering it well, is essential. Not only does it 

ensure that we are doing what is expected by our client, it provides us with a platform to grow 

and expand. Clearly, delivering the Agreement is part of day-to-day activity, and means that we 

are answering customers’ enquiries, managing contracts, making and taking payments and 

providing housing services. However, it also means that we take on and deliver specific projects 

that help us meet the overall requirements within the Agreement.  

Our Plan 

As our vision suggests, we have delivered our clients’ priorities and begun to build upon them. 

Since our establishment, we have continued to meet our performance targets, improved our core 

services and expanded within our role as the key delivery arm of the Council. We have also 

responded to the Council’s emerging priorities. 

The delivery of our priority is supported by four strategic objectives; 

• To manage budgets well 

• To achieve agreed levels of customer satisfaction 

• To improve the quality of service delivery processes 

• To increase levels of productivity 

Our plans and projects include: 

• Managing our performance using our balanced scorecard performance framework. 

• Working and within our cost envelope to ensure we provide Value for Money. 

• Developing a new approach to obtaining Customer Insights. 

• To continuously improve services through the delivery of our programme of Service 

Improvement Plans. 

• Undertaking Service Reviews and for Planning, Assets, Community Officers and 

Revenue and Benefits. 

• Supporting the Council in delivering initiatives such as the Programme for Growth, 

Capital Programme and digital service delivery improvement projects. 
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We will create commercial opportunities 

Assess Selby has an ambition to become more commercial in our outlook and approach. Our 

ambition is to achieve value for money in the delivery of our services by applying commercial 

principles. Our plans aim to free up resources for other purposes, reduce costs, increase 

productivity and generate new income. 

Over the next three years, we want to build our business to meet future challenges and reduce 

our reliance on existing clients. This means activity seeking growth opportunities by providing 

services to new customers, either in the private sector, wider public sector, other local authorities 

and residents. In doing this, we can generate efficiencies, surpluses and profits which will 

provide a stable future for services and enable more people to benefit from our services. 

Our Plan 

The delivery of our priority is supported by three strategic objectives; 

• To increase income from new customers 
• To improve quality management systems 
• To develop new skills and learning opportunities 

Our plans and projects include: 

• Further development of the popular Lifeline Service through a plan for expansion over 

the next three years, to new market segments and by diversification of the service. 

Significant up-front investment has already taking place to upgrade the equipment. 

• The development of a traded repairs and maintenance service. We will be providing 

our services to third parties such as private house holders, leaseholders, private 

landlords and schools.  

• Adopting commercial principles throughout the organisation, to ensure our services 

are delivered using resources in the most productive manner. We will be developing 

services to operate as commercial business units, improving quality management 

systems and business processes, creating additional capacity within our existing 

teams, as well as supporting staff training and development to ensure our people 

have excel and have the skills and understanding to identify and progress 

commercial opportunities. 

• Development of a Marketing Strategy for Assess Selby, as well as supporting the 

future market research through the customer insight projects. 
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• We recognise that we may need some form of trading vehicle to fully develop our 

commercial ambitions and will be undertaking an appraisal of the options to 

determine the best way this can be achieved. 

We will create resilience through shared working 

Our priority is to transform the way Assess Selby will deliver services through shared and 

collaborative working. Assess Selby will be seeking opportunities to work in partnership with 

other public and private sector organisations to explore new and more efficient ways of working 

through mutually beneficial projects to re-design and deliver services around the needs of our 

customers. In doing this, we will concentrate on areas where joint working could increase 

capacity to improve service delivery, such as increasing the range of services, or generating 

additional income. 

Shared services can reduce bureaucracy, speed up processes across the ‘back office’, can 

create opportunities for savings and income generation and create more resilient, sustainable 

services that give staff assurance about the future, whilst providing quality services for our 

customers. 

Selby has an excellent track record in shared and joint working. ICT support is delivered with 

Craven, procurement is managed via the Procurement Partnership with Scarborough and 

Ryedale and Building Control is delivered in conjunction with Hambleton, Richmond, Ryedale 

and Scarborough through the North Yorkshire Building Control Partnership.  

The innovative partnership between Selby District Council and North Yorkshire County Council, 

the Better Together Programme, is streamlining operations, creating opportunities, and bringing 

a raft of tangible benefits to both authorities and to taxpayers and providing a sound platform for 

future joint working. 

Our Plan 

We are currently exploring joint working opportunities through Better Together and will actively 

pursue other opportunities for joint working with our neighbouring districts.  

The delivery of our priority is supported by three strategic objectives; 

• To deliver shared working initiatives 

• To achieve savings through shared working 

• To develop alternative delivery models 

Our plans and projects include: 
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• In 2015 we opened the new NYCC register office at the Selby Civic Centre  

• Selby District Council now shares a telephone service with the NYCC, which has 

resulted in free calls between the two authorities, and all other NY councils 

• Work is advanced on integrating the highways depots and property maintenance 

service with NYCC, which will cut down on property costs 

• Sharing of ICT, telephone and video conferencing systems is already underway along 

with some shared procurements which have already delivered savings. Further 

sharing of ICT and website development is planned, as well as sharing document 

management, e-post and electronic meeting planning 

• A pilot project via Better Together to share a Business Support Manager for Business 

Support teams across both organisations. 

• Sharing of professional skills in Treasury Management and Financial Accounting role 

via Better Together. 

• Developing a new customer-centre website and customer management system, 

which has already been recognized through the award of a Transformation Challenge 

Award grant of £137k from the government. 

• Developing a shared Legal resource, to create resilience in our internal services team 

via North Yorkshire collaborative working. 

• Collaborative Working with NYCC, the NY Police and SDC / Access Selby to develop 

more effective, efficient ways to respond to community safety issues. 

• Developing options for a Joint Venture with Craven District Council and the private 

sector for Revenue and Benefits Services. 

We will deliver efficiencies and maximise current income opportunities 

Delivering efficiencies and maximising existing income is of paramount importance to us: it 

ensures that we provide value for money for our customers and that our prices are competitive, 

supporting our commercial ambition and future income generation. 

We need to make sure that we do things efficiently, with increased productivity, and that we are 

always customer focused. We will always have an eye on taking care of the finances and 

respond positively to the challenges that further austerity present to us. 

Our organisations key resource and strength is our people. We are committed to developing our 

people to be the best they can be, ensuring skilled resource and a culture where people can 

excel. 

Our Plan 

The delivery of our priority is supported by four strategic objectives to; 
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• Achieve income targets 

• Provide value for money  and manage demand 

• Improve access to services through digital means 

• Develop new skills and learning opportunities 

Our plans and projects include: 

There are specific projects already in progress that are geared towards generating efficiencies 

and delivering real savings over the coming years, as well as ensuring that we achieve all the 

income we can through existing means. These include: 

• Savings achieved through the Better Together Programme for Finance, Support Services 

and Legal and collaborative working for Revenue and Benefits. 

• We work proactively to actively manage budgets and will be continuing to look for internal 

efficiency savings through improved procurement, commissioning and supplier 

engagement, Business Transformation, improved Asset Management, Value for Money – 

profit share income earned through performance above target and Base Budget Reviews 

and savings through realigning / reviewing team budgets and reducing tail end spend. 

• Continuing to work with AMEY to reduce the impact of increasing the number of 

households in the District, and rolling out further initiatives to reduce the cost of the 

Street Scene contract; 

• Reviewing and consolidating the number of ICT/ software support contracts and 

provision to minimise expenditure and ensure all applications are fit for purpose; 

• Implement various measures to move customer contact towards a “Digital by Default” 

position. This means investing in our website and ICT infrastructure – particularly in a 

Customer Relationship Management (CRM) system and telecommunications to reduce 

the reliance on face-to-face contact and improve access to our services via the internet 

including electronic payments. This work also connects with other plans and projects 

such as the extension and further enablement of mobile working, which will create a 

more agile workforce. 

• Increased income generation by our performance on council tax collection, maximising 

income streams for existing services such as bulky waste, commercial waste, Lifeline, 

Legal and land Charges and sale of office space at the Civic Centre. 

• Developing and delivering our new Organisational Development Strategy to ensure our 

people have the skills to deliver within the right culture which enables them to raise 

standards and performance. 
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SECTION 4: WHAT WILL SUCCESS LOOK LIKE? 
 
 
Over the term of this Business Plan, we will continue to monitor our performance against our 

priorities and also monitor the progress of our delivery of the objectives and plans set out in this 

document.  

Access Selby manages its performance using a Balanced Scorecard based on our Strategy Map 

(below).  
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Our Strategy Map and Balanced Scorecard 
 

 

 

Business Plan Priority 
We will… 

..deliver the Partnership 
Agreement 

..create commercial 
opportunities 

..create resilience through 
shared working 

..deliver efficiencies and 
maximise current income 

opportunities 
Financial     

BP.01 Budgets are well 
managed.  
 

BP.02 Increase income 
from new customers.  
 

BP.03 Achieve savings 
through shared working. 

BP.04 Achieve income 
targets. 

Customer     
BP.05a Achieve agreed 
levels of customer 
satisfaction. 
BP.05b Achieve agreed 
quality and performance 
standards.  

BP.02 Increase income 
from new customers. 

BP.06 Deliver shared 
working initiatives. 
 

BP.07 Provide value for 
money for the customer and 
manage demand. 

Business Processes     
BP.08 Improve the quality 
of service delivery 
processes. 

BP.09 Improve Quality 
Management Systems. 

BP.10 Develop alternative 
delivery models. 

BP.11 Improve access to 
services through digital 
means (new systems). 

Learning & Growth     
BP.12 Levels of 
productivity. 

BP.13 Develop new skills 
/ learning opportunities. 
 

BP.14 Employee 
engagement / Job 
satisfaction. 

BP.13 Develop new skills / 
learning opportunities. 
 

Our Values; Customer focused, Business-like, One team Selby, Flexible, Forward thinking, Trustworthy. 

Our Vision: To deliver services right first time 
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Our Performance Measures 
 
 Strategic Objective How measured 

BPI.001 Budgets are well 
managed 

Financial reports to AS Board / CMT / SDC – Service budget 
revenue variance – no adverse variance. 

BPI.002 Increase income from 
new customers 

Income plan targets achieved. BPI.004a Customer revenue 
variance. 

BPI.003  Achieve savings through 
shared working 

Efficiency savings targets achieved through shared working 
projects. Projects delivered to budget and project milestones. 

BPI.004 Achieve income targets Income targets achieved –  Customer revenue variance 
BPI.005 Achieve agreed level of 

customer satisfaction 
Customer satisfaction survey (customer pledge) 
Other customer satisfaction measures. 

BPI.005a Achieve agreed level of 
customer satisfaction 

Customer satisfaction survey (client satisfaction survey) Other 
customer satisfaction measures. 

BPI.005b Achieve agreed quality / 
performance standards 

Customer /  client satisfaction survey 
Other measures specific to the service 

BPI.006 Deliver shared working 
initiative 

Number of shared working initiatives and milestones for the 
proposals 

BPI.007 Provide value for money 
for the customer & 
manage demand 

Value for money measures for each service / Initiatives to 
manage demand. Efficiency targets achieved. 

BPI.008 Improved the quality of 
service delivery 
processes 

Delivery of programmes improving systems and processes. 

BPI.008a, 
b, c. 

Improved the quality of 
service delivery 
processes – health & 
safety 

Management of Health & Safety  
BPI.08a Health and Safety Processes – Number of reported 
injuries. BPI.08b Health and Safety – Number of days lost as a 
result of an accident. BPI.08c Health and Safety – Number of 
RIDDOR. 

BPI.009 Improve Quality 
Management Systems 

Delivery of projects improving Quality Management Systems and 
quality improvements. 

BPI.010 Develop alternative 
delivery models 

Delivery of Projects developing alternative delivery models. 

BPI.011 BP.12 Improve access to 
services through digital 
means (new systems) 

Customers able to access services through new digital means. 
Savings achieved through channel management systems 

BPI.012 
 

Levels of Productivity Measure developed specific to the service. 
E.g Rate of return on Investment, Value for Money. 

BPI.012a, 
b, c. 

Levels of Productivity BPI.12a Manage staff performance – Performance Contracts 
Completed. BPI.12b Staff absence levels BPI.12c Staff sickness 
levels 

BPI.013 Develop new skills / 
learning opportunities 

Develop and deliver the Workforce Plan. 

BPI.014 Employee engagement / 
job satisfaction 

Improved employee engagement survey score 
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SECTION 5: FINANCIAL PLANNING 
Financial Forecast 

Access Selby will continue to operate successfully within the cost envelope and achieve savings 

targets. We will continue our plans to innovate, transform and realise the benefits of the 

business change, either in partnership or independently to achieve efficiency savings. It is also 

vital that opportunities to raise additional new income streams through our Business 

Development work, are secured and costs reduced. 

General Fund 

 

2015/2016 2016/2017 2017/2018 

Income 
  

  

Operating Income £12,008,210 £12,115,010 £12,195,210 

Govt & other grants £18,002,330 £18,343,560 £18,693,240 

Total Income 
 

£30,010,540 £30,458,570 £30,888,450 

Expenditure 
  

  

Operating Costs £12,916,950 £12,723,200 £12,779,220 

Benefit Paid £17,185,660 £17,529,160 £17,879,530 

Total Expenditure 
 

£30,102,610 £30,252,360 £30,658,750 

Surplus / (Deficit) (£92,070) £206,210 £229,700 

 

Housing Revenue Account 

  2015/2016 2016/2017 2017/2018 

Income 
  

  

Operating Income £4,507,110 £4,548,580 £4,637,800 

Total Income 
  

£4,507,110 £4,548,580 £4,637,800 

Expenditure    

Operating Costs £4,412,730 £4,431,460 £4,463,500 

Total Expenditure 
 

£4,412,730 £4,431,460 £4,463,500 

Surplus / (Deficit) £94,380 £117,120 £174,300 

 

50



 

Our Savings Plan  

We will work proactively manage budgets and will be continuing to look for savings to meet 

business targets in the following areas: 

 

 
Savings Included in Budget 
 
How the savings will be delivered 
Transformation & IT workstream 

Commissioning workstream 

Income generation/Commercialisation workstream 

Other savings 

Total Savings 

2015/16 
£367,850 

 
 

£111,970 

£50,130 

£164,640 

£41,110 

£367,850 

2016/17 
£783,510 

 
 

£400,320 

£122,630 

£218,680 

£41,880 

£783,510 

2017/18 
£1,041,640 

 
 

£581,430 

£195,130 

£222,800 

£42,280 

£1,040,640 
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APPENDIX A – OUR PERFORMANCE FRAMEWORK  
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