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Access Selby Board 

Minutes 
 
 
Date:  5 September 2011 
Time:  5pm 
Place: Boardroom, Civic Centre, Doncaster Road, Selby, YO8 9FT 
 
Present: Councillor Innes (BI) (Chair); Councillor Pound (AP); Councillor Shaw-

Wright (SSW); Deputy Chief Executive (JL); Managing Director (MS);  
 
Attending: Executive Director - S151 (KI); Executive Director (KD); Executive 

Director (JB); Peter Williams (PW); Julie Hutton (JH); Eve Williams 
(EW); Eileen Scothern (ES) and Richard Besley (RB) 

 
 
Item Business Action 
1. Apologies for Absence 

 
No apologies were received.  
 

 
 
 

2. Minutes of the Previous Meeting.  
 
The Board received the minutes from the last meeting.  
 
DECISION:  Minutes are confirmed as a correct record. 

 
 
 
 
 

Board Working Notes of the Previous Meeting.  
 
The Board received the Board Working Notes from the last 
meeting.  
 
DECISION:  The Board Working Notes are confirmed as 
a correct record. 

 
 
 
 
 
 
 
 

3. 

3i. Matters Arising from the Notes 
 
Councillor Shaw-Wright raised the Task & Finish Group set up 
to consider Gipsy & Travellers Sites and asked was there 
funding for this. The Deputy Chief Executive confirmed that 
under the Scrutiny process there was a budget available. 
 
The Chair asked if there was a system to monitor man hours. 
The Managing Director confirmed that there was no current 
formal system but that Julie Hutton has looked at a time 
management system that may be adopted. 
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In response to Peter Williams, it was felt that the Council 
would consider another body if Access Selby were not 
competitive. 
 
Karen iveson informed the Board that the Council are starting 
to benchmark costs – how we compare against other 
Councils, etc. 
 

4.i Consultation Project Plan 
 
Presented by Eve Williams the report and appendix outlines 
the methods of testing how Access Selby performs to the 
customer pledge. 
 
DECISION:  That the report is noted. 
 

 
 
 
 
 
 
 
 

4.ii Horizon Scanning 
 
In presenting the report Eileen Scothern hoped to introduce 
the Board to the major works facing Access Selby in the 
coming 2 – 3 years. 
 
The summary shows items, implications, timescales and 
risks. 
 
DECISION: That the repost is noted. 
 

 
 
 
 
 
 
 
 

4.iii Access Selby Performance Management – Update 
Period 5 (Quarter 1 & 2 April to August 2011/12) 
 
Eve Williams presented the performance update report. The 
specification against 30 key measures indicates that the 
progress of Access Selby is sound. There is one red flagged, 
Alert, on time taken to re-let Council properties (SDV 010). 
 
DECISION: That the report is noted. 
 

 
 
 
 
 
 
 
 

5.  Work Programme 
 
The Managing Director flagged “Sound Business Intelligence” 
as a matter from the programme to be discussed next 
meeting, with Eve Williams identified as the responsible 
officer. 
 
The Board will receive a full set of quarterly results at the 
next meeting. 
 
DECISION: That the Work Programme is noted. 

 
 
EW 
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Future dates of Access Selby Board 
 
6.i Dates 
 
Monday 17 October 2011 
Monday 14 November 2011 
Monday 12 December 2011 
Monday 16 January 2012 
Monday 20 February 2012 
Monday 19 March 2012 
Monday 16 April 2012 
 
DECISION: That the above dates be noted. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

6. 
 

6.ii Meeting Cycle  
 
The Board discussed the move the quarterly meeting. The 
Chair felt it best to remain with monthly meetings until April 
and next financial year. 
 
DECISION: To remain with monthly meetings until 
April 2012. 
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Access Selby Board 

WORKING NOTES 
NOT FOR PUBLICATION 
 
Date:  5 September 2011 
Time:  5pm 
Place: Boardroom, Civic Centre, Doncaster Road, Selby, YO8 9FT 
 
Present: Councillor Innes (BI) (Chair); Councillor Pound (AP); Councillor Shaw-

Wright (SSW); Deputy Chief Executive (JL); Managing Director (MS);  
 
Attending: Executive Director - S151 (KI); Executive Director (KD); Executive 

Director (JB); Peter Williams (PW); Julie Hutton (JH); Eve Williams 
(EW); Eileen Scothern (ES) and Richard Besley (RB) 

 
 
Item Business Action 
1. Apologies for Absence 

 
No apologies were received.  
 

 
 
 

2. Minutes of the Previous Meeting.  
 
The Board received the minutes from the last meeting.  
 
DECISION:  Minutes are confirmed as a correct record. 

 
 
 
 
 

Board Working Notes of the Previous Meeting.  
 
The Board received the Board Working Notes from the last 
meeting.  
 
DECISION:  The Board Working Notes are confirmed as 
a correct record. 

 
 
 
 
 
 
 
 

3. 

3i. Matters Arising from the Notes 
 
Councillor Shaw-Wright raised the Task & Finish Group set up 
to consider Gipsy & Travellers Sites and asked was there 
funding for this. The Deputy Chief Executive confirmed that 
under the Scrutiny process there was a budget available. 
 
The Chair asked if there was a system to monitor man hours. 
The Managing Director confirmed that there was no current 
formal system but that Julie Hutton has looked at a time 
management system that may be adopted. 
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In response to Peter Williams, it was felt that the Council 
would consider another body if Access Selby were not 
competitive. 
 
Karen iveson informed the Board that the Council are starting 
to benchmark costs – how we compare against other 
Councils, etc. 
 

4.i Consultation Project Plan 
 
Presented by Eve Williams the report and appendix outlines 
the methods of testing how Access Selby performs to the 
customer pledge. 
 
DECISION:  That the report is noted. 
 
The Board needs to ensure that the complaints procedure is 
in place now and that the survey method needs looking at. 
The Board were keen to know that Access Selby were making 
an impact. The Deputy Chief Executive felt that the right 
balance between the various surveys needs to be met and 
the Board needs to look at what is done with the information. 
Customer dissatisfaction may be due to missing resources 
and therefore a Core matter. Eve felt that after October when 
PI’s start getting populated, the customer satisfaction survey 
may be more meaningful. The Chair would like to see how 
Access Selby compares in these three months against the 
same period last year as a Council. 
 

 
 
 
 
 
 
 
 
 
 

4.ii. Horizon Scanning 
 
In presenting the report Eileen Scothern hoped to introduce 
the Board to the major works facing Access Selby in the 
coming 2 – 3 years. 
 
The summary shows items, implications, timescales and 
risks. 
 
DECISION: That the repost is noted. 
 
The Chair asked Eileen if there were any items she 
particularly wanted to bring to his attention. 
 
2. Planning Policy Framework – impact more on Council than 
the Board. 
 
3. Localism Bill – will become Act after the Core Strategy 
Report. 
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6. Open Public Services 
 
7. Pension Reform – will be significant cost increase to the 
Council. 
 
On the matter of Open Public Services, Peter Williams felt this 
item offers many opportunities as well as threats. The 
Managing Director suggested Peter, Julie and he could include 
this within the scope of developing and evaluating Business 
Model options. 
 
Karen Iveson was working on the Council’s long term 
financial strategy and we’re looking at facing future cuts and 
tough times still to come. 
 
The Chair thanked Eileen and felt the Board needed a report 
on a 6 monthly basis and would like the Board to highlight on 
the Localism Bill and Open Public Services 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
ES 

4.iii Access Selby Performance Management – Update 
Period 5 (Quarter 1 & 2 April to August 2011/12) 
 
Eve Williams presented the performance update report. The 
specification against 30 key measures indicates that the 
progress of Access Selby is sound. There is one red flagged, 
Alert, on time taken to re-let Council properties (SDV 010). 
 
DECISION: That the report is noted. 
 
Going through the report item by item Eve drew the Board’s 
attention to SDV 008 “Average time taken to process disabled 
facilities grants applications”. This PI was out of target but 
most of the action time is outside of Council/Access Selby 
control. The Deputy Chief Executive asked if there was a way 
to report on our time taken to action it, the Board agreed 
that it was important that what we can deliver is prompt and 
in time. 
 
SDV 010 was an action from last meeting and it has been 
looked at. An increase in the number of deceased tenants 
have led to delays, down to late return of keys or the delay in 
notification of death. 
 
The Choice Based lettings process was another factor. The 
Managing Director felt that Access Selby needed to get a bit 
smarter and Councillor Pound agreed that a more commercial 
approach would assist. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
EW 
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Councillor Shaw-Wright suggested the placing of “For Let” 
signs being erected as used by commercial letting agencies. 
 
Karen Iveson thought it worth flagging the matter with the 
lead Executive Member perhaps at a briefing. This was 
something to pursue. 
 
The Board agreed that it should look to at more regular 
reporting on those items currently reported annually. Karen 
Iveson thought the Board would benefit from monthly reports 
where performance is below target. 
 

 
 
 
JL 
 
 
 
EW 

5.  Work Programme 
 
The Managing Director flagged “Sound Business Intelligence” 
as a matter from the programme to be discussed next 
meeting, with Eve Williams identified as the responsible 
officer. 
 
The Board will receive a full set of quarterly results at the 
next meeting. 
 
DECISION: That the Work Programme is noted. 
 

 
 
EW 
 
 
 
 

6. 
 

Future dates of Access Selby Board 
 
6.i Dates 
 
Monday 17 October 2011 
Monday 14 November 2011 
Monday 12 December 2011 
Monday 16 January 2012 
Monday 20 February 2012 
Monday 19 March 2012 
Monday 16 April 2012 
 
DECISION: That the above dates be noted. 
 
The Board agreed it important to schedule meetings to record 
quarterly reports. It was unsuitable with the Board and 
Officers getting information at the same time as there was no 
time for Officers to react and respond. 
 
The schedule now reflects the quarterly result reporting. 
 
The Councillors on the Board accepted this as good practice 
but would still like exceptions to be raised monthly. 
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In order to check that new methods were working, Councillor 
Pound asked if Officer’s could be invited periodically to 
provide feedback to the Board. 
 
It was agreed to invite an officer to speak on KPI SDV 010 
(the alert on re-let slippage) at the next meeting. 
 
Councillor Pound felt that briefings from Wigan Leisure Trust 
and Enterprise should also be arranged.  
 

 
EW 
 
 
MS 
 

6.ii Meeting Cycle  
 
The Board discussed the move the quarterly meeting. The 
Chair felt it best to remain with monthly meetings until April 
and next financial year. 
 
DECISION: To remain with monthly meetings until 
April 2012. 
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Agenda Item No: 4 

___________________________________________________________________ 

To:  Access Selby Board    

Date: 17th October 2011  

Author: Eve Williams – Business Manager 

___________________________________________________________________ 

Title: Position paper and discussion document regarding Business 
Intelligence requirements and solutions in Access Selby 

1. Summary:  

Work continues to review and further enhance a business intelligence 

capability within Access Selby. This includes though not exclusively a review 

of existing systems and software; data mining tools and market solutions to 

improve how information is linked, managed and accessed across the business and  

reported to drive decision making. This project impacts upon Access Selby people,  

processes and technology. This project has strategic and operational impacts.  

2. Recommendation: 

That the Board sponsor the project and the deliverables outlined, noting progress to 

date, project approach, scope and potential investment needs to deliver a business  

intelligence solution.   

3. Reasons for Recommendation:  

i. To ensure Board Members are aware of progress and possible solutions and the 
anticipated investment needs to develop a business intelligence solution moving 
forward.  

ii. To enable the Board to sponsor a solution that will transform how information is 
managed (operationally and strategically) thereby enabling Access Selby to deliver 
on its vision of flexible, generic mobile working enabled by better use of data and 
systems.   

1 

 
11



2 

 

 

1. Purpose of Report  

1.1 The Access Selby work programme reflects the key work streams to be 
developed moving forward to March 2012 to enable the revised Selby 
District Council business model and Access Selby business plan objectives 
to be delivered by 2014.  

This paper is intended to  

• update the Access Selby Board and Access Selby Management Group 
on how this work is developing  

• map the planned activity to March 2012 

• serve as a discussion paper and reference for all linked projects 
relating to system development, acquisition and information capture 
(for example, time recording solutions).  

2. Context  

2.1.1 The revised operational model for Selby District Council is intended to 
enable a more responsive and flexible approach to delivering local 
services whilst making best use of resources, managing people to 
priorities at any one time.  

2.1.2 This requires a real push to ensure officers are doing the job right first 
time, and by implication creating additional capacity and with a view to 
delivering an improved quality of service to the customer.   

2.1.3 The assumptions on success for Access Selby hinge largely on the 
transforming working practices and ensuring resources are used smartly to 
meet with demand and priorities.  

2.1.4 The success or otherwise of the business model hinges on a range of 
factors notably (though not exclusively) 

• an ability to understand how the business is working at any one 
time (real time data capture and mobile working) 

• an ability to match people resource  to demand for service in a 
managed way and ensure a balance between reactive and planned 
activity 

• creating capacity to respond to the operational challenges and 
commercial business opportunities as they present 
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• an ability to innovate in how we record and use information to 
manage the business for all officers both strategic and operational.  

3. Information versus Business Intelligence?  

3.1  Information in this context is the life blood of the organisation and the 
need to manage information well, assess for relevance and quality and 
to be able to act upon it appropriately in all contact with customers is 
vital to Access Selby. 

3.2  Business intelligence by contrast is about painting a picture of how 
the organisation is performing at any one time and is made possible by 
taking otherwise distinct raw data and turning this into meaningful and 
useful information. Thereby enabling improved and effective strategic 
decision making and operational insight.  

3.3  Any business intelligence solution or approach assumes all information 
(wherever held) to be  

• Accurate  

• Adequate 

• Relevant  

• Timely  

• Accessible 

More simply: Data + information = intelligence.  

3.4  Business intelligence is then different to information in that is assumes key 
data is available; linked and processed to drive decision making. Business 
intelligence is used to paint a picture of organisational health.  

3.5  The development of an improved Business intelligence capability within 
Access Selby is integral to this work programme and is vital to ensure 
confidence in how we are performing and if Access Selby is to grow. It is not 
solely dependent on a system solution but this is a large factor in moving 
forward.  

4. Project focus  

4.1  The work stream will deliver the following 

• Identify business critical systems/information 

• Review  data and information held within business critical systems 
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• Assess the key processes by which information is captured, recorded, 
linked and retrieved for operational benefits relative to new roles (for 
example Community Officers) and feed to BI systems development.  

• Exploit existing capabilities both skills and technology to ensure that 
improved reporting of business results and operational management 
both performance and financial is possible 

• Assess the relevance of information currently produced to the strategic 
management of Access Selby and exploit the potential for improved 
strategic information to decision (performance, people and pounds) 
linking financial and performance reporting.  

• Agree a corporate approach to managing information as an asset 
whilst managing risk to data loss, to include relevant strategic and 
policy frameworks. 

• Identify and test technology solutions to improve how business critical 
information is managed and accessed by staff, specifically through 
mobile solutions for field workers 

 

5. Current Progress 

5.1 In delivering this work strand there are a range of project driven activities that 
contribute, namely  

• An overhaul of the COVALENT performance management system 
(data cleansing) 

• Aligned work streams to develop real time activity recording and 
financial costing information  

• Transformation work streams to baseline existing technology and 
software provision in SDC (to include mobile working needs and 
Contact Centre)  

• Opportunity meetings to explore IT solutions to help link and exploit 
existing technology and infrastructure 

• ICT refresh linking to ICT Strategy Board and shared service delivery 

5.1 Covalent  Performance Management System 

5.1.1 Covalent performance management system holds a range of data 
relating to performance; projects and risks. It has extensively functionality and 
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can be used to manage key projects and associated costing information. This 
system works by way of traffic light reporting and indicates progress with 
corporate plan priorities.  

5.1.2  Lead Officers and senior managers have access to this system and are 
required to update by way of comment/note how their business area is 
performing. This is also used by some contract partners to update information 
at source (for example Enterprise contract; WLCT). Timeliness of updates and 
data quality are persistent challenges and some variability is evidenced to 
date.  This system is only as good as the information within it.  

5.1.3 Next steps 

• Reinforce basic data quality requirements  

• Develop further the reporting tool linking performance and financial 
results reporting 

5.2  Time recording and costing  

5.2.1 Currently work is ongoing to scope and develop a solution to better record 
and cost business activity with Access Selby. This is fundamental to 
understanding the business costs, enables management of demand and 
importantly better prepares Access Selby for competitive tendering to deliver 
services for others.  

5.2.2 Any system solution must be integral to the wider development of a business 
intelligence capability.  

5.2.3 This is subject to a separate update from Business Manager Sarah Smith. 

5.3  Transformation work streams 

5.3.1  A project has been carried out to baseline and map existing ICT assets 
(software/licensing and costs) and assess for relevance to the new Access 
Selby business. This project is not to be understated both in terms of time 
taken and findings to date.  

5.3.1   Cost information gathered to date indicates a budgeted spend of £434,655 for 
data and systems related activity. This however does not include full costs for 
roles performed by IT services. Subject to any investment decision regarding 
solutions to link business information, savings may be made through system 
rationalisation/decommissioning.  

5.3.2  A key output of this work is to have documented in one place a picture of SDC 
ICT capability, life span and importantly costs.  This is key to inform all 
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Business Process Improvement projects moving forward and ICT strategy 
development and investment decisions by SDC.  

5.3.3   The interim project findings have shown amongst others:  

• 53 different systems/software with information of varying types, quality 
and usefulness to drive the business forward 

• Duplicate entry of information to multiple systems 

• Limited capability to join up information and extract data for business 
intelligence purposes  

• Process issues between new roles and business areas in terms of how 
they record; update and access information to help in delivering the 
business day on day (system driven hand offs and information gaps) 

• High spend  in some business areas relating to systems and 
unquantified value for money 

• Information silos – unconnected data sets relating to key business 
areas and customers resulting in manual processing  

• Variable contingency (back up) for information held  

• Limited lifespan of supporting infrastructure and contract support to 
systems/software 

5.3.4 Next steps  

• Further develop a joint position paper regarding ICT systems 
development to support business transformation and link to ICT 
strategy refresh. 

• Additional detailed business improvement work within ICT business 
area  

 

5.4 Opportunity meetings to support BI requirements 

5.4.1  In considering potential market solutions to help rationalise, link and improve 
data capture across systems to help derive business intelligence a range of 
software solutions have been explored.  

5.4.2  Some are with existing suppliers to SDC (Northgate; Civica for 
example).These were shown to be high cost for limited added value or 
functionality. A projection of £150,000 per system module has been quoted to 
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cleanse and join up data to enable a level of functionality. This however 
remains limited.  

5.4.3  The NDL software solution has been explored. This is a software solution that 
performs an umbrella type role over existing key business systems. It serves 
to push and pull information through to key SDC systems. Information is input 
once (customer relationship management opportunity) and updated by way of 
an automated queuing system. 

5.4.4  This integration software sits on top of all of our systems and the 
integrations would be built using existing ICT resource. This would allow 
the joining up of any system with any level of information transfer 
decided by Access Selby. For example, this could be from a postcode to 
a full benefit claim.  

 
5.4.5 The solution works by mimicking user system usage instead of linking 

systems so is a far cheaper option than building true interfaces and 
it does not contravene any licence agreements. 

 
5.4.6 The NDL integration software can be expanded to cover mobile working. 

This could be extended to include the Community Officers, 
Environmental Health, Enforcement and could eventually include the 
housing repairs. Again, like the integration software, it is customisable 
and could be developed internally, for example by Data & Systems and 
IT resource.  

 
5.4.7 The joint solution would have an initial set up cost of £62,500 in year 

one, then £16,000 maintenance per year payable from year two 
onwards. 

 
5.4.8 However, a detailed costing exercise would need to be undertaken to 

understand the full cost to Access Selby, including Officer time and 
additional technical development resource. This work would need to be 
completed to link with the Budget Cycle for the Council and would be 
subject to a full procurement exercise.  

 

5.4.9  The benefits of a solution such as NDL are both strategic and operational. A 
solution such as NDL would better  

• enable data quality 

•  reduce double keying of information into discrete systems 

• enable automated information update 

• consolidated records 
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• improved management of demand whilst deploying staff out in the 
field.  

• A key benefit of this system is efficiency and effectiveness.  

5.4.10  A solution such as NDL would allow mobile working solutions to be extended 
in accordance with the Access Selby vision of generic flexible working and increased 
productivity.  

5.4.11 NDL is a widely used solution and meets Ministry of Defence and NHS 
standards for data management and security. It presents opportunities to share and 
develop an expertise in this area within the newly formed Data & Systems team 
whilst  building a technical capacity within the ICT shared service.  

Next steps  

• Presentation to stakeholders by company 

• Development of detailed business case to link with the Investment bid 
process 

• Alignment of linked bids (for example Time recording solutions) 

5.5 ICT strategy refresh 

5.5.1 This work to review and develop a BI capability for Access Selby has raised 
pertinent questions relating to what is the appetite for information in SDC to 
drive decision making and fundamentally what is the business need.  

5.5.2  This links directly to the ICT strategy of the authority and clarity is needed with 
regard to  

• Ambitions – where do we want to be? 

• Investment – what is possible to do when?  

These are fundamental questions to be answered and a parallel work stream to 
define this is scheduled for reporting to Access Selby Board in December 2011.  

Next steps  

• Stakeholder workshops to map strategic ICT needs 

• Strategy review  

• ICT Shared service review (joint BPI opportunity) 
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6. Project Impact  

6.1  This project to review and develop a business intelligence capability will 
impact directly on  

• Operational officers (mobile and remote workers) 

• Office based workers 

• Senior management  

• Customers (linked work to channel shift)   

6.2  All these groups have a key role to play as Users/Stakeholders and are best 
placed to shape system solutions. Without active engagement with users, IT 
solutions will deliver very little.  

7. Key challenges 

• Detailed mapping of business area needs (system & process) 

• Story boards to inform technology solution to break down information silos 

• Alignment of purchase of hard ware (mobile devices) 

• Infrastructure considerations – life span and cost 

• Timeliness of update to key feeder systems (Covalent & COA)  

• Project management skills to deliver software solution 

• In house skills (IT development) and capacity to support the project and any 
future growth 

• Investment (start up costs and support costs) 

• Time (procurement framework and lead in time) 

8. Moving forward & Next Steps 

• Continue to develop joined up systems and reporting (exploiting Covalent and 
COA financials) 

• Explore NDL solution to business case  

• Engage stakeholders to shape solution and communicate progress 
throughout 
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9. Conclusion  

9.1  Business intelligence is intrinsic to all good organisations and allows them to 
know what and where they are at any one time. Importantly good business 
intelligence better provides for future sustainability by way of management of 
resources, demand and information about customers.   

9.2  Work completed to date informs a baseline position of system functionality 
and cost within Access Selby. It also illustrates opportunities to improve 
systems usage and development. This in turn would better support the 
strategic and operational objectives of Access Selby and SDC.  

9.2  As a minimum Access Selby must be clear about what it wants and what is 
possible to deliver in relation to SDC operating context for ICT.  This includes 
a view on possible investment funds to enable system procurement.  

9.3  In developing BI solutions Access Selby must also value information as a 
resource and an asset to exploit in developing a market share irrespective of 
organisational structure.  

9.4  This is a complex work strand and time pressured. In all probability the driver 
for improved business intelligence will extend to 2014 although a phased 
implementation of a system solution can be delivered sooner.  

Financial implications:  

Linked Investment Bid 2012/13. This project will require additional investment to 
procure a system solution and deliver efficiencies. Subject to further Business Case 
development and full costing information.  

HR/Legal implications 

Consideration of wider information management principles will be required (Legal) 
and consideration of officer training to support the project (HR). Also there are 
potential contract and procurement impacts.  

Background Documents 

• Project Plan_information management_ew/0811. 

• Key Findings Report – ICT Review Project 7/10/11. 

• Draft Investment Bid – 29/9/11. 

• NDL Product descriptions – 14/9/11. 

Contact Officer:  Eve Williams; Business Manager; Access Selby; 
ewilliams@selby.gov.uk 
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Agenda Item No:  4.ii    
___________________________________________________________________ 
 
To:  Access Selby Board    
Date: 17th October 2011  
Author:  Sarah Smith 
Lead Officer:  Karen Iveson 
________________________________________________________________ 
 
Title:  Position Statement on Time recording & Business Costs 

Project 
 
Summary:  Understanding how we spend our time and identifying our 

business costs is fundamental to managing and planning 
resources effectively and is key to driving the organisation 
forward on a commercial footing. 

 
The Time Recoding and Costing Project is a key work stream in 
the Access Selby Business Plan for 2011/12 and aims to deliver 
a system which will enable business data and intelligence to 
recorded and managed to enable the effective management of 
resources.  
 
The project team has been established and the objectives and 
scope of the project have been agreed. Activity over the next 
few months will focus on working through the project plan in 
order to present a proposed solution to the Board in January 
2012. 

 
Recommendation: 
 
To note the progress made so far and agree the scope and approach for 
the project outlined in the report 
 
Reasons for recommendation 
 
To ensure Board Members are confident in Access Selby’s approach to 
developing a robust and systematic approach for time recording, measuring 
demand and identifying business costs.  
 
1.   Introduction and background 
 

As a business, Access Selby needs to develop a commercial approach 
to managing resources and a fundamental part of this is to clearly 
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understand; how time is spent; the various costs of carrying out 
activities and; how changes in demand can affect cost and time 
management.  
The Access Selby Business Plan 2011-2014 identified this as a key 
milestone in developing the business in 2011/12 and therefore a work 
stream on developing an approach to time recording and business 
costing has been  established.  
 
This reports sets out the objectives of the work stream and the scope 
of the project that will be carried out to take this work forward in the 
next few months. A further report will be presented to the Board in 
January 2012 setting out the initial findings of the project and will set 
out options and recommendations for taking it forward. 

 
2. The Report 
 
2.1  The Key Objectives of the Project 
 

The key objective of the project is to identify a solution which will 
enable us to: 
 

 Adopt a systematic but flexible approach to time recording 
 Assess productivity 
 Fully understand costs 
 Manage & understand the impact of variable demand 
 Establish unit costs 
 Accurately price tenders 
 Link time recording to management accounting 
 Deliver effective results reporting 

 
2.2  Project Scope  
 

The objectives of the project are quite challenging, however all need to 
be met to enable a solution to be developed which will be fit for 
purpose and allow effective and accurate data to be collected and used 
for driving the business forward. 
 
The project will look at the following over-arching themes:  

 
Time recording 
 

 Identify what activities, who, when etc 
 Allocate time to activities 
 A standard approach but flexible to be able to respond to special 

projects etc 
 Assess productivity & manage performance 
 Embedding time recording into the culture of the organisation 
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Costs 
 

 Identify what elements make up the business costs and at what 
level i.e. staff, overheads, materials, external services etc 

 Develop mechanism for pricing – linking to time recording 
 Management Accounting to capture all element of cost 
 Identify accurate unit costs 
 Impact of change in demand on cost and pricing 

 
Demand Management 
 

 Understand the impact on change in demand on cost 
 Effective allocation of resources to meet demand 

 
Results Reporting 

 
 A requirement for efficient production of business and 

management reports 
 Brings together financial, time recording and demand 

information 
 Supports future business planning 

 
System Solutions 

 
 Need to be clear about what we want a system to deliver – 

outcome specification 
 Review systems already in place & case studies 
 Test the market for potential solutions 
 Options appraisal of the various systems 
 Develop a business case for the preferred option 

 
2.3  Progress to date 
 

Initial brainstorming sessions have been held to identify and agree the 
objectives and potential scope of the project and a project team has 
now been established with representation from a cross section of the 
organisation. 
 
Initial investigation into potential system solutions has been carried out 
through site visit and demonstration. 

 
2.4  Next Steps 
 

The project team will be working through the themes highlighted above 
to get a detailed specification and carry out an options appraisal of the 
various solutions which will include a cost/benefit analysis. 
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There will be wider consultation and engagement with officers across 
the organisation to ensure all the relevant business intelligence is fed 
into the project and to ensure the outcome if fit for purpose. This wider 
engagement will also support the roll-out of the system at the 
implementation stage to ensure it is embedded into the routine and 
culture of the organisation. 
 
A further report will be presented to the Board in January 2012 and will 
include the options appraisal and recommendation for the preferred 
solution for consideration by the Board. 

 
3.  Legal/Financial Controls and other Policy matters 
 
3.1 Legal Issues 
 

None to highlight at this stage in the project 
 
3.2  Financial Issues 
 

There will be costs associated with the preferred solution, even if it 
does not require the procurement of a new system, technical 
development will be required. Until the next phase of the project has 
been completed, it is difficult to determine the potential costs going 
forward. This will be included in the next report following the options 
appraisal. 

 
4. Conclusion 
 

Understanding how we spend our time and identifying our business 
costs is fundamental to managing and planning resources effectively 
and is key to driving the organisation forward on a commercial footing 
 
The Time Recoding and Costing Project is a key work stream in the 
Access Selby Business Plan for 2011/12 and aims to deliver a system 
which will enable business data and intelligence to recorded and 
managed to enable the effective management of resources.  
 
The project team has been established and the objectives and scope of 
the project have been agreed. Activity over the next few months will 
focus on working through the project plan in order to present a 
proposed solution to the Board in January 2012. 

 
5.  Background Documents 
   

None 
 
Contact Officer:  
Sarah Smith 
Business Manager, Access Selby   

          sesmith@selby.gov.uk
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Agenda Item No:     4 
_____________________________________________________________   
 
To:    Access Selby Board  
Date:   17th October 2011  
Author: Eve Williams – Business Manager 
   
______________________________________________________________ 
 
Title: Six Monthly Business Results Performance: (April –September 
2011) 
 
1. Summary 
 
1.1  The purpose of this report is to provide a half yearly update to the 

Access Selby Board regarding delivery against the performance 
specification contained within the Business Plan 2011-14 and to note 
areas of excellent, good, and improved business performance.  

 
2. Recommendation 
 
2.1  To consider the report attached and note the successes in the first six 

months of Access Selby delivery.  
 
3. Background  

3.1  The Access Selby Performance specification includes 30 key measures 
of business performance.  

 
3.2  These measures enable Access Selby to demonstrate delivery in 

priority areas as detailed in the business plan 2011-2012 and to 
demonstrate its contribution to the wider Selby District Council 
corporate plan priorities.  

 
3.3  These indicators are recorded and reported at varying intervals 

throughout the year and are managed by the use of the Covalent 
performance management system.    

 
3.4 A total of ten indicators are monitored monthly with six indicators 

measured quarterly and fourteen indicators measured annually. 
 
 
3.5  Performance is measured using a traffic light sequence and indicates  
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delivery throughout the year against original targets set. The 
performance commentary includes comparative data and contextual 
information where available.  

 
3.6 Previously results have been reported monthly to the Access Selby 

Board by exception, focussing on those areas of performance that are 
noted for over or under performance, for example in relation to Void 
properties.   

 
3.7  Business results are also reviewed by Access Selby Management 

Group weekly and action taken where necessary to drive through 
improvements.  

 
3.8  For those areas where measurement is not yet in place (annual 

measures) work continues to develop relevant data capture methods to 
inform the performance specification.  Currently all projects are in 
progress in accordance with the Access Selby Work Programme and 
are on track.  

 
3.9 Appendix A attached includes all Access Selby Performance indicators 

(monthly, quarterly; half yearly and annual reporting). This reflects 
performance from April – September 2011. 

 
3.10 Based on the sixteen performance indicators that hold reported data 

following the 2nd quarter of reporting Access Selby are above target on 
thirteen indicators with three indicators reported below target and 
flagged for management action.  

13
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Number of PI's

OK (Green) Warning (Amber) Alert (Red) Annual 
Target Status

Access Selby 2nd Quarter Performance Indicator update
April 2010 - September 2011

OK (Green)
Warning (Amber)
Alert (Red)
Annual 
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3.11 In order to help highlight excellent, improved and good areas of 
           performance half yearly results are presented as follows:  
 

• Excellent (sustained and above target)  
• Improved (direction of travel good and improved on last reporting)  
• Good (sustained performance with target achievable, variance 

linked to ‘one off’ events, for example increased demand/complex 
cases)  

• Management Action (down turn in performance/continued 
underperformance comparable to month on month reporting) 

 
 
3.12  Performance to date (April – September 2011) illustrates a sustained 

level of excellent performance in a number of business areas, namely 
 

• SDV_001 – Customer satisfaction measured through the 
Contact Centre 

• SDV_002 - % Contact right first time 
• SDV_15 - % Response to Environmental Health enquiries and 

complaints 
• SDV_016 – Number of high risk enforcement issues resolved 
• SDV_017 – Investigate significant fly-tip incidents 

 
3.13 Improved performance can be evidenced in the following areas of the  
           business:  
 

• SDV_008 - Processing Disabled Grants 
• SDV_009a - % Urgent Repairs completed 
• SDV_009b - % Non Urgent repairs completed  

 
 
3.14  The following business areas report good levels of performance 
 

• SDV_14 – Inspection of premises in accordance with statutory 
code of practice 

• SDV_021 - % Applications considered under scheme of 
delegation 

 
3.15  The indicators relating to % repairs completed within agreed timescales 

(SDV_009a&b) have shown improvement since last reporting period. 
However these are particularly relevant to the overall assessment of 
Access Selby success to date in relation to management of assets and 
housing stock.  

 
3.16 These indicators combine to influence delivery against SDV_10 

measuring the average time to re-let Local Authority housing. This 
indicator has improved since last reported performance (47 days) 
however is still an area of concern.  Work has been completed by the 
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Transformation Team to review how this business area functions and a 
revised way of working to manage void properties agreed.  

 
3.17 This new process commenced 10th October 2011 and will allow 

monthly management of this business area. Importantly this will also 
require delivery towards revised targets to help bring this indicator 
closer to target performance by year end.      

 
3.18 The following business areas are indicating a downward trend in 

performance since last reporting period and are flagged for 
management action:  

 
• SDV_018 % New benefit claims & changes processed within 5 

days of receipt of completed application 
• SDV_023 – Invoices paid on time 
• SDV_10 – Void properties 

 
3.19  To further support and enable officers to manage business 

performance training awareness sessions are scheduled for 20th & 27th 
October 2011.  

 
4. Conclusion 
 
4.1      In summary, Access Selby has demonstrated excellent performance in 
           some business areas and sustained and improving delivery in others at 
           a time of fundamental organizational change. 
 
4.1.1 This change continues to impact on how the business is delivered as 

new ways of working are developed and implemented. The business 
impact must continue to be managed proactively and positively at all 
levels.  

 
4.2      The need to focus and drive through performance management and  

delivery against the performance specification is ever present in 
managing the business day on day. Where there are measurement 
gaps, these link directly to projects within the work programme. These 
are in progress and on track.   

 
4.3  Those business areas where half yearly performance is off target need 

timely review and appropriate management intervention.  
 
5.       Legal/Financial Controls and other Policy matters 
 
5.1 Legal Issues – None known 
5.2 Financial Issues  
 
No specific issues known, however linked efficiency and effectiveness issues 
may present through Business Process Improvement/linked transformation 
activity as Access Selby strives to deliver the agreed performance 
specification.   
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2nd Interim Corporate Plan Progress Report: 
April 2011-  September 2011 (2nd Quarter) 
 
Report Type: PIs Report 
Report Author: Data & Systems 

Generated on: 04 October 2011 
 

 

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 
Collection 
Frequency 

Business Manager Summary 
Comment  

SDV_001 
% of satisfied 
customers 

Aim to 
Maximise 

85.00% 97.43%    Quarterly 

What this means? This indicator relates 
to data collected from the satisfaction 
surveys collected through the Contact 
Centre in respect of customer contact 
through the phones and face to face. 

How are we doing?  

Performance has been historically high 
and has improved year on year since 
2008/09 (94%). The trend for 2011/12 
throughout organisational restructure has 
been maintained.  

Customer satisfaction performance is well 
above the North Yorkshire Benchmarking 
Group average of 78.00% for 2010-2011. 

Moving forward  

AS business plan contains a work stream 
to develop a customer pledge & 
satisfaction testing across the business 
and a project plan has been developed to 
achieve the business plan target; April 
2012. The project is currently on track.  

SDV_002 
% of contact 'right first 
time' 

Aim to 
Maximise 

70.00% 87.58%    Quarterly 

What this means?  
 
This figure concerns the number of calls 
passed through the Contact Centre to a 
back office 'service specialist'. This PI 
links to planned BPI on the Contact Centre 
commencing October 2011. 
 
How are we doing?  
 
Currently performing above target at 
87.58% 
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

 
This strong performance links with 
SDV001. 
 
Not measured previously. 
 
Moving forward 
 
This links to the BPI of Contact Centre and 
associated review of Community Officer 
roles, commencing October 2011.  

SDV_003 
% satisfied with street 
cleanliness 

Aim to 
Maximise 

60.00%       

 
 
 
 
 
 
 
 
 
 

 
 
 

Annually  
 
 
 
 
 
 
 
 
 
 

 
 

What this means? Data is collected on 
the number of complaints received on 
street cleansing which is a measure of 
satisfaction.  

How are we doing? In August 2011, 13 
complaints were received. There has been 
a reduction in the number of complaints 
since April 2011 as follows: 32 in April, 36 
in May, 21 in June and 16 in July   

For Comparison in 10/11 
April – 65 
May – 58 
June – 51 
July – 32 
August - 28 

Moving forward? Street cleansing – 
Discussions are being held with Enterprise 
to plan the next annual satisfaction 
survey. The timetable for the survey will 
be reported in at the end of Q3.  
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

SDV_004 
% satisfied with leisure 
facilities provided on 
behalf of the Council 

Aim to 
Maximise 

 60.00%     

 
 
 
 
 

Annually 
 
 
 
 
 
 

What this means? WLCT carryout an 
annual survey to test user satisfaction.  

How are we doing? For 2010/11 the % 
Customers satisfied with the service was 
69.7% 

Moving forward Project Plan developed 
to further develop satisfaction testing. and 
presented for consideration by Access 
Selby Board 05/09/11, roll out October 
2011 - March 2012.  

 

SDV_005 

Satisfaction with 
professional advice 
both to the Core and 
within the SDV 

Aim to 
Maximise 

60.00%     

 
 
 
 

Annually 
 
 
 
 
       

These are new measure to understand 
satisfaction with services provided to the 
Client and within Access Selby. A Project 
plan has been agreed and phased roll out 
to March 2012. Results will be reported 
Qtr 3. The output links to the assessment 
against the Customer Pledge, due to be 
reported March 2012.  

Questions to cover the following areas 
• Response time 
• Quality of response 
• Confidence in response/support 
• Overall satisfaction with each 

service area  
 

SDV_006 

% of customer 
satisfaction with 
planning service 
received 

Aim to 
Maximise 

60.00%      Annually  

This is a new area of measurement and is 
used to inform a measure of satisfaction. 
Complaints with planning service received 
are recorded and progressed in 
accordance with the Corporate Complaints 
policy.  

APPENDIX A 
4 32



Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

 

SDV_007 

% of vulnerable 
residents signposted to 
relevant support 
agencies after direct 
contact with the Council 

Aim to 
Maximise 

85.00%  100%     Quarterly  

What this means? Currently recorded as 
signposting to ‘external bodies’ unable to 
define ‘vulnerable’. Not previously 
measured.  

How are we doing? Currently all 
customers are appropriately signposted.  

Moving forward Linked to Contact 
Centre BPI and systems enhancement 
commencing October 2011. Subsequent 
project plan & timescales to be scoped at 
commencement of BPI.  

 
SDV_008 

 

Average time taken to 
process disabled 
facilities grants 
applications 

Aim to 
Minimise 

130 days 116 days    Quarterly 

What this means? This measure 
concerns the time taken to process 
disabled facilities grants for vulnerable 
residents and takes account of the 
prescribed application process pre-
requisites and the full range of relatively 
minor to more complex adaptations to 

meet the needs of vulnerable residents. 

How are we doing? Improved 
performance during second quarter (end 
of 1st quarter performance = 143 days). 
Selby Home Improvement Agency has 
focused specifically on processing DFG 
applications for vulnerable clients during 
this period. End of year performance for 
2010/11 = 143 days (Monthly/quarterly  

Moving Forward? Home Improvement 
Agency will continue to focus on DFG as a 
vulnerable client group. 
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

 

SDV_009a 

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

Aim to 
Maximise 

85.00% 84.40%    Monthly 

What this means & How are we 
doing?  
 
Performance for Q2 is an improvement on 
Q1 when we achieved 83.74 
 
Moving forward? 
Efforts will now be focussed on utilising 
the whole resource within  Assets to  
achieve performance targets across the 
range of indicators and may require 
resources on ‘non-urgent repairs’ to be 
re-directed to ‘Urgent’ repairs and ‘re-
letting of properties. 
 
 
 
 

SDV_009b 

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

Aim to 
Maximise 

80.00% 90.83%    Monthly  

What this means & How are we 
doing?  
This represents an increase in 
performance on Q1 when we achieved 
90.52%.  
 
 
Moving forward 
Performance in this area is very high and 
following a BPI on ‘Void Properties’ 
resources will be re-directed to ensure an 
increase in performance on ‘re-let’ times 
and also our response to ‘Urgent Repairs’. 
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

SDV_010 
Average time taken to 
re-let local authority 
housing 

Aim to 
Minimise 

28 days 45 days    Monthly 

How are we doing? This is a slight 
improvement in performance on Q1 when 
we achieved 47 days, however current 
performance at the end of Q2 is still of 
concern.  

Moving forward 

A BPI project has been undertaken 
accompanied by the implementation of an 
action plan to tackle this issue. A refined 
process has been agreed and this is to be 
roll out to relevant officers in mid-
October. This will enable monthly 
performance monitoring against the 
new way of working.  Some immediate 
changes are being implemented with 
immediate effect particularly around 
gaining early access to properties to 
assess work required To enable more 
efficient allocation of resources 

SDV_011 
Production of CEF-area 
performance profiles 

Aim to 
Maximise 

Delivery of 
annual 
profiles  

    Annually  

What this means?  
This measure indicates issues raised in 
CEF areas and resources deployed to 
meet calls for service. This is a 
retrospective look.  
 
How are we doing?  This is a new 
measure 
 
Moving forward 
To develop relevant ICT to deliver 
integrated systems to produce 
performance profiles of services delivered 
and issues resolved by CEF area. This 
links to projects within the Access Selby 
Work Programme, specifically the 
Business Intelligence work stream 
commencing October 2011.  
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

SDV_012 

% of employees 
attaining behavioural 
competency key 
milestones 

Aim to 
Maximise 

75.00%      Annually  

Access Selby performance framework 
produced and planned launch October 
2011 of performance contracts. These will 
include assessment against role related 
competencies. This information will be 
managed by Human Resources to build a 
profile of the work force and competencies 
achieved.  

SDV_013 

% increase in 
employees confidence 
and perception of the 
organisation 

Aim to 
Maximise 

Establish 
Baseline  

    Annually  

This is a new measure.  

Project Plan developed and presented for 
consideration by Access Selby Board 
05/09/11 and CMT 4/10/11. Phased roll 
out October 2011 - March 2012  

Staff survey delivered October 2011.  

SDV_014 

Inspection of premises 
in accordance with 
statutory code of 
practice 

Aim to 
Maximise 

100.00% 100.00%    Monthly 

 
Food Inspections:  
High Risk Premises (Risk Rated A or B) - 
14 premises out of 14 inspected = 100%  
 
Health and Safety Inspections:  
High Risk Premises (Risk Rated A or B1) - 
7 premises out of 7 inspected = 100%  
 
 
PPC Inspections  
High Risk Premises ( Risk Rated >80) - 0 
out of 0 inspected = 100%  
 
Moving forward?  
 
Inspection programme on track to achieve 
target. Demand is comparable to previous 
years. 
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

SDV_015 

% Response to 
Environmental Health 
enquiries and 
complaints 

Aim to 
Maximise 

100.00% 100.00%    Monthly 

How are we doing?  
 
YTD 100% - 23 out of 23 food and safety 
complaints responded within target.  
 
Sub regional target is 95% through North 
Yorkshire Quality Management System 
(ISO accredited). Selby performance in 
2010/11 was 100%. New Environmental 
Health business area has maintained this 
performance by implementing new 
working practices in respect of proactive & 
reactive work streams. Demand is 
comparable to previous years. 
 

SDV_016 
Number of high risk 
enforcement issues 
resolved 

Aim to 
Maximise 

50.00% 100.00%    Quarterly 

What this means? This indicator relates 
to the number of high risk enforcement 
issues resolved.  

How are we doing?  On Target 

For management purposes, a number of 
Management Indicators have been derived 
to illustrate customer service levels & 
team productivity.  

Moving forward? Continued 
management of case demand and team 
development to enable cross skilling in 
dealing with enforcement issues.  

SDV_017 
Investigate significant 
fly-tipping incidents 

Aim to 
Maximise 

100.00% 100.00%    Monthly 

All the reported fly-tipping incidents within 
the district were investigated by a council 
official therefore achieving 100% of 
investigated incidents YTD.   
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

SDV_018 

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

Aim to 
Maximise 

85.00% 84.38%    Monthly 

How are we doing? September 2011 
saw a greater throughput of cases at 
2.8% more than August 2011 and 14.4% 
more than in July 2011. The short term 
trend shows that the % processed within 
5 days increased from 80.2% to 82.07% - 
the average days to process all items 
being 3.7 days.  

Moving forward?  

The long term trend shows a decline. 
However this is being tackled with 
additional resources with the aim of 
bringing the value back up to the PI 
value. This is being resourced from DWP 
monies and within existing cost envelope.  

 

 

SDV_019 
% of Council Tax debt 
recovered 

Aim to 
Maximise 

58.39% 58.50%    Monthly 

How are we doing? 
 
On Target.  
 
When compared with 2010/11 (58.71%) 
year to date performance figures a 
downward trend both in the short term 
and longer term is indicated. However the 
decreases are small and are affected by 
the period of the year when the data is 
collected and also unexpected system 
down time.  
 
Moving forward? On going management 
of this business area and expected 
delivery to target by year end.  
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

 
 
 

SDV_020 
% of Council Rent debt 
recovered 

Aim to 
Maximise 

95.09% 95.85%    Monthly 

How are we doing? 
Collection rate is higher than YTD figure 
for September 2010 by 0.06% and ahead 
of target by 0.76%.  
 
Moving forward 
 
Work closely with Housing to support new 
tenants and work with the Contact Centre 
and partner agencies to provide payment 
advice and guidance.  
 

SDV_021 

% of planning 
applications considered 
within time under 
scheme of delegation 

Aim to 
Maximise 

65.00% 87.23%    Monthly 

What this means? & How are we 
doing?  
The Planning team had performed 
excellently by exceeding the set target. 
The short and long term figures show a 
downward trend in the team’s 
performance. 
 
Moving forward 
This is as a consequence of an increase in 
the team’s workload with applications 
having risen by approximately 20% over 
the previous reporting period. This is 
subject to ongoing management and 
consideration of resources to demand.  

SDV_023 
% of invoices paid on 
time 

Aim to 
Maximise 

75.00% 81.22%    Monthly 

What this means & How are we 
doing?  
Performance has reduced by 4% since 
July 2011, and also reduced by 9% on the 
same period in 2010-2011. A 2 week 
reminder has been introduced alongside 
an officer report that identifies individuals 
who fall below the set target and can be 
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

chased to ensure payment within the set 
time limits.  
 
Moving forward 
Clarification of Lead Officer budgets and 
responsibilities need to be confirmed 
through 1-2-1 with Accountancy 

SDV_024 
% compliant with 
revised fees and 
charges 

Aim to 
Maximise 

Establish 
Baseline  

     Annually  
This is subject to a report to Access Selby 
Board December 2011 and April 2012.  

SDV_025 
% internal rate of 
return on commercial 
assets 

Aim to 
Maximise 

5.00%      Annually  
Work continues to baseline in this area. 
This is linked to SDVC_027 income 
generation. 

SDV_026 
Reducing internal costs 
on non operational sites 

Aim to 
Maximise 

2.00%       Annually  

Work continuing to put in place 
mechanisms to capture this data 
throughout the reporting period. 
 
 

SDV_027 
% increase in income 
generation 

Aim to 
Maximise 

Proposals for 
income 

generation 
submitted  

    Annually  
Work in progress to develop this. Report 
to board January 2012.  

SDV_028 

Efficiency and 
productivity 
improvements 
(Delivering within Cost 
Envelope) 

Aim to 
Maximise 

Delivering 
within agreed 
cost envelope  

    Annually  
This is a requirement of all business areas 
in challenging and setting budgets and 
carrying out BPI projects.  

SDV_029 
% increase in 
productivity 

Aim to 
Maximise 

10.00%       

Annually  
 
 
 
 
 
 

SDV_030 
% efficiency gain in 
commissioned services, 

Aim to 
Maximise 

By Yr 3 – 
10% on 

     Annually  

 
Productivity and efficiency improvements 
are key deliverables of transformation 
projects. Projects to April 2012 will have 
targets set.  Transformation Projects have 
been completed in 3 business areas and 
efficiency and productivity improvements 
identified.  
 
At time of contract review and letting new 
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Code Short Name 
Direction of 

Travel 
Current 
Target 

Current Value 

Short 
Term 
Trend 
Arrow 

Long 
Term 
Trend 
Arrow 

Traffic Light 
Collection Business Manager Summary 

Comment  Frequency 

whether financial or 
added value 

2010-2011 
costs  

contracts efficiency improvements will be 
negotiated, hence target by year 3.  
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Briefing to: Access Selby Board 
 
Date: 17th October 2011 
 
Item: SDV_010 ‘Average time taken to re-let local authority housing’ – Update 
on project to improve performance 
 
Author: Sarah Smith, Business Manager 
 
1.0 Background & Introduction 
 
Access Selby Key Performance Indicator SDV_010 relates to the ‘Average 
time taken to re-let local authority housing’. The target for 2011/12 is 28 days. 
Current performance (at September 2011) is 45 days. This is a slight 
improvement on Q1 performance which was 47 days, however it still remains 
an area for concern and improvement.  
 
The projected end of year average performance is 36.86 days, which is just 
below the end of year performance for 2010/11 of 35 days. However, the 
actually monthly performance is projected to improve from October onwards 
and be within target on a monthly basis from December 2011.  
 
Improvement in this area is a key priority for Access Selby and an action plan 
has been developed to set out how this issue will be addressed in the short 
and medium term to ensure projected performance for the remainder of the 
year demonstrates continuous improvement. 
 
2.0 The Report 
 
This reports sets out the actions taken to improve Access Selby’s 
performance on the time taken to re-let local authority housing and provides 
some projection for performance for the remainder of the year. 
 
2.1 What has been done so far? 
 
A significant area of activity has been to instigate a Business Process 
Improvement project on the whole lifecycle of the processes involved in re-
letting. This cuts across a number of service areas and each area has been 
scrutinised to map out the existing processes and practices and identify areas 
for improved efficiency. This has been particularly valuable as the new 
process needs to reflect the new roles within the organisation. This exercise 
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has challenged pre-existing practices and has looked at the whole process in 
light of the new organisation and Access Selby core values.   
 
Officers from all relevant areas have been involved in the exercise to gain 
collective ownership of the issue and also to establish where different roles 
and responsibilities now lie. A new process has now been established and 
has been rolled out to the Officers. The BPI is due to conclude at the end of 
October when a full report will be published which will outline key findings and 
recommendations for implementation.  
 
The initial findings of the BPI have identified some key areas which contribute 
to the issue. All are inter-linked and need to be addressed collectively to 
achieve success in implementing the new process: 
 
 

 Management – the management of the process currently straddles a 
number of areas i.e. Assets, Community Officers and Business 
Support. This means that accountability and control is not consistent 
and creates the potential for conflicting priorities 

 
 Prioritisation of resources – the allocation of resources to tackle issues 

at occupied properties can be perceived to be a higher priority over 
empty properties. A complete review of resource allocation and 
prioritisation is essential to balance work requirements at occupied and 
un-occupied properties 

 
 Portfolio Management – Some properties are returned in an extremely 

poor condition and therefore a disproportionate amount of time is 
required to tackle these and bring these back to a condition ready for 
occupation.  

 
 Forward Planning - currently the notice period isn’t utilised effectively to 

do some pre-planning and inspection to allow work to be programmed 
before the property becomes vacant. The knock on-effect is that there 
can be a delay in assessing and scheduling the work to be done & 
viewings take longer to arrange 

 
Consistent Implementation of the new process and close monitoring of this 
will have a positive impact on performance, however, it may take some time to 
see this reflected in the performance indicators due to the bedding in of the 
new process and also the impact of the ‘legacy’ performance in the first 6 
months of the year impacting on the average performance. However, the 
initial findings of the project have identified opportunities for ‘quick wins’ which 
will contribute to improvements in the short term. 
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2.2 Immediate Changes to be implemented 
 
There are a number of changes to the process which will be implemented with 
immediate effect and it is anticipated that these will start to impact on 
performance in the short term. These include; 
 

 Gain early access to properties once termination notice has been 
agreed to enable work requirements to be identified and for work to be 
programmed ready for when the property becomes ‘void’ 

 
 Arrange early viewings with perspective tenants to streamline the 

letting process – this should save time in securing the let once the 
work has been completed 

 
 Bespoke ‘Action Plan’ for each property to be developed as soon as 

notification of termination is given – this will provide details of what 
needs to be done when, by whom etc. Progress against action plans 
will be monitored frequently 

 
 Weekly ‘void meetings’ with representatives from relevant sections  to 

monitor progress against actions plans and agree priorities 
 

 Community officer to work closely with Asset Co-ordinators to agree 
what works needs to be done to property prior to letting in order to 
‘manage expectations’ of perspective tenants 

 
 The overall management of the process is to be with one Business 

Manager to ensure focus is maintained 
 
2.3 Impact on Performance 
 
As mentioned previously, it may take some time for the impact of the BPI to 
take full effect on performance and this is also compounded by the average 
monthly performance being affected by the legacy of poor performance in the 
first 6 months of 2011/12 and also backlog of 36 properties from 2010/11 
carried forward into April. The projected end of year average performance is 
36.86 days, which is just below the end of year performance for 2010/11 of 35 
days. However, the actually monthly performance is projected to improve from 
October onwards and be within target on a monthly basis from December 
2011.  
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Table 1 sets out the projected average performance for the remainder of the 
year and projected monthly performance. This is also displayed in the graph 
below 
 
Table 1 – Monthly projected void time and projected annual average (Oct 
2011-March 2012) 
 

Projected Void days by month with Annual 
Aggregate Performance October 2011 - March 
2012 
 

Month 

Monthly 
Projected 
Void time 

(Properties 
completing)

Projected void times 
(annual average) 

October 35.36 44.4 
November 33.8 42.5 
December 27.6 40.01 
January 26.2 38.78 
February 26.1 37.78 

March 25.8 36.86 
 
 

Projected void days by month with annual aggregate target. 
October 2011 - March 2012
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The graph demonstrates that following the implementation of the changes and 
improved efficiency, the monthly performance will improve and will be within 
target by December 2011. The projections are based on the current voids and 
also those which we know will come on-stream for the remainder of October 
and the carry forward into November. After this period, the projections are 
based on historical data and therefore could be subject to variation in the 
number of properties becoming voids for the remainder of the year.  
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2.4 Next Steps 
 
The conclusion of the BPI and full implementation of recommendations are a 
key next step. As mentioned previously, robust monitoring of the new process 
is fundamental to achieving the improvement. This will be embedded into the 
performance management of each area. 
 
Implementation of the BPI will strip out inefficiency in the process which 
currently exists. However, there is a need to review the resources available 
for dealing with property management across the board to determine if these 
could be deployed more effectively. This will need to be assessed against the 
potential impact on other areas so that informed decisions can be made on 
the best use of resources going forward. 
 
Future reporting on performance will include the actual monthly performance 
alongside the year to date average performance and future projection will be 
updated following actual monthly performance. 
 
3.0 Conclusion 
 
The current performance on the average time taken to re-let local authority 
housing is an area of concern with the average time being 45 days against a 
target of 28 days. The projected end of year average performance is 36.86 
days, which is just below the end of year performance for 2010/11 of 35.4 
days. However, the actually monthly performance is projected to improve from 
October onwards and be within target on a monthly basis from December 
2011.  
 
An action plan has been developed which sets out how Access Selby are 
tackling this issue. A significant step is through the BPI project which has 
been carried out which will streamline the process and ensure roles and 
responsibilities are agreed with all those involved in the process.  Some 
immediate changes have been identified which will secure improvement in the 
short term. 
 
Consistent and robust implementation of the new process is projected to 
improve performance and progress against void ‘action plans’ will be 
monitored on a weekly basis to manage performance. Future reporting on 
performance will include the actual monthly performance alongside the year to 
date average performance. 
 
4.0 Background Papers 
 
None 
 
Contact Details 
Sarah Smith 
Business Manager  
Access Selby 
sesmith@selby.gov.uk 
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Agenda Item No:     6 
______________________________________________________________ 
 
To:    Access Selby Board  
Date:   17 October 2011  
Author: Eileen Scothern    
   
______________________________________________________________ 
 
Title:   Fees and Charges 
 
Summary:  Following the approval of the Medium Term Financial Strategy 

(MTFS) at the Executive on 6th October attached for your 
consideration cases where there is a justification to not 
increasing fees in line with the adopted MTFS. 

 
Recommendation(s): 
 
To agree the exceptions to the Medium Term Financial Strategy (MTFS) 
for submission to the Executive for approval. 
 
 
1. Introduction and Background  
 
1.1 The Medium Term Financial Strategy (MTFS) provides the strategic 
framework for the Council in determining the Fees and Charging policy, the 
MTFS was agreed at the Executive on 6th October 2011, which in terms of 
income generation stated that : 
 
In determining fees and charges we will also explore opportunities to 
introduce discretionary charges as a means of either:- 
 
i. optimising income to the Council; 
 
ii. generating additional income to the Council to recover the costs 
of service delivery; 
 
iii. utilising spare capacity within existing Council services. 
 
and  
 
Fees and charges will be set to recover the full cost of services unless there is 
a specific decision to subsidise a service. As a minimum, fees and charges 
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will be increased by RPI as at September each year unless there is a clear 
business case for a lesser increase. 
 
2. The Report  
 
2.1  The Council generates around £3.3m in income from levying fees and 
charges for the provision of certain services. Under the Council’s new 
organisational model, fees and charges income from services forms part of 
Access Selby’s resources although responsibility for approving annual 
increases remains with the Executive. The attached Corporate Charging 
Policy (see Appendix 1) has been produced to assist Budget Holders to 
comply with the MTFS.  
 
2.2  Appendix 2 identifies proposed changes to fees and charges which are 
either below the minimum increase (RPI as at September) as outlined in the 
MTFS; charges introduced for the first time and where the proposed increase 
is significantly above the RPI.   
 
2.3 Officers have identified three tariffs which require an increase above 
RPI to maintain full cost recovery, they are Car Park Fees and Charges (as 
agreed at the Executive on 6th October and therefore not covered by this 
report); Water Sampling and Commercial Waste Service and following the 
relocation to the new building, a new schedule of charges for the Council 
Chamber/Committee Room and Meeting Rooms. The Commercial Waste fee 
structure is still to be confirmed and a verbal update will be given at the Board 
meeting.  
 
2.4 Over the next few months further work is being carried out on unit cost 
information based on the new organisation and producing an activity based 
costing solution. This project is due to be completed by January 2012 and will 
be used to price new services and in the budget process for 2013/14.  
 
3.       Legal/Financial Controls and other Policy matters 
 
3.1     Legal Issues 
 
No comments received. 
 
3.2      Financial Issues 
 
The impact on increasing the fee schedule to full cost recovery will be an 
additional £30,000 per annum.  
 
4. Conclusion 
 
There are only four services that require an exception to the MTFS.  
 
5. Background Documents 
 
SDC Medium Term Financial Strategy  
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Contact Officer:  
 

 Eileen Scothern 
 Business manager 
 escothern@selby.gov.uk
 01757 292148 
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Appendix 1 
 
Policy Title Corporate Charging Policy 

 
Policy Number  002 
Date Introduced/Revised 6 October 2011 
  
Policy Aim  
The Aim of this policy is to provide a corporate framework for setting of fees 
and charges for services provided by Selby District Council.  
The Policy applies to all fees and charges which the Council has discretion to 
set, regardless of whether they are approved by Access Selby/Community 
Selby or Core. Services where charges are decided externally will be set in 
line with the relevant legislation.  
 
Policy Summary  
Charging is an important and appropriate way of financing services and 
provides an alternative to council tax in paying for the Council’s services. The 
Council needs to make its approach and policy on charges clear to the public. 
This needs to explain why it is appropriate to introduce charges or increase 
charges in appropriate circumstances. Charges should be considered where 
only some members of the public benefit from the service provided. The 
overall principle for charging should be that the “user pays”, and non-users do 
not support users through council tax. 
 
The Policy applies to all fees and charges which the Council has discretion to 
set, regardless of whether they are approved by Access Selby/Community 
Selby or Core. Services where charges are decided externally will be set in 
line with the relevant legislation.  
 
The principles are that:- 
(a) Charging proposals must be judged in the light of the Council’s corporate 
aims and service objectives and also identify whether charging is an 
appropriate alternative to council tax in paying for the service in question. 
(b) They should clearly link to the achievement of service priorities and 
strategies, 
(c) They should be subject to consultation with users or beneficiaries of the 
service where appropriate. 
(d) Charges can be market-led and should be set according to market 
demand and taking into account competition from other providers of the 
service. 
(e) The extent of any subsidy should be determined and charging levels 
should take account the users ability to pay.  
 
Process 
 
(i) Reviews of charges should be undertaken as an integral part of the service 
and financial planning process each year. 
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(ii) Changes to existing charges may  be made 
• Annually in line with inflation (RPI as at September each year or 
• To take account of changes in VAT 

by the Executive Director with S151 responsibilities in conjunction with the 
Director concerned. 
(iii) As a minimum, fees and charges will be increased by RPI unless there is 
a clear business case for a lesser increase. Increases above the rate of 
inflation, or proposals for new charges, would require a report to Executive. 
(iv) Appropriate consultation with service users and stakeholders will be 
undertaken in respect of any proposed significant changes to current charges 
or in relation to the introduction of significant new charges. 
(v) All charges need to be consistent with the Council’s corporate and service 
aims, strategies and service priorities. 
(vi) Variations to charges will generally apply from 1 April. 
 
There are five categories of fees and charges. Commercial; Full Cost 
recovery; Subsided; Free and Statutory Charges.  
 
Commercial – where there is a market rate and Full Cost Recovery would 
have an adverse effect on the commercial market. 
 
Full Cost Recovery – Charges are based on average cost of delivering a 
service. In instances where we provide services to other local authorities 
(and/or partners etc)our charges will be set to recover marginal costs and 
contribute to organisational overheads – the level of contribution (in part or full 
recovery) will be determined on a case by case basis. 
 
Subsided – Where the Council chooses to make a contribution to the costs 
 
Free – Where the Council chooses to make the service available at no charge 
to meet a Council Strategic Objective.  
 
Statutory – Charges which are determined in line with legal requirements.  
 
In determining whether to provide a discretion charge or a free service the 
following principles will be considered by Directors and Councillors. 
 
• Why are we providing this service? 
• Who benefits from the service – individuals or the community? 
• Do we subsidise this service from council tax? 
• What are we achieving by subsidising it? 
• How much do residents and businesses value the service? 
• How willing and able are they to pay for it? 
• What effect does charging have on the supply and demand for a service? 
• How can charging affect behaviour and assist service objectives? 
 
The Schedule of Charges will be reviewed on an annual basis (unless 
variations have been agreed by Executive or Council) and published on the 
Council’s web site.   
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Where ever possible fees and charges will be collected in advance or at the 
point of service delivery.  
 
Implementation  
Who is responsible Budget Holders 
  
Monitoring Budget Holders through Performance and 

Budget Monitoring 
  
Consultation  
Internal - Business Managers and Directors to be consulted on a draft version 
of the strategy. 
External - No consultation is required on this policy; however elements of the 
Fees and Charges Schedule may involve public consultation.  
  
Approved 6 October 2011 
  
Review frequency/date 5 years/October 2016 
  
 Interdependencies 
 with other Policies  

Medium Term Financial Strategy 
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Appendix 2.  Exceptions to the Medium Term Financial Strategy. 
 
Budget Heading Reason for recommendation Current Charge  Proposed Charge % increase/decrease 
Water Sampling 
Fees 

New legislation requires a review of the 
structure. Charges have been reviewed 
following the re-organisation, time recording 
and introducing full cost recovery. However 
changes in regulations will result in fewer 
samples and reduce the income stream..  

50 77.50 55% increase  

Commercial 
Waste Charges 

The charges cover NYCC disposal costs as 
well as our collection costs.  These costs 
are fixed each year and landfill tax is 
currently increasing by a £8 per tonne per 
year. Historically to cover operational costs 
charges have increased in the range of 9 – 
10%.   

See Table below See Table Below This is still to be 
completed but is 
expected to be in the 
region of 10 – 11% 

Committee Room 
Bookings  

The previous room charges are not directly 
comparable due to different sizes and 
facilities provided. 

 See Schedule of 
charges 

Based on 
benchmarking with 
other facilities in the 
District. 

Committee Room 
Bookings - 
Partners 
 

The previous room charges are not directly 
comparable due to different sizes and 
facilities provided. 

 See Schedule of 
charges 

Working with 
partners is a 
corporate objective 
and therefore a 
discounted rate is 
recommended. 

Committee Room 
Bookings - PCT 

The previous room charges are not directly 
comparable due to different sizes and 
facilities provided. 

 See Schedule of 
charges 

As part of the joint 
agreement 
discounted rates 
have been agreed 
with PCT. 
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Impact on the Income of Selby District Council  £.50 from the current £ 
 
 
 
Option 2 – Budget rounded to nearest £10.  
Activity 2011/12 2012/13 (MTFS Policy – 

5%) 
2012/13 (Full Cost 

Recovery) 
Difference between Full 

Cost Recovery and 
MTFS 

Water Sampling Fees – 
minus lab fees 

-5,710. -2,500 -3,810 -1,810 

Commercial Waste 
Fees & Charges   

-554,670 
 

-582,400 -610,140 -27,740  

Civic Centre Room Hire 
  

-13,500 
 

-14,200 -15,000 -800 

Overall Impact.     -30,350 
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Commercial Refuse Waste  - Verbal update to be provided to the meeting.  
                 

Bin Size 
2011/12 
Actual 

2012/13 
Proposed Difference 

120 litre £134.40 TBC  
240 litre £212.40  TBC  
360 litre £306.00 TBC  
660 litre £503.60  TBC  
1100 litre £826.00 TBC  

     
    

    
Commercial Recycling Prices  
    

Bin Size 
2011/12 
Actual 

2012/13 
Proposed Difference 

55 litre £46.00 TBC  
120 litre £77.20  TBC  
240 litre £118.80 TBC  
360 litre £176.00  TBC  
660 litre £259.20 TBC  
1100 litre £417.80 TBC  
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Decision Item/Report 
Heading 

Item/Report Summary Date  
required 

Principal Background 
Information & 
Interdependencies with other 
SDC business areas 

Responsible 
Officer 

Access 
Selby 
Strategic 
Lead 

Project 
Interdependencies/
assumptions/ risks   

1. Customer and Community 
 
1b) Improved levels of community satisfaction  

A response to the 
CEF update and 
linked policy 
developments  

A response to the position 
statement regarding the 
CEF process and 
community development 
plans to aid the wider 
place shape agenda 

November 
11 

CEF development plan 
Community intelligence from 
CEFs 
Communities Selby work 
programme 

E Scothern  
 
Communities 
Selby 

K Dawson Communities 
Selby 
 
Timeliness of 
linked work plans 
& project delivery 
by Communities 
Selby 
 
 
 

5Kk) BPI Work Programme 

Business 
Improvement 
Programme  

A discussion item 
regarding priority areas for 
BPI and in year 
programme update 

November 
2011 

Transformation Programme 
update 
Efficiency Plan 
Business Results 
Community Intelligence 

E Williams J Barlow  

56



Access Selby Work Programme 2011/12 

2 
ASWP_v5_ew 100811_revd 10811 

Decision Item/Report 
Heading 

Item/Report Summary Date  
required 

Principal Background 
Information & 
Interdependencies with other 
SDC business areas 

Responsible 
Officer 

Access 
Selby 
Strategic 
Lead 

Project 
Interdependencies/
assumptions/ risks   

(CEFs)  

5 Ll) Business Planning Framework  

Business Plan 
Review   

A mid year review of 
business plan delivery and 
priorities to include a 
project plan detailing 
approach to plan 
production 2012/13 

November 
2011 

Business Results (Access 
Selby)  
Community intelligence 
(CEFs) Communities Selby  
Budget information  

E Williams M Steward 
 
 
 

Core  
 
Business results 
reported 
(performance & 
budget)  
 
Emerging 
community 
priorities captured 
and needs 
assessment 
developing 
 
 

Budget Process 
Consultation  

Position statement 
regarding projected 
financial settlement and 
Access Selby cost 
envelope 

November 
2011 

Mid Term Financial Strategy  
Business results (mid year) 
Horizon scanning  

S Smith  
K Iveson  

M Steward Core 
Business results 
available  
Consultation on 
emerging priorities 
ongoing 
 
Effective 
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Decision Item/Report 
Heading 

Item/Report Summary Date  
required 

Principal Background 
Information & 
Interdependencies with other 
SDC business areas 

Responsible 
Officer 

Access 
Selby 
Strategic 
Lead 

Project 
Interdependencies/
assumptions/ risks   

implementation of 
new structure  
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