
Access Selby 

BOARD 
 
Date:  5 September 2011 
Time:  5pm 
Place: Board Room, 1st Floor Civic Centre, Doncaster Road, Selby.  
 

To: Councillor Innes (BI); Councillor Pound (AP); Councillor 
Shaw-Wright (SS-W); Deputy Chief Executive (JL); 
Managing Director – Access Selby (MS) 

 

 Karen Iveson (KI) Executive Director; Janette Barlow (JB); 
Keith Dawson (KD) 

 

AGENDA 
 
Item Business Lead 
1. Apologies for Absence  BI 

 
2. Minutes of the meeting on 11 July 2011 

[Attached (1)] 
 

BI 

3. Board Working Notes 
[Attached (2)] 
 

BI 

4. Work Programme Items: 
 
i. Consultation Project Plan 
ii. Horizon Scanning Update 
iii. Access Selby Performance Management 

Update Period 5 (Quarter 2) 
 

 
 
EW 
ES 
EW 

5. Future Work Programme: 
 
i. Access Selby Business Intelligence 

requirements and solutions 
ii. Time recording and costing approach 
iii. Quarterly Results report 
 

MS 

6. Future dates of Access Selby Board 
 
i. Dates 
ii. Meeting Cycle 
 

BI 
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Access Selby Board 
Minutes 
 
Date:  11 July 2011 
Time:  5pm 
Place: Civic Centre, Portholme Road, Selby, YO8 4SB 
 
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); Eve Williams (EW) 
 
 
Item 

Business 
 

Action 

1. Apologies for Absence 
 
Apologies were received from Julie Hutton.  
 

 
 
 

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

 
 
 
 
 

3. 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. 

 
 
 
 
 
 
 
 

4. Access Selby – response to Council’s corporate plan 
(Leaders State of Area Address) 
 
Karen Iveson discussed the opportunity the Board has to 
formulate a response to the Council’s Corporate Plan on 
behalf of Access Selby.  This opportunity will be part of the 
Corporate Plan 6 week consultation period and this will be put 
to the next Access Selby Board Meeting. 
 
DECISION:  The board is to consider a formal response 
as part of 6 week consultation of corporate plan. 
 

 
 
 
 
 
 
 
 
 
 

5. Quarterly Result 
 
Karen Iveson presented the performance and budget 
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quarterly results reports to the Board.  The performance 
report is a system generated document and shows the full 
suite of performance indicators and the links from the report 
to the balance scorecard were discussed.  The finance report 
was provided and the future reporting style was discussed. 
 
DECISION: That the report is noted and the schedule of 
Access Selby Board be reviewed. 

 
 
 
 
 
 
 
 
 

6.  Aiming for Excellence 
 
The Aiming for Excellence document was presented by Eve 
Williams following the presentation by Julie Hutton at a 
previous board meeting.  The Work programme (item 7) was 
presented with this item as Eve explained the links with the 
Aiming for Excellence and Work programme to give the Board 
a clear guide to what items will be coming to the future 
meetings. 
 
DECISION: That the reports are noted. 
 

 
 
 
 
 
 
 
 
 
 
 
 

7. Performance Management Framework 
 
Janette Barlow provided the explanation of the Performance 
Management Framework document and process.  This gives 
managers the opportunity to meet with staff and produce 
clear outcomes and expectation of their performance. 
 

 

8. Planning Protocol 
 
Keith Dawson presented the Planning Protocol following 
discussions at the previous board meeting.  This protocol 
covered 3 scenarios which may occur and the implications of 
these for all parties involved.   
 
DECISION: To take the protocol to the Executive to 
seek their endorsement. 
 

 

9. Organisational Change 
 
Janette Barlow gave a verbal update on the Organisational 
Changes and an overview of the process undergone.  This 
included an update on the work which will commence shortly 
for the future. 
 
DECISION: That the verbal update be noted 
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Access Selby Board 

WORKING NOTES 
NOT FOR PUBLICATION 
 
Date:  11 July 2011 
Time:  5pm 
Place: Civic Centre, Portholme Road, Selby, YO8 4SB 
 
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); Eve Williams (EW); 
 
 
Item Business Action 
1. Apologies for Absence 

 
Apologies were received from Julie Hutton.  
 

 
 
 

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

 
 
 
 
 

3. 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. 

 
 
 
 
 
 
 
 

4. Access Selby – response to Council’s corporate plan 
(Leaders State of Area Address) 
 
Karen Iveson discussed the opportunity the Board has to 
formulate a response to the Council’s Corporate Plan on 
behalf of Access Selby.  This opportunity will be part of the 
Corporate Plan 6 week consultation period and this will be put 
to the next Access Selby Board Meeting. 
 
DECISION:  The board is to consider a formal response 
as part of 6 week consultation of corporate plan. 
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The Board will consider it’s response between now and the 
next board meeting to set the benchmark for Access Selby.  
The negotiation of the Business Plan will be continued over 
the Autumn and Winter of 2011. 
 

5. Quarterly Result 
 
Karen Iveson presented the performance and budget 
quarterly results reports to the Board.  The performance 
report is a system generated document and shows the full 
suite of performance indicators and the links from the report 
to the balance scorecard were discussed.  The finance report 
was provided and the future reporting style was discussed. 
 
DECISION: That the report is noted and the schedule of 
Access Selby Board Meetings be reviewed. 
 
Karen Iveson explained the tight deadlines for producing the 
reports to circulate to Board members due to meeting dates. 
Karen will provide the Board with a schedule of dates for the 
Board meetings so a full quarterly report can be provided.  
The reports will show items of exception only in the future 
reporting format.   
 
The Board discussed how they will respond to any 
performance indicators below target.  The Board did agree 
the commentary on the report would need to be expanded for 
a decision on their action to be made.  Eve Williams will take 
these comments forward.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
KI 
 
 
 
 
 
 
 
EW 

6.  Aiming for Excellence 
 
The Aiming for Excellence document was presented by Eve 
Williams following the presentation by Julie Hutton at a 
previous board meeting.  The Work programme (item 7) was 
presented with this item as Eve explained the links with the 
Aiming for Excellence and Work programme to give the Board 
a clear guide to what items will be coming to the future 
meetings. 
 
DECISION: That the reports are noted. 
 
Eve explained these documents will be living documents and 
with project management this will give the opportunity for 
the Board to be proactive in the future.  Eve will pick up 
comments made by the board to move this forward. 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
EW 
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7. Performance Management Framework 
 
Janette Barlow provided the explanation of the Performance 
Management Framework document and process.  This gives 
managers the opportunity to meet with staff and produce 
clear outcomes and expectation of their performance.   
 
The board was informed that staff will be able to take 
responsibility of their own training following discussions with 
their line manager and support from HR.  There was a 
concern about who the document was aimed and this concern 
will be addressed.  This will give the chance for a 
transformation of the culture of Access Selby to be achieved. 
 

 

8. Planning Protocol 
 
Keith Dawson presented the Planning Protocol following 
discussions at the previous board meeting.  This protocol 
covered 3 scenarios which may occur and the implications of 
these for all parties involved.   
 
DECISION: To take the protocol to the Executive to 
seek their endorsement. 
 
Keith explained to the board that there will be an element of 
goodwill with this protocol due to certain situations not falling 
in these scenarios. This protocol could be the first of many for 
Access Selby to produce.  
 

 

9. Organisational Change 
 
Janette Barlow gave a verbal update on the Organisational 
Changes and an overview of the process undergone.  This 
included an update on the work which will commence shortly 
for the future. 
 
DECISION: That the verbal update be noted. 
 
The objective during this process was to be open and clear on 
how the process will work for staff which was communicated 
by newsletters, Corporate Sessions with Chief Executive and 
meetings with Business Managers and HR.  Support has been 
given to all staff including training on the Competencies and 
interviews and organising Jobcentre for staff at risk of 
redundancy.  The staff involved will meet to discuss lesson 
learnt when the process is complete. 
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Agenda Item No:     4.i 
_____________________________________________________________   
 
To:  Access Selby Board  
Date: 5 September 2011  
Author: Mike James    
   
______________________________________________________________ 
 
Title: Consultation Project Plan 
 
Summary: To update on Access Selby’s approach to engage with residents 

to measure satisfaction with the organisation, as per the 
objectives included in the Business Plan, as follows. 

 
• SDV_001: Percentage of satisfied customers 
• SDV_003: Percentage satisfied with street cleanliness 
• SDV_004: Percentage satisfied with leisure services 
• SDV_005: Satisfaction with professional advice both to the 

Core and within Access Selby 
• SDV_006: Percentage of customers satisfied (with planning 

service) 
• SDV_013: Percentage increase in employees’ confidence 

and perception of the organisation 
 
Recommendation 
 
To agree to the approach to measuring satisfaction in order to 
demonstrate success against the relevant Business Plan objectives, to 
be discussed with the Core. 
 
 
2. Background  

In developing the Access Selby Business Plan, consideration was given as to 
how to measure the success of the organisation, as a way of demonstrating 
the impact of its work.  Satisfaction ratings cover the key service areas. 

Measuring satisfaction not only demonstrates public perception of services 
delivered by Access Selby, but can also be used as a measure of service 
improvement. 
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There are also important political implications for the Core too, in that 
measuring satisfaction demonstrates the impact of Access Selby’s work on 
the Core’s customer base to inform their decisions about levels of service. 
 
The process of measuring satisfaction is part of Access Selby’s public 
engagement work, which supports the Council’s wider engagement strategy 
2011-14. 
 
National research, carried out via the Local Government Association, 
indicates that a small number of services have a big impact on general 
satisfaction with a local authority.  These include street cleanliness and leisure 
services.  As part of the Access Selby Business Plan, satisfaction measures 
will be taken for these areas. 
 
Measuring staff satisfaction, and reacting to issues raised, is also a key tool in 
staff management, which will help Access Selby to deliver its services as 
effectively as possible. 
 
In order to make the best use of available resources, it is proposed that 
satisfaction measures delivered from survey work are taken once a year 
during a focused one-month period.  This gives a ‘snap shot’ result rather than 
ongoing monitoring.  Although beneficial in many respects, ongoing 
monitoring throughout the year will require significantly more resource.  This 
does not, however, preclude individual business areas from continuing to 
monitor satisfaction as part of their performance management, alongside the 
ongoing monitoring of complaints (see 3.9, below). 
 
In developing these proposals we are investigating a number of options for the 
most cost-effective way of collecting and analysing data.  One option is to use 
the online Survey Monkey service, which can be used to support a number of 
aspects of this work.  This system has been used by partner organisations 
with significant success. 
 
The proposed approach to rating satisfaction within each area is set out in 
project plan, appendix 1.  The principle behind this is that where there is a 
distinct group of service-users we can take a survey approach; where such a 
group is less well defined we will discuss with the Core other measurements 
that could demonstrate overall satisfaction, such as looking at legitimate 
complaints received, which would give more robust results. 
 
A key part of the development of satisfaction ratings will be the introduction of 
the customer pledge.  This will set out service standards across the 
organisation against which success can be gauged.  It is anticipated that the 
customer pledge will launched for consultation in January 2012, to be adopted 
by April that year.  It would seem appropriate, therefore, to measure success 
against the pledge six months further on, in October 2012, which would fit 
exactly with the proposed annual review of satisfaction to follow from this 
autumn’s work. 
 
A full timetable of actions is set out at appendix 1. 
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3.       Legal/Financial Controls and other Policy matters 
 
3.1     Legal Issues 
 
If we go ahead with using the Survey Monkey system, data collected 
electronically can be made anonymous and would not include any personal or 
specific details about individual users, unless volunteered by the users in their 
responses.  As such we do not anticipate any data protection issues. 
 
3.2      Financial Issues 
 
There is an ongoing charge for the Survey Monkey service, approximately 
£800 per year (subject to change), alongside a charge from our web support 
organisation to ‘embed’ the survey within our website (approximately £150, 
subject to negotiation).  This supports the whole range of satisfaction survey 
work (exact details of its proposed use are included in the project plan).  The 
use of such a system, however, is yet to be confirmed; as such there may be 
no additional costs involved should we take a different approach. 
 
 
4. Conclusion 
 
Measuring satisfaction is a key element of the Access Selby Business Plan.  It 
can be used to demonstrate success as well as to help plan and deliver 
effective services.  It supports both staff and customers, and is also part of the 
Council’s ongoing commitment to engage with the community to ensure 
services meet the needs and aspirations of residents and businesses.  
Demonstrating levels of satisfaction helps the Core to understand the impact 
of its commissioning decisions on residents, so is a direct support to all 
aspects of the Working Toward Tomorrow model. 
 
As such, it is vital to have a planned approach to delivering this work across 
all service areas.  With central coordination we can ensure the best use of 
available resources. 
 
 
Appendices 
 
Appendix 1 – project plan, including action plan 
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Appendix 1 ‐ Measuring satisfaction project plan 
   
1. Outcome to be achieved 
 
We need to set up a new system for measuring satisfaction with Access Selby, based 
on the objectives included in the Business Plan.  Baseline data needs to be collected 
this year, and a system needs to be designed for future measurement, based on the 
development of a customer pledge. 
 
Satisfaction data needs to be collected for the following Business Plan objectives. 
 
a. Percentage of satisfied customers 
 
b. Percentage satisfied with street cleanliness 
 
c. Percentage satisfied with leisure services provided on behalf of the Council 
 
d. Satisfaction with professional advice both to the Core and within Access Selby 
 
e. Percentage of customer satisfaction with planning service 
 
f. Percentage increase in employees’ confidence and perception of the organisation 
 
 
2. Summary of approach 
 
Overall, the collection and analysis of this information needs to be robust to give 
effective results, but not become an onerous and resource‐intensive task.  We 
should, therefore, try to build the collection of data into tasks that we already 
undertake (e.g. contacts that are already made with customer contact centre, 
complaints received, etc), and carry this out during a focused period. 
 
 
3. Project preparation 
 
In developing the plan the following points have been considered. 

a) Identifying points of contact with customers in each of the areas to be 
measured (see below) 

b) Identifying measurements we already take that can support this work 
c) Researching the approach of others to gathering and analysing satisfaction 

data 
d) Ensuring that the data collected in each area will give us usable and effective 

answers by engaging the support of specialists in this area 
 
The points of contact within each area are as follows. 
 
a. Percentage of satisfied customers 
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• Phone contacts 
• Face‐to‐face contacts 
• Online contacts 
• Community Officers 
• Complaints 

 
b. Percentage satisfied with street cleanliness 
No service‐specific points of contact, but a number of interested parties, including 

• Parish/town councils 
• Gauge community response through CEFs (this would also benefit CEFs in 

that it demonstrates the role they play in supporting a key driver of 
satisfaction for the community). 

 
c. Percentage satisfied with leisure services provided on behalf of the Council 

• Customer survey via WLCT, already undertaken as part of the contract to 
deliver leisure services 

 
d. Satisfaction with professional advice both to the Core and within Access Selby 

• A survey to include a rating system for all support services 
o Business administration 
o Data and Systems 
o Marketing and Communications 
o Finance 
o Human Resources 
o Legal Services 
o Policy 

 
e. Percentage of customer satisfaction with planning service 

• Online (Planning Portal) 
• Face‐to‐face 
• Planning agent contacts 

 
f. Percentage increase in employees’ confidence and perception of the organisation 

• Staff survey – (also see separate project plan for internal communications) 
• Other HR indicators, such as sickness rates and staff turnover 

 
4. Measurement methods 
 
Following research into effective satisfaction ratings, the following sets out how we 
will measure satisfaction for each Business Plan indicator.  This approach must be 
agreed with the Core. 
 
SDV_001: Percentage of satisfied customers 
Measurement: 
Number of legitimate complaints received as a percentage of the overall population; 
supported by existing satisfaction data relating to the first point of contact. 
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Rationale: 
Measuring satisfaction amongst a group which does not make contact with the 
Council is extremely challenging.  To use a survey approach will not give an accurate 
figure, because to do so would be to measure only those residents who have made 
active contact with the Council, rather than a measurement of overall customers.  
Measuring legitimate complaints, however, is a more effective way of measuring, as 
this gives an indication of the contacts that we do not receive.  There remains some 
assumptions in this approach, namely that everyone has equal access to the 
complaints procedure and feels empowered to use it should they wish, but overall 
such a measurement would give a better reflection of all customers within the 
community, compared to a survey approach. 
 
SDV_003: Percentage satisfied with street cleanliness 
Measurement: 
Number of legitimate complaints received specifically about street cleanliness as a 
percentage of the overall population. 
Rationale: 
See above. 
 
SDV_004: Percentage satisfied with leisure services 
Measurement: 
As we are able to identify a distinct customer base for leisure services at Abbey 
Leisure Centre and Tadcaster Leisure Centre, we should work alongside WLCT to 
undertake specific survey work of customers using these facilities. 
Rationale: 
The survey work to look at satisfaction with facilities, levels of service and quality of 
customer care. 
 
SDV_005: Satisfaction with professional advice both to the Core and within Access 
Selby. 
Measurement: 
Online survey, as there is a distinct customer base; the measurement to be split 
between contact with the Core and internal support. 
Rationale: 
The survey work to look at timeliness, quality and confidence in the support given. 
 
SDV_006: Percentage of customers satisfied (with planning service) 
Measurement: 
The number of legitimate complaints, as a percentage of the total number of 
applications dealt with during a particular period. 
Rationale: 
Any survey of satisfaction with planning will inevitably be influenced by the outcome 
of the planning decision itself (e.g. if an application is accepted, then the customer 
will be satisfied; if it is refused the customer is likely to be unsatisfied).  As such, a 
measure of complaints as a percentage of the total number of applications approved 
would offer a more robust indication of satisfaction, bearing in mind the 
assumptions as set out above (see SDV_001). 
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SDV_013: Percentage increase in employees’ confidence and perception of the 
organisation. 
Measurement: 
Online survey as there is distinct group. 
Rationale: 
Survey work to look at information flow, support available, objectives and targets. 
 
5. Action plan 
 
Date to be completed  Action  Notes 
By 31 August  Background research  Confirm potential CEF 

involvement in 
streetscene ratings 
 
Best practice from 
elsewhere 
Research available 
technology/online support
 
Lessons learned from 
recent satisfaction work 
(such as ‘decent homes’) 
 
Review existing 
measurements that can 
support this work 
 
Existing measurements 
included in streetscene 
and leisure contracts 

5 September 2011  Update approach with 
Access Selby Board 

 

By 30 September 2011  To finalise approach with 
Core, including 
confirmation of the use of 
complaints data as a 
measurement for some 
areas 
 
Finalise approach with 
WLCT for SDV_004 
 
Identify any additional 
resource needed for 
customer satisfaction 
survey work in October (to 
support SDV_001) 
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Throughout October 2011  Customer satisfaction 
surveys – customer 
contact centre (to support 
SDV_001) 

Face‐to‐face and phone 
feedback to run 
concurrently, depending 
on available resource 

Throughout October 2011  Specific survey work for: 
SDV_004 
SDV_005 
SDV_013 

Need to confirm online 
system to be used – 
Survey Monkey or existing 
SNAP software? 

1 to 30 November 2011  Development of customer 
pledge proposals 

 

Throughout November 
2011 

Review complaints 
information for 
SDV_001 
SDV_003 
SDV_ 006 

 

10 November 2011  End date for online survey 
work 

 

11 November to 16 
December 

Analysis of results and 
development of specific 
action plans based on 
results, as appropriate 

 

30 November 2011  Customer pledge 
proposals to Access Selby 
Management Team 

 

12 December 2011  Proposed customer pledge 
to go before Access Selby 
Board 

 

TBC January 2012  Report on satisfaction 
ratings to Access Selby 
Board 
Proposed customer pledge 
(e.g. basis for future 
measurement) to go to 
Access Selby Board 

 

TBC January 2012  Start of consultation on 
customer pledge 

6 weeks process 

1 March 2012  Finalisation and 
implementation of 
customer pledge  

 

1 April 2012  Launch of customer 
pledge 

 

October 2012  Annual review of 
satisfaction ratings 
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Agenda Item No:     4.ii 
___________________________________________________________________ 
 
To:  Access Selby Board  
Date: 5 September 2011  
Author: Eileen Scothern    
   
________________________________________________________________ 
 
Title:  Horizon Scanning  
 
Summary:  A report on the proposed arrangements for horizon scanning in 

Access Selby. 
 
 
Recommendation: 
 
Receive the horizon scanning table in Appendix 1 
 
 
 2. Background 
 
It is not the strongest of the species who survive, nor the most intelligent; rather it is 
those most responsive to change.” - Charles Darwin  
 
Horizon scanning has been identified by the Access Selby Business Plan as 
the need to develop a more coordinated approach to the subject is essential if 
the organisation is going to manage its response to emerging issues and not 
just react to external pressures. The logic of horizon scanning is that, by 
‘scanning’ the future for emerging issues, we will be better forearmed to 
deliver both adaptive and preventative policies, and to identify opportunities.  
Definition of Horizon Scanning:  
 
Systematically anticipating, identifying and preparing for new or changing 
legislation, shifts in consumer attitudes and customer needs to inform the 
delivery of strategic programmes and determining priorities  
 
Officers have used the PESTEL model to identify events which will 
effect/influence future decisions to be made by this organisation.    
 
Factor Examples 

Political  e.g. EU enlargement, the euro, international trade, taxation policy  

Economic  e.g. interest rates, exchange rates, national income, inflation, 
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unemployment, Stock Market  

Social  e.g. ageing population, attitudes to work, income distribution  

 
Technological  e.g. innovation, new product development, rate of technological 

obsolescence  

Environmental  e.g. global warming, environmental issues  

Legal  e.g. competition law, health and safety, employment law  

 
The attached schedule has been collated following scanning of government 
websites and discussion with Access Selby Officers; Community Selby and 
Core Selby. The table summarises the source, timescale, brief outline of the 
implications and action taken or proposed action.  
 
Officers would appreciate your comments on the format of the information 
provided and to consider the conclusions/recommendations. 
 
 
3.       Legal/Financial Controls and other Policy matters 
 
3.1     Legal Issues 
 
No anticipated legal implications for items 1, 5 and 8. 
 
Item 2 – NPPF. The weight given to the consultation draft by the Planning 
Inspector is currently unknown and may have an impact on whether he 
decides the emerging Core Strategy is sound and legally compliance.  
 
Item 3 – Localism Bill. The Bill includes the introduction of community right to 
challenge and local referendums and a new power of competence, all of 
which have significant legal issues for the Council if they remain in the Act. 
 
Item 4 – Individual Electoral Registration. Proposed changes have 
implications regarding additional personal data and sharing this information 
with other public bodies.  
 
Item 6 – Open Public Services - The white paper introduces a plan for the 
future of free competition in service provision, with the aim that this will 
improve quality and choice for service users.  This will impact on a range of 
services currently provided by SDC.  The impact of the white paper on those 
who live and work in the District will inevitably have legal implications for the 
Council relating to decentralisation, fair access to public services and 
accountability.  However, the full extent of the impact will emerge from 
November onwards, together with plans for its implementation by Government 
departments.  
   
Item 7 – Workplace pension reform. The Government’s Welfare Reform policy 
intention is to divorce the current link between Council Tax Benefit and 
Housing Benefit which are currently claimed jointly 
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3.2      Financial Issues 
 
No anticipated financial implications for items 1 and 5. 
Item 2 – NPPF. There are a number of clauses that will have a financial 
impact on local authorities including changing the definition of Community 
Infrastructure Levy. 
 
Item 3 – Localism Bill. The Bill has significant implications for the Council 
including the proposal to abolish of the HRA subsidy system with a self 
financing system and discretion over business rates. In addition it may have 
financial impact if control of certain budgets is delegated to communities to 
deliver services rather than the council. 
 
Item 4 – Individual Electoral Registration. Until more information is available 
the financial implications are unknown but moving from household to 
individual registration is anticipated to have start up costs and annual revenue 
implications.   
 
Item 6 – Open Public Services. The white paper signals a far greater choice 
and decentralisation of power to neighbourhoods and individuals.  It is 
anticipated that there will be financial implications in changing the way that 
services are delivered and in times of transition, where groups and individuals 
will need education, assistance and facilitation from the Council.  Again - the 
full scale will not be known until Government departments release more 
detailed implementation plans. 
 
Item 7 – Workplace pension reform. We would given a cash limited pot at the 
start of year, with the need to give pensioners and working age vulnerable 
groups protection from the cuts whilst ensuring that someone who claims in 
February or March has the same ability to qualify as someone who claims in 
April, irrespective of the available budget and increases in the number of 
people wishing to claim the benefit. 
 
To accommodate this either we would need to hold back a significant amount 
of benefit in order to ensure that we have the budget available to cope with 
unexpected demand, or we would set benefit levels in line with our forecast 
increases in caseload and risk having to fund payments towards the end of 
the year in full due to unexpected take-up.  
 
The pension reform will affect us as any staff that are currently opted out of 
the LGPS will be put back into it and will have to opt out again.  This will 
increase employee on-costs.  Every three years any opted out employees will 
be put back in the scheme and have to opt out again.  We currently have 
20.6fte in Access Selby not in the LGPS if they all joined this would add about 
£38k to our pay bill. 

 
Item 8 – Ability for Councils to set their own devolved planning fees. The cost 
of processing and determining planning applications is not currently fully 
covered by the planning application fee structure.  
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Appendix 1: Horizon Scanning Summary 
 
 
  Source 

 
Timescale  Implications for 

Access Selby 
Risk/Performance Proposed 

Action  
1 Consultation on the 

Corporate Plan  
Core Selby  Consultation ends 

12th August 2011 
May influence the 
priorities of the 
Council and level of 
support requested 
from Access Selby.  

Minimal  
 

Discussion with 
Core Selby on 
future priorities.  

2 Produce and publish the 
national planning policy 
framework 

DCLG 
Business 
Plan  

Consultation draft 
issued in July 
2011 
Finishes – 17th 
October 

Implications for the 
emerging Core 
Strategy and 
determining 
planning 
applications.  

The Inspector of 
the  Core Strategy 
might increase 
“housing 
requirements” by 
20%.    

Officers to 
consider and 
inform Planning 
Inspectorate on 
the potential 
implications of 
the consultation 
version on the 
Core Strategy by 
2nd September.  

3 Localism Bill  DCLG 
Business 
Plan  

Currently being 
considered by the 
House of Lords.  
Royal Assent 
expected early 
2012 

The draft Bill has 
implications for all 
parts of the Council. 
For example  

• provide for a new 
form of flexible 
tenure for social 
housing tenants 

This Bill consists of 
numerous 
services, which 
have performance 
and risk 
implications. It is 
suggested a 
separate report is 
prepared on this 

Joint working 
between the 
three arms of 
SDC to identify 
implications. 
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• provide for 
neighbourhood 
plans, which would 
be approved if they 
received 50% of 
the votes cast in a 
referendum 

• allowing councils 
more discretion 
over business rate 
relief 

Bill for Access 
Selby Board.  

4 Legislation on Individual 
Electoral Registration  

Government 
Cabinet 
Business 
Plan  

Draft legislation 
published 30 June 
2011. 
Implementation 
July 2014 

Will require change 
in working practices 
including the need 
to collect additional 
information to be 
obtained for 
example National 
insurance number 
and to carry out 
data matching with 
other public 
databases.  

This could have an 
impact on staff 
resources and 
turnaround of 
applications.  

Electoral 
Registration 
Officer (Core 
Selby) to monitor 
progress of 
legislation and 
identify 
implications for 
the local 
authority. 
2012/13 Access 
Selby Board to 
consider if 
arrangement 
with Core Selby 
is fit for purpose.  
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5 Sustainable Communities 
Strategy (SCS) Refresh 

Core Selby 
Forward 
Plan  

April 2012  Minimal  
 

Discussion with 
Communities 
Selby on future 
priorities. 

6 Open Public Services  Cabinet 
Office  

Consultation ends 
September  

Proposed public 
service 
modernisation 
based on the five 
principles – choice, 
diversity, 
decentralisation, 
fairness and 
accountability   

Unknown at this 
stage 

Joint working 
between the 
three arms of 
SDC to identify 
implications. 

7 Workplace pension reform: 
consultation on draft 
regulations and guidance 
 

DWP Consultation ends 
11th  October 2011 

Will bring in an 
automatically 
enrolment of 
qualifying workers into 
a workplace pension. 

See Section 3 for 
details.  

Change in 
working 
practices.  

8 Ability for Councils to set 
their own devolved 
planning fees 

DCLG Awaiting 
legislation change 
which has been 
delayed  - due 
possibly in March 
2012 

Will allow the 
Council to set its 
own planning fees 
to allow the total 
cost recovery of the 
service. 

Delay in 
introduction of 
local fees is 
preventing the 
Council in 
obtaining full cost 
recovery.  

Work with 
external 
consultants/other 
NY authorities to 
formulate an 
agreed  
methodology for 
charging. 
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Agenda Item No:     4iii 
_____________________________________________________________   
 
To:  Access Selby Board  
Date: 5 September 2011  
Author: Eve Williams – Business Manager 
   
______________________________________________________________ 
 
Title: Access Selby Performance Management  – Update Period 5 

(Quarter 1 & 2 April to August 2011/12) 
 
Summary: The purpose of this report is to update the Access Selby Board 

regarding delivery against the performance specification 
contained within the Business Plan 2011-14 and to note 
progress, issues and areas for action to improve.  

 
Recommendation 
 
To consider the report attached and note progress and exceptions.  
 
 
2. Background  

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

 
2.2  These are intended to assess delivery on business plan priorities 2011-

2012 and beyond subject to review and further refinement as the 
business plan process develops.  

 
2.3  These indicators are recorded and reported at varying intervals 

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

 
2.4 A total of ten indicators are capable of monthly reporting, six indicators 

reported quarterly (3 monthly); two indicators half yearly (6 monthly) 
and twelve indicators reported annually. 

 
2.5  Performance is measured on the traffic light sequence and indicates  

delivery throughout the year against original targets set. It also includes 
comparative data where available.  
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2.6  The table below illustrates those indicators within the performance 
specification that are reported and managed monthly. Based on the 
performance indicators that hold monthly reported data, performance is 
above target on eight indicators with one indicator reported below 
target and one indicator holding no data at this time 

 
2.7  Appendix A attached includes all Access Selby Performance indicators 

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

. 

8

0 1 1

0

1

2

3

4

5

6

7

8

Number of PI's

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

Access Selby Monthly Performance Indicator update
April 2010 - August 2011

OK (Green)
Warning (Amber)
Alert (Red)
Unknown

 
2.8  The indicator measuring the average time to re-let Local Authority 

housing remains below target, however the Transformation Team are 
working with the business area to understand and improve 
performance. Specifically by carrying out process mapping, identifying 
quick wins and implementing solutions as a matter of urgency.  Work 
will continue to end September to further scope and deliver this project.  

 
2.9  The indicators relating to high risk enforcement issues and responses 

to Environmental Health enquiries have not yet been able to report due 
to software development issues; however Access Selby report that 
both issues are expected to be resolved by end September 2011.  The 
delay stems from the need to use the expertise of outside IT suppliers, 
to recode data fields and create reports, so that data can be extracted 
and feed into the performance management system.  

 
2.10 On a positive note, the reported performance indicators for housing 

repairs and the time taken to process benefit applications/changes 
have improved on last month’s performance.  
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2.11  It is anticipated that the housing repairs figures will see further 
improvement as data recording procedures have now been 
standardised through training and the use of new technology. The 
benefits section improvement has been achieved by implementing a 
workflow system to allocate tasks more efficiently, but most importantly 
by changing the way that data is recorded.  The number of working 
days taken to process a claim is now being recorded, which greatly 
improves results, as previously calendar days formed part of the 
calculation, which negatively distorted the reported performance. 

 
2.12 In response to Access Selby Board request additional guidance has 

been drafted to support all officers in updating Covalent and specifically 
in providing commentary to help explain how business areas are 
performing.  

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

None known 
 
3.2  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.   
 
 

4. Conclusion 
 
4.1 In summary, improvements are evident in a number of business areas.   

A proactive approach to understanding business performance and 
problem solving solutions has shown to be vital to help improve 
business performance since last reporting period. This must continue 
as we approach a mid year review of Access Selby delivery.  

 
 
Appendices 
 
Appendix 1 – Access Selby Performance Indicator Report: Period 5  (Quarter 
1 & 2)  
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Access Selby Performance Indicator Report:  
Period 5  (Quarter 1 & 2)  
 
Report Type: PIs Report 
Report Author: Data & Systems 

Generated on: 31 August 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 

Latest Note 

SDV_001 
% of satisfied 
customers 

Aim to 
Maximise 

85.00% 96.90%    Quarterly 

Combined percentage taken from the 
satisfaction surveys collected through the 
Contact Centre in respect of customer 
contact through the phones/F2F for the 
1st quarter. The intention is to capture 
and include web satisfaction through the 
2nd quarter of reporting.  

SDV_002 
% of contact 'right first 
time' 

Aim to 
Maximise 

70.00% 87.26%    Quarterly 

This figure (87.26%) is based around the 
current set up on 'Aspire' in relation to the 
number of calls passed through the 
Contact Centre to a back office 'service 
specialist' due to the answer not being 
given initially. Further work is required on 
the data input and the software through 
the 2nd quarter of reporting to ensure the 
data is robust and accurately measured.  

SDV_003 
% satisfied with street 
cleanliness 

Aim to 
Maximise 

 60.00%       Half Yearly 

Project Plan developed and presented for 
consideration 05/09/11, roll out October 
2011 - March 2012  

 

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

Aim to 
Maximise 

60.00%       Half Yearly  

Project Plan developed and presented for 
consideration 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  

Project Plan developed and presented for 
consideration 05/09/11, roll out October 
2011 - March 2012  

 

SDV_006 

% of customer 
satisfaction with 
planning service 
received 

Aim to 
Maximise 

60.00%       Annually  

Project Plan developed and presented for 
consideration 05/09/11, roll out October 
2011 - March 2012 
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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 

Latest Note 
Frequency 

SDV_007 

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

Aim to 
Maximise 

85.00%       

 
 
 
 
 

Quarterly  
 
 
 
 
 

Waiting for the software supplier to apply 
enhancement to the 'Aspire' system so 
that this data can be recorded through the 
Contact Centre. Currently recorded as 
signposting to ‘external bodies’ so 
applying a further breakdown to the 
system to define this further.  

 
 

SDV_008 
 
 

Average time taken to 
process disabled 
facilities grants 
applications 

Aim to 
Minimise 

130 days 143 days    Quarterly 

Performance has previously been recorded 
annually so baseline data is being 
collected each quarter to measure any 
seasonal fluctuations that may arise. 

SDV_009a 

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

Aim to 
Maximise 

85.00% 85.30%    Monthly 

It is anticipated that these figures will see 
an imminent improvement, as data 
recording procedures have now been 
standardised through training and the use 
of new technology, this has included 
working closer with our sub-contractors to 
get timely completion dates that are 
captured within this PI.  

SDV_009b 

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

Aim to 
Maximise 

80.00% 91.20%    Monthly 

Although this represents a downturn in 
performance from 1st quarter 2010, a 
higher volume of repairs have been dealt 
with, whilst new procedures and 
technology are being implemented to 
improve long-term performance.  

SDV_010 
Average time taken to 
re-let local authority 
housing 

Aim to 
Minimise 

28 days 46 days    Monthly 

Work has commenced within the 
transformation team to review this 
business area, early quick wins are 
emerging. This however is recommended 
to be subject to BPI. Position Statement 
due in September 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 

Latest Note 
Frequency 

SDV_011 
Production of CEF-area 
performance profiles 

 
Delivery of 

Annual 
profiles  

     Annually  

To develop relevant ICT to deliver 
integrated systems to produce 
performance profiles. 
 

SDV_012 

% of employees 
attaining behavioural 
competency key 
milestones 

Aim to 
Maximise 

 75.00%      Annually  

Access Selby performance framework 
produced and planned launch September 
2011 of performance contracts. These will 
include assessment against role related 
competencies.  

 

SDV_013 

% increase in 
employees confidence 
and perception of the 
organisation 

Aim to 
Maximise 

Establish 
Baseline       Annually  

Project Plan developed and presented for 
consideration on 05/09/11, roll out 
October 2011 - March 2012  

 

SDV_014 

Inspection of premises 
in accordance with 
statutory code of 
practice 

Aim to 
Maximise 

100.00% 100.00%    Quarterly 

Food Hygiene Inspections. 
 
High Risk Premises (A and B rated) 14 out 
of 14 due have been completed – 100% 
 
Health and Safety Inspections 
 
High Risk Premises (A and B1 rated) 6 out 
of 6 due have been completed – 100% 
 
IPPC Inspections 
 
High Risk Premises (score over 80) none 
due for the period – nothing to report  
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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 

Latest Note 
Frequency 

SDV_015 

Response to 
Environmental Health 
enquiries and 
complaints 

Aim to 
Minimise 

7 days        Monthly 

Due to ongoing development issues on 
the Environmental Health system no data 
has been extracted from the system in 
relation to SDV_015 and SDV_016, 
however this issue will be resolved for 
reporting from September 2011. 
 
Based as a percentage 100% of all 
enquiries and complaints received have 
been responded to within 7 days of 
receipt. 
 
Food Safety complaints (15 out of 15) 
achieved the response target 
 
Health and Safety complaints (6 out of 6) 
achieved the response target 
 
Drainage complaints (7out of 7) achieved 
the response target 
 

SDV_016 
Number of high risk 
enforcement issues 
resolved 

Aim to 
Maximise 

50.00%       Quarterly  

Due to ongoing development issues on 
the Environmental Health system no data 
has been extracted from the system in 
relation to SDV_015 and SDV_016, 
however this issue will be resolved for 
reporting from September 2011. 
 

SDV_017 
Investigate significant 
fly-tipping incidents 

Aim to 
Maximise 

100.00% 100.00%    Monthly 

Prior to the introduction of the 
Enforcement Business unit all the reported 
fly-tipping incidents within the district 
were investigated by a council official 
therefore achieving 100% of investigated 
incidents YTD.  This PI will form part of 
SDV_016 from September 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 

Latest Note 
Frequency 

SDV_018 

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

Aim to 
Maximise 

85.00% 86.00%    Monthly 

From April 2011 this PI was calculated 
based on calendar days in line with the 
performance data supplied by the DWP. 
This has subsequently changed and 
therefore this PI has been re-calculated 
based on working days. This now brings 
the YTD performance on this measure on 
target.  

 

SDV_019 
% of Council Tax debt 
recovered 

Aim to 
Maximise 

39.57% 
(97.50%) 

39.59%    Monthly 
 
On Target. 
 

SDV_020 
% of Council Rent debt 
recovered 

Aim to 
Maximise 

93.71% 
(97.60%) 

94.80% 
   

Monthly 

On Target. 
We continue to pro-actively collect rent 
and arrears by contacting the customer 
promptly, promoting and facilitating 
benefit take up, working closely with 
Housing to support new tenants and work 
with Access and partner agencies to 
provide payment advice and guidance and 
debt and financial advice through all 
channels available.  
 
 

SDV_021 

% of applications 
considered within time 
under scheme of 
delegation 

Aim to 
Maximise 

65.00% 93.42%    Monthly 

 
 
On Target 
 
 

SDV_022 

Development of work 
program for policy 
development (Approve 
Priority) 

Aim to 
Maximise 

Approve 
priority for 

policy 
development  

     Annually  
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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 

Latest Note 
Frequency 

SDV_023 
% of invoices paid on 
time 

Aim to 
Maximise 

75.00% 85.99%    Monthly 

Although performance has reduced by 4% 
on last months figure, we have increased 
performance by 7% on the same period in 
2010-2011. Reasons include a 2 week 
reminder being issued to officers 
alongside an officer report that identifies 
individuals who fall below the set target 
and can be chased to ensure payment 
within the set time limits. Currently 94% 
of officers are above the set target for 
payment of invoices.  

SDV_024 
% compliant with 
revised fees and 
charges 

Aim to 
Maximise 

Establish 
Baseline       Annually  

SDV_025 

% internal rate of 
return on commercial 
assets 
 

Aim to 
Maximise 

5.00%       Annually  

SDV_026 
Reducing internal costs 
on non operational sites 

Aim to 
Maximise 

2.00%       Annually  

SDV_027 
% increase in income 
generation 

Aim to 
Maximise 

Proposals for 
income 

generation 
submitted  

     Annually  

SDV_028 

Efficiency and 
productivity 
improvements 
(Delivering within Cost 
Envelope) 

Aim to 
Maximise 

Delivering 
within agreed 
cost envelope  

     Annually  

SDV_029 
% increase in 
productivity 

Aim to 
Maximise 

10.00%       Annually  

SDV_030 

% efficiency gain in 
commissioned services, 
whether financial or  
added value 

Aim to 
Maximise 

By Yr 3 – 
10% on 

2010-2011 
costs  

     Annually  

Work continuing to put in place 
mechanisms to capture this data 
throughout the reporting period. 
 
Updates will be given each quarter on the 
progress made although this performance 
indicator will only officially be reported 
annually due to the nature of the 
indicator. 
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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  

Consultation Project 
Plan  

Draft Consultation Project 
Plan available to inform 
satisfaction testing by 
Access Selby 
 

September  
11 

Communities Selby work 
programme and linked project 
plan. 
Business Performance results
CEF data 
Statement of Community 
Involvement  
Community Engagement 
Strategy 
Community Officer soundings 

 
E Williams  

 
J Barlow  

 
Communities 
Selby 
  
Core 
 
Timeliness of 
linked work plans 
& project delivery 
by Communities 
Selby 

Horizon Scanning 
update (2 year view) 

Update regarding known 
legislative change and 
actions needed in high risk 
areas, for example 
protecting the vulnerable  

September 
11 

Revised policy frameworks 
internally  
Localism Bill  
Demand profile in key service 
areas (e.g. benefits) 

E Scothern 
D Jones 

J Barlow Core  
Communities 
Selby 
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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   

Access Selby 
Performance 
Management 
Framework 

Implement revised 
approach to performance 
management defining 
clear roles and 
responsibilities and key 
milestones to be met to 
develop robust 
performance specification. 

September 
2011 

Performance Management 
Framework 
Business Results 
Lead Officer awareness 
briefings and launch of new 
approach 
 

E Williams J Barlow Core  
Communities 
Selby  
 
Effective roll out 
and timely 
development of 
performance 
contracts & 
COVALENT 
updates 
 

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 
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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   

Statement of Intent 
& Customer Pledge 

Business standards 
defined and published 
linked to Performance 
Contracts 

January 
2012 

Access Selby Business Plan 
Baseline Business Results 
(satisfaction)  
Lead Officer Induction 
Programme 

D 
Richardson 

K Dawson Core  
Executive  
 
Lead Officer 
Induction outputs 
completed & 
available 
Consistent & 
agreed business 
standards 
 
Relevant 
consultation on 
pledge  
 
Assessment of 
performance 
against standards 
set  

Standard Operating 
Procedures and 
Access Selby 
Business Rules 

A position statement 
regarding how Access 
Selby ‘works’ building 
consistency and quality 
across business areas. To 
include revised policies 

March 
2012 

Transformation Programme 
updates 
Statement of Intent 
Customer Pledge 

E Williams J Barlow Business areas 
mapped and early 
functionality 
established in new 
structure  
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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   

and internal service 
standards, work flows.  

Policy Library  Customer Pledge 
finalised & rolled 
out to business 
areas 

2. Sound Business Intelligence 
2g) Identify Intelligence 

Access Selby 
Business 
Intelligence 
requirements and 
solutions 

Update regarding 
business requirements 
and potential solutions to 
enable best use of 
information to drive 
decision making and 
enable improved customer 
management. This may 
include systems solutions. 

October 
2011 

Transformation Programme 
updates 
CRM profiles 
Data & System Work 
Programme 
ICT Strategy 
Information Management 
Strategy 

E Williams J Barlow Core  
 

Clearly defined 
functional 
responsibilities in 
business areas 
(Lead Officer 
outputs)  
BPI projects 
completed in 
priority areas 
ICT needs mapped 
and planned  
 
Provision for spend 
in cost envelope 
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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   

2h) Understand Demand 

Time recording and 
costing approach 

Position statement on 
early work completed & 
initial project scope 
document produced 
detailing the approach to 
delivering this project and 
time frames.  

October 
2011 

Transformation  Programme 
updates 
Unit cost information 
Horizon scanning & site visit 
feedback 

S Smith J Barlow 
K Iveson  

Core  
Linked BPI project 
work to map staff 
activity  
Site visit 
information (Time 
watch)  

2i) Scope System requirements 

Business Case – 
Activity Based 
Costing solution 

Business Case presented 
for comment/decision 
regarding options for 
activity based costing 
solution for Access Selby 

January 
2012 

Position paper September 
2011 
Transformation Programme 
updates 
Time watch programme  

S Smith  J Barlow 
K Iveson 

Core  
 
System 
development/ 
acquisition & linked 
BPI Technical 
project delivery   

2L) Business Performance Information 

Real Time Business 
Information  

Position Statement 
regarding systems 
development work needed 
to enable ‘One Stop 

January 
2012 

Transformation  Programme 
updates 
Channel Shift initiatives 

E Williams J Barlow Core  
 
Delivery on BPI 
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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   

Intelligence Shop’ and 
improved community and 
customer contact.  

Data & Systems Work 
Programme 
In Year Business results  
IT Shared service SLA 
(capacity for development 
work to support need) 

Project Update 
(Technical) 
October 2011 
ICT strategy 
refreshed to reflect 
Access Selby 
business 
development 
needs 
 
Cost envelope 
provision 
CEF work 
programme  
 

2M) Improvement in Priority Areas 

Transformation 
Programme Update 

Programme update 
regarding BPI project 
delivery; quick wins; 
efficiencies and planned 
activity. To include key 
risks.  

January   
2012 

Transformation Programme 
updates 
Budget Monitoring 
Covalent Performance 
Management System 
Results reporting 

E Williams J Barlow 
 
 
 

BPI Projects 
delivered to time  
 
Programme 
demands planned  
 
Quick wins 
realised in 
business areas 
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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   

3. Organisation manages and develops staff effectively  
3n) Implementation of first stage transformation 

Transformation 
Programme Update 

Update regarding 
business change from 
April 2011. Specifically to 
include project updates for 
Phase 1 (April – 
December) and benefits 
realised.  

January 
2012 

Transformation Programme 
updates 
Budget Monitoring 
Covalent Performance 
Management System 
Results reporting 

E Williams J Barlow Effective 
implementation of 
new structure 
 

3p) Staff Satisfaction 

Staff Satisfaction: 
Update on approach 
and emerging 
themes 

Internal Communications 
methods revised and 
agreed. To include early 
soundings of staff 
perception and plans for 
staff survey.  

December 
2011 

Performance Contracts 
Peer challenge mechanisms 
Staff Briefings 
ideas@selby.gov.uk  

E Scothern  
 

J Barlow Core 
 
Baseline measures 
of satisfaction 
available  
Internal 
communications 
approach agreed 

Access Selby 
Organisational 
Development 

Report detailing approach 
and framework for 
organisational 

December 
2011 

Staff Induction Programme 
Performance Contracts 

E Scothern  
 

J Barlow Core  
New structure 
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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   

Programme development. To include 
staff training programme 
and approaches to 
leadership development. 
Opportunities to partner 
with local college to 
support matrix working.  

Quality models (e.g. IiP) 
 
 
 
 
 

implemented  
Performance 
Management 
framework 
launched & linked 
to business 
development 
needs  
 
Cost envelope 
provision for 
training & 
development 

Access Selby & 
Corporate Social 
Responsibility  

A paper to present the 
Access Selby response to 
the emerging corporate  
approach CSR within 
Selby District Council. 
Linking through CEF 
process and developing 
role of Communities 
Selby.  

March 
2012 

CEF profiles and emerging 
community issues 
Communities Selby work 
programme and project 
outputs  
 

E Scothern  M Steward Core  
Communities 
Selby  
 
Communities 
Selby developed to 
enable ‘mutual’ 
CSR 
 
Work programmes 
linked & delivered 
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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   

Quality Standards & 
Accreditation 

A report detailing options 
for quality standards 
accreditation for Access 
Selby and wider 
application across Selby 
District Council.  

March 
2012 

Organisational Development 
Programme 
Benchmark information – 
market competitors 
Corporate Communications & 
Access Selby branding  
 

E Scothern  
 

J Barlow Core  
 
Access Selby 
business plan 
2012/13 signed off  
 

3q) Staff Productivity  

Access Selby 
Productivity  

Update report regarding 
assessment of staff 
productivity and efficiency 
improvements.  

March 
2012 

Transformation Programme 
updates 
Performance Contracts 
Activity Based Costing/Time 
watch initiative 

S Smith  
E Williams 

Senior 
Team 
 
 
 

 
Core  
 

4. Improve Quality in Business Delivery 
4y) Change business through innovation 

Access Selby 
Culture Change  

Update report regarding 
how the business is 
changing. Specifically, 
progress with generic 
working, training and 

December 
2011 

Transformation Programme 
updates 
Performance Contracts 
Activity Based Costing/Time 

D 
Richardson 
  

M Steward New structure is 
implemented and 
functionality 
established 
Performance 
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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   

development delivered; 
access to management 
team and open 
communication 

watch initiative 
Lead Officer Induction 
Transition plans for new 
working 

contracts launched 
and completed 
 
BPI projects 
deliver to time 
 
Quick wins 
realised  

4aa) Risk Register 

Access Selby Risk 
Management 
Framework 

Position paper regarding 
the approach to risk 
management in Access 
Selby and review of 
business risks (by 
exception).  

December 
2011 

Covalent Performance 
Management System 
Performance Contracts 
Work Programmes  
Risk Management Workshop  
Lead Officer Training 
programme 
Business Continuity Planning 
Emergency Planning  
Corporate Health & Safety 

E Williams 
D 
Richardson  
 
E Scothern  

M  Steward Core  
 
Risk Management 
Workshop 
delivered & 
framework 
refreshed and 
agreed  
Risk management 
embedded within 
business areas 
and project 
planning  
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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   

5. Best Use of Resources 
5Cc) Establish robust Unit Cost & Benchmark data 

Access Selby 
Business Costs   

A report detailing business 
costs and those business 
areas suitable for 
marketing/sale to others,  

January 
2012 

Time watch programme 
Performance Contracts 
Market comparisons 

S Smith 
E Scothern 

K Dawson 
K Iveson  

Time recording & 
costing approach 
agreed  
Baseline business 
costs available  
 
Fees & Charges 
reviewed   
 
 

5Dd) Review Service Delivery Options 

Access Selby 
Business Delivery 
Options (includes 
review of existing 
contracts) 

Report detailing project 
scope and priority service 
areas for review.   

January  
2012 

Options 
Appraisal/commissioning 
framework 
Business area options 
appraisals 
Business results 
Corporate Plan priorities 

S Smith M Steward Clearly defined 
business plan & 
performance 
specification 
agreed  
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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   

5Ee) Scope out commissioning needs 

Access Selby 
Procurement Needs 

Report outlining 
procurement options for 
business delivery 
(following on from 
appraisal of business 
delivery options 5Dd) 

July 2012 Appraisal of business delivery 
options 5Dd 
Business Results 
Corporate Plan consultation 
and priorities 
Market information (cost-
benefit competitors) 

S Smith  K Dawson 
K Iveson  

Core 
Clearly defined 
business plan & 
performance 
specification 
agreed 
Business costs 
known  

5Ii) Proactive marketing of SDV to support Income Generation 

Marketing the 
Access Selby 
business 

A report detailing 
approach to and progress 
with marketing Access 
Selby to wider business 
community and income 
generation opportunities.  

April 2012 Marketing strategy and plan 
Opportunity meetings with 
partners 
 

E Williams  M Steward Timely horizon 
scanning  
Business plan 
developed & 
agreed 2012/15 
 
Organisational 
Development 
programme 
implemented  
 
Fees & Charges 
schedule agreed 
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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   

5Gg) Review fees & charges schedule 

Access Selby Fees & 
Charges 

A report detailing how 
existing income streams 
can be maximised (part 1) 
and priority areas (key 
income streams) 
developed (part 2) 
.  

December 
2011 (part 
1) 
 
April 2012 
(part 2)  

Business area results 
Performance contracts and 
linked productivity gains 
Unit Cost information and 
time watch initiative 

E Scothern J Barlow 
K Iveson  

Core 
 
Business plan 
developed & 
agreed 2012/15 
 

5Hh) Develop Asset Management Strategy & consider sale of surplus assets 

Access Selby 
Assets: A review 

A report outlining the 
approach to developing 
Access Selby business 
assets either by way of 
different use/partner 
initiatives thus ensuring 
maximum value from 
Access Selby assets.  

April 2012 Commissioning and Service 
Delivery options framework 
Business results 
Corporate plan priorities 
Market information  

S Smith  K Dawson 
K Iveson  

Core 
 
Business plan 
developed & 
agreed 2012/15 
 

5Jj) Review Partnerships 

Access Selby 
Partnerships 

A review of approach to 
and value gained from key 
partnerships. Linked to 
business development and 

March 
2012 

Policy Team review of 
partnerships 
Income generation & fees and 

E Scothern J Barlow Communities 
Selby  
 
Business plan 
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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   

income generation 
opportunities 

charges report developed & 
agreed 2012/15 
Communities 
Selby work 
programme & 
project delivery to 
time 

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 
(CEFs)  

E Williams J Barlow  

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)  
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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   

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 
implementation of 
new structure  
 

Access Selby 
Business Plan  
2012/15 

Draft Business Plan and 
performance specification 
available for comment.  

February 
2012 

Access Selby Business 
Results 
Revised Corporate Priorities  
Budget setting 
process/information 

E Williams M Steward Core 
Business plan 
priorities & 
emerging 
performance 
specification 
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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   

agreed 
 

Access Selby 
Performance 
Specification 

Performance specification 
finalised and signed off. 

March 
2012 

Access Selby Business 
Results 
Revised Corporate Priorities  
Budget setting 
process/information 
Business Plan 2012/2015 

E Williams M Steward Core 
Budget 
consultation 
completed  
Priorities known  
 
Business results 
available (financial 
and key indicators) 
 
Business area 
targets defined  

6. Access Selby Strategy Development  

ICT Strategy Refresh Access Selby ICT strategy 
developed to support 
business needs. Clear link 
to shared service 
arrangements and future 
proofing  

December 
2011 

BPI Programme 
Cost envelope projections 
Shared service SLA  
Horizon scanning  
Opportunity meetings with 
marker leaders 

D Jones 
E Williams  

M Steward Core 
Structure 
implemented and 
roles defined 
Business needs 
known mapped  
 
Available 
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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   

investment fund  
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	Update regarding known legislative change and actions needed in high risk areas, for example protecting the vulnerable 
	E Scothern 
	J Barlow
	Core  
	Implement revised approach to performance management defining clear roles and responsibilities and key milestones to be met to develop robust performance specification. 

	E Williams
	J Barlow
	Core  
	 
	Effective roll out and timely development of performance contracts & COVALENT updates 
	A response to the position statement regarding the CEF process and community development plans to aid the wider place shape agenda

	K Dawson
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	Timeliness of linked work plans & project delivery by Communities Selby 
	Business standards defined and published linked to Performance Contracts

	D Richardson
	K Dawson
	Core  
	 
	Lead Officer Induction outputs completed & available 
	A position statement regarding how Access Selby ‘works’ building consistency and quality across business areas. To include revised policies and internal service standards, work flows. 

	E Williams
	J Barlow
	Business areas mapped and early functionality established in new structure  
	2. Sound Business Intelligence 
	2g) Identify Intelligence
	Update regarding business requirements and potential solutions to enable best use of information to drive decision making and enable improved customer management. This may include systems solutions. 

	E Williams
	J Barlow
	Core  
	Clearly defined functional responsibilities in business areas (Lead Officer outputs)  
	BPI projects completed in priority areas 
	2h) Understand Demand
	Position statement on early work completed & initial project scope document produced detailing the approach to delivering this project and time frames. 

	S Smith
	J Barlow 
	Core  
	Linked BPI project work to map staff activity  
	2i) Scope System requirements
	Business Case presented for comment/decision regarding options for activity based costing solution for Access Selby

	S Smith 
	J Barlow 
	Core  
	 
	System development/ acquisition & linked BPI Technical project delivery  
	2L) Business Performance Information
	Position Statement regarding systems development work needed to enable ‘One Stop Intelligence Shop’ and improved community and customer contact. 

	E Williams
	J Barlow
	Core  
	 
	Delivery on BPI Project Update (Technical) October 2011 
	2M) Improvement in Priority Areas
	Programme update regarding BPI project delivery; quick wins; efficiencies and planned activity. To include key risks. 

	E Williams
	J Barlow 
	3. Organisation manages and develops staff effectively  
	3n) Implementation of first stage transformation
	Update regarding business change from April 2011. Specifically to include project updates for Phase 1 (April – December) and benefits realised. 

	E Williams
	J Barlow
	Effective implementation of new structure 
	3p) Staff Satisfaction
	Internal Communications methods revised and agreed. To include early soundings of staff perception and plans for staff survey. 

	E Scothern  
	J Barlow
	Core 
	 
	Baseline measures of satisfaction available  
	Report detailing approach and framework for organisational development. To include staff training programme and approaches to leadership development. Opportunities to partner with local college to support matrix working. 

	E Scothern  
	J Barlow
	Core  
	New structure implemented  
	A paper to present the Access Selby response to the emerging corporate  approach CSR within Selby District Council. Linking through CEF process and developing role of Communities Selby. 

	E Scothern 
	M Steward
	Core  
	 
	Communities Selby developed to enable ‘mutual’ CSR 
	A report detailing options for quality standards accreditation for Access Selby and wider application across Selby District Council. 

	E Scothern  
	J Barlow
	Core  
	 
	Access Selby business plan 2012/13 signed off  
	3q) Staff Productivity 
	Update report regarding assessment of staff productivity and efficiency improvements. 

	S Smith  
	Senior Team 
	4. Improve Quality in Business Delivery 
	4y) Change business through innovation
	Update report regarding how the business is changing. Specifically, progress with generic working, training and development delivered; access to management team and open communication

	D Richardson 
	M Steward
	New structure is implemented and functionality established 
	4aa) Risk Register
	Position paper regarding the approach to risk management in Access Selby and review of business risks (by exception). 

	E Williams 
	M  Steward
	Core  
	 
	Risk Management Workshop delivered & framework refreshed and agreed  
	5. Best Use of Resources 
	5Cc) Establish robust Unit Cost & Benchmark data
	A report detailing business costs and those business areas suitable for marketing/sale to others, 

	S Smith 
	K Dawson 
	Time recording & costing approach agreed  
	5Dd) Review Service Delivery Options
	Report detailing project scope and priority service areas for review.  

	S Smith
	M Steward
	Clearly defined business plan & performance specification agreed 
	5Ee) Scope out commissioning needs
	Report outlining procurement options for business delivery (following on from appraisal of business delivery options 5Dd)

	S Smith 
	K Dawson 
	Core 
	Clearly defined business plan & performance specification agreed 
	5Ii) Proactive marketing of SDV to support Income Generation
	A report detailing approach to and progress with marketing Access Selby to wider business community and income generation opportunities. 

	E Williams 
	M Steward
	Timely horizon scanning  
	5Gg) Review fees & charges schedule
	A report detailing how existing income streams can be maximised (part 1) and priority areas (key income streams) developed (part 2) 
	. 

	E Scothern
	J Barlow 
	5Hh) Develop Asset Management Strategy & consider sale of surplus assets
	A report outlining the approach to developing Access Selby business assets either by way of different use/partner initiatives thus ensuring maximum value from Access Selby assets. 

	S Smith 
	K Dawson 
	5Jj) Review Partnerships
	A review of approach to and value gained from key partnerships. Linked to business development and income generation opportunities

	E Scothern
	J Barlow
	Communities Selby work programme & project delivery to time
	5Kk) BPI Work Programme
	A discussion item regarding priority areas for BPI and in year programme update

	E Williams
	J Barlow
	5 Ll) Business Planning Framework 
	A mid year review of business plan delivery and priorities to include a project plan detailing approach to plan production 2012/13

	E Williams
	M Steward 
	Position statement regarding projected financial settlement and Access Selby cost envelope

	S Smith  
	M Steward
	Core 
	Business results available  
	Draft Business Plan and performance specification available for comment. 

	E Williams
	M Steward
	Core 
	Business plan priorities & emerging performance specification agreed 
	Performance specification finalised and signed off.

	E Williams
	M Steward
	Core 
	Budget consultation completed  
	6. Access Selby Strategy Development 
	Access Selby ICT strategy developed to support business needs. Clear link to shared service arrangements and future proofing 

	D Jones 
	M Steward
	Core 
	Structure implemented and roles defined 



