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 Context  
 The Area 
1 North Warwickshire Borough Council is a small district council with a population of 62,800.  The Borough 

covers an area of 28,418 hectares (110 square miles), comprising the market towns of Atherstone, 
Coleshill and Polesworth and a number of smaller villages.  An attractive, mainly rural area, North 
Warwickshire is surrounded by urban neighbours – Birmingham, Solihull, Coventry, Nuneaton, Hinckley 
and Tamworth. 

2 The Borough lies at the heart of the country’s communications network.  The M6, M42 and the new M6 Toll 
motorways cross the Borough, several main railway lines converge, and canals and rivers wind through the 
area.  Birmingham International and East Midlands airports are within easy reach. 

3 Most towns and villages are located towards the edges of the Borough, and look to neighbouring larger 
towns for main services, causing difficulties for some people in accessing services and facilities.  There is 
no single local paper covering the whole of the Borough, creating challenges in conveying information to 
the various communities. 

4 Coal mining was the main employer in North Warwickshire until the pit closures of the 1960s and 1970s.  
Daw Mill colliery near Fillongley is the only surviving mine in the region, and the most productive in Europe. 

5 Responding to the loss of jobs, the Council played a key role in the development of new sites to cater for 
modern industries, mostly re-using derelict land.  Holly Lane in Atherstone; Arley industrial estate; 
Kingsbury colliery, and the huge Hams Hall site have been developed, and redevelopment of Birch 
Coppice colliery is under way.  The proactive support of the Council was important in securing the BMW 
engine plant at Hams Hall for the UK, and the Borough also hosts several other major companies, including 
TNT, Aldi, and Sainsburys, together with the channel tunnel freight terminal at Hams Hall.  Even so, over 
half of local residents commute out of the Borough for employment, while at the same time there is a high 
level of inward commuting.  Residential employment is primarily in wholesaling, distribution, and public 
administration. 

6 The Council has also supported the development of a number of golf courses, including The Belfry, host to 
the Ryder Cup on four occasions.  It has worked with partners to develop tourism, based on business 
tourism, golf, the local heritage and local produce.  Farming continues to play an important part in the life of 
the area, and is critical to sustaining the landscape and the rural economy. 

7 The success in bringing new employment into the Borough has transformed the economy, so that 
unemployment has fallen to below the national average, at 1.4%, compared to 2.9% for the West Midlands 
and 2.5 % nationally.  Average earnings are now above the regional average. 

8 The authority has an average score rank of 186th out of 354 local authorities in the Index of Multiple 
Deprivation 2004.  This makes it average in terms of deprivation.  There remain small but significant 
pockets of deprivation within the Borough, tackling which requires area-based approaches. 

9 North Warwickshire was the first area in Warwickshire to establish a local strategic partnership, and has 
provided leadership in setting up strategic planning groups for each of the themes of the community plan.  
There is extensive partnership working covering all parts of the authority, working with the Primary Care 
Trust, the County Council, other district councils the Police, the local college, the CVS and community and 
voluntary sectors, major employers and commercial service providers. 

 The Council 
10 The Council comprises 35 members: 16 Labour, 15 Conservatives and 4 Liberal Democrats.  Since May 

2003 the  Conservatives and Liberal Democrats work together to form the administration, the first time 
since 1979 that it has not been under Labour control. 

11 In February 2002, following public consultation, the Council adopted a new democratic structure, based on 
the “alternative arrangements” option of an improved committee structure.  There are three policy 
committees – the Executive Board, the Resources Board and the Community and Environment Board – 
together with a Regulatory Board, two Overview and Scrutiny Boards, a Standards Committee, and four 
Area Forums.  Task and finish groups are set up as required, and disbanded when their work is finished.  
The Board chairs and vice chairs meet every fortnight with the Management Team in the Leaders' Group, 
to consider emerging policy issues. 
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 The Officer Structure 
12 The Council has had a directorate structure for senior officers since 1983.  A major re-structuring took 

place in 2001, and currently, an interim structure is in place following the retirement of a Director.  The 
Chief Executive intends to bring forward a more permanent review of the senior management structure of 
the authority during 2004.  Below the Management Team are eight Assistant Directors and the Assistant 
Chief Executive.  The various Divisions which they manage are responsible for both direct services to the 
public and support services. 

13 The Chief Executive and Directors meet weekly as the Management Team.  In addition, they meet once a 
month with all Assistant Directors in Extended Management Team.  The Assistant Directors meet as a 
group once a month, and a Principal Officers Group also meets monthly to address common issues. These 
arrangements ensure that corporate organisation and service delivery are properly integrated and focus on 
priorities. 

14 The Council employs some 383 full-time equivalent staff, and continues to provide most services directly.  
However, increasing use is made of alternative arrangements to tackle areas where that is more economic 
or resolves a resilience issue (see Capacity 4.18). 

 The Financial Situation 
15 For many years the Council had one of the lowest Standard Spending Assessments in the Country, which 

limited the resources available for services.  This affected both service levels and the demands placed 
upon staff.  The new Formula Spending Share finally gave the authority a fairer allocation of government 
grant, but the system of limiting the amount of grant lost by some authorities meant that the Council had 
grant withheld to which it would have been entitled of £364,000 in 2003/04, and £405,000 in 2004/05.  
These are significant sums when compared with the Council’s net general fund budget of just over £8 
million for 2004/5. 

16 A consequence of the low level of SSA was that for several years the Council needed to budget to draw on 
balances.  It is recognised that this is not sustainable in the longer term, since current projections show 
that, without corrective action, balances would fall below an acceptable level (£1 million) in 2006.  The 
Council has therefore set itself to move towards a balanced budget by that time, which involves identifying 
savings year on year.  This is a current corporate priority. 

17 The high cost of refuse collection has led the Council to engage consultants to carry out "soft" market 
testing, to assess whether it can continue economically as an in-house service  A comparable process is in 
hand in relation to grounds maintenance, where a Best Value review suggested that costs are high.  In the 
field of leisure, there is increasing evidence that the Council will have difficulty in sustaining its existing 
green space and leisure facilities within existing revenue budget levels, and this was an important factor in 
the decision to carry out a strategic review of leisure services, a current corporate priority. 

 Some Key Issues 
18 The rural nature of the Borough, and the dependence for some key services on the surrounding towns 

creates issues for residents and particularly those without transport of their own, made worse by the loss of 
local facilities and concentration of services into centralised units in the bigger centres.  Although the 
Borough does not suffer from high levels of deprivation overall, there are pockets of deprivation and 
isolated individuals suffering deprivation, which are difficult to tackle because of the small numbers of 
people involved in any particular area and the lack of readily targetable locations.  The Council has sought 
to respond to these issues through the way it delivers its services, by introducing discretionary services, 
and in its work with partners. 

19 The Borough Care community alarm service helps older people remain independent in their own homes, 
with 24 hour alarm cover and a team of visiting wardens.  The service is free to all residents over 62, and 
supports over 5000 people.  It is now a Council priority to extend the benefits of the service to a wider 
range of vulnerable people. 

20 The Council has for many years provided and promoted outreach activities to take leisure opportunities to 
communities, to cater for areas some distance from the leisure centres, and support a wider range of 
activities and participation in leisure.  The emphasis in community-based leisure has been consciously 
shifted from leisure for its own sake to working with local communities and groups to help them address 
and meet their own needs.  The position has now been reached that the original emphasis on leisure is 
now much wider, to address a range of community plan objectives around health and well-being, 
community safety, the environment, community life and lifelong learning. 



North Warwickshire Borough Council 
Comprehensive Performance Assessment: Self-Assessment, May 2004 
 
 

 Page 3 of 28C:\Documents and Settings\hhnatyszyn\Local Settings\Temporary Internet Files\OLK3E\Self assessm

21 The development of e-government and a contact centre are particularly relevant in North Warwickshire as a 
means of helping people more readily access services and get the help and advice they need, without 
having to visit the Council's offices.  The Council is the lead authority for the Warwickshire On-Line 
Partnership, through which the six authorities in the county have secured £2 million of government funding 
for the joint procurement of a contact centre at each authority.  The contact centre will go live in July 2004, 
with progressive integration of services into the centre over fifteen months. 

22 Recognising that most villages can only support very limited services, the Council puts considerable 
emphasis on the role of its market towns.  Action in the late 1990s in partnership with local traders and 
others to tackle decline in Atherstone town centre led to success in obtaining EEC funding towards traffic 
and environmental improvements, which in turn encouraged the development of a new supermarket and 
the expansion of an existing one.  The Council and partners worked hard to get Market Towns Initiative 
status for Atherstone and Polesworth, and subsequently similar status for Coleshill, with Advantage West 
Midlands funding of £250,000 for each.  The Council acts as the responsible body, and encourages and 
supports community-based partnership action in the three towns.  A review of economic development 
strategy is beginning which will put further emphasis on the rural economy and social exclusion. 

23 Other partnership action also seeks to address the issues of isolation and access, including support for 
public transport, with a current emphasis on access to health facilities; encouraging remote diagnostic 
facilities at GPs practices to avoid the need for people to travel to hospitals for routine tests; and a 
Community Development Workers Forum to coordinate their activities and share learning of effective 
approaches. 

24 As in many areas the availability of affordable housing has become an important issue for our communities, 
borne out by successive housing needs surveys.  This being tackled in an integrated way through the local 
plan review and the Council's work with Registered Social Landlords (RSLs).  A programme has been 
developed to phase the provision of new affordable housing, using the proceeds of sale of Council land to 
do this and lever in further investment to achieve the decent homes standard.  The Council has begun an 
options appraisal for the future of the housing stock this year. 

25 The development of new employment sites has provided the means of dealing with much of the derelict 
land within North Warwickshire, so although some brownfield issues remain, the emphasis on the 
environment has turned to partnership work on the area's landscape and heritage, together with a priority 
to improve the public realm, with the initial focus on street cleaning.  Looking at the environment more 
globally, the Council has put considerable effort recently into achieving a striking increase in recycling and 
a successful garden waste collection and composting scheme. 
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 What is the Council Trying to Achieve? 
 Theme 1: Ambitions 
1.1 The longer term vision for the quality of life in North Warwickshire is set out in the community plan - 

North Warwickshire will continue to be a community of communities, whose individual character and 
qualities are cherished and enhanced.  The decline of community life will begin to be reversed, and the 
way services are delivered will give particular attention to those who are less fortunate and cannot 
readily enjoy the benefits of modern society. 

The local economy will be more varied, with better opportunities in employment suited to the skills and 
aspirations of our residents, founded on higher levels of educational attainment and training.  But 
economic growth will not be at the expense of the rural character of North Warwickshire or the 
environment, as we shall conserve and enhance our built heritage and natural environment. 

Our residents will enjoy better health, increased freedom from the fear of crime, and varied opportunities 
to learn and grow as individuals through access to lifelong learning. 

Above all, North Warwickshire will be a place where everybody will be able to play a full role in society, 
regardless of their income, age, health, disability, culture or ethnic origins, both in the short term and the 
future. 

1.2 This vision is developed into the eight aims of the North Warwickshire Community Partnership and its 
community plan, which together make up the shared longer term ambitions for the Borough - 

Community life To promote opportunities for all members of the community to play a full part in 
community life 
The Local Economy To create a strong and successful local economy where businesses thrive and 
local people have employment choices suited to their skills and aspirations, and at the same time 
support those who are least well off 
The Environment  To maintain, protect and improve the quality of the environment for people living, 
working and visiting North Warwickshire 
Health/Well-being To enable our residents to live longer in good health and independence, through a 
balance of healthier lifestyles and effective treatment and support with access to decent housing 
Education & Lifelong Learning To ensure that people of all ages are provided with the opportunity to 
obtain the skills, knowledge, confidence and understanding to achieve their full potential 
Safer Communities To make North Warwickshire a safer place to live, work and enjoy and where the 
fear of crime is low 
Transport To ensure that residents can access essential services  and participate in activities and are 
not excluded from a rewarding life because they do not have their own transport 
Young People To listen to, respond and invest in young people living in North Warwickshire 

1.3 The vision and ambitions were established following extensive dialogue and consultation carried out jointly 
for the community plan and local plan in 2001.  This process effectively pooled the knowledge of the main 
public agencies and the business and voluntary sectors on the problems and opportunities in North 
Warwickshire.  The process culminated in a "Partnership Day" at which over 100 representatives of the 
full range of stakeholders came together to reach consensus on the key issues for the community plan.  
The Council adopted the ambitions of the community plan as its own, so consultation has effectively 
determined its ambitions.  A key concern for the various stakeholders was to set realisable ambitions, and 
not raise undeliverable expectations.  Annual Partnership Days have subsequently focused on two of the 
ambition themes to develop the agenda for future action. 

1.4 A strategy group for each of the eight themes develops partnership action on the ambition under its 
theme, and coordinates the work of delivery partnerships.  There are two "golden threads" running through 
the community plan: social inclusion and sustainable development.  The community plan is supported by 
realistic annual action plans for each of the eight ambition themes. 

1.5 The Council plays a leading role in the Community Partnership, at both member and officer levels.  The 
Chief Executive serves on the Partnership, and until his retirement in March 2004 the Director of 
Community Services was the lead officer and chair of the Coordinating Group.  The Chief Executive has 
now taken on the role as lead officer.  The community leadership role of members is reflected in their 
participation in the Partnership and strategy groups. 

1.6 Members and officers are extensively involved in regional and countywide partnership processes, which 
provide further information and understanding of the wider context for the problems and opportunities 
facing the Borough. 
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1.7 The Council's contribution to the various ambitions is determined largely by its main functions and the staff 
and financial resources they carry.  Thus it plays a major role in delivering the environment and the health 
and well-being ambitions, and a significant role in relation to the economy and young people.  It also makes 
a substantial contribution to the community life and safer communities ambitions, by re-aligning service 
delivery and providing some additional resources in partnership with others. 

1.8 The Council's vision and mission were adopted following widespread consultation,  They reflect its primary 
role as a provider of services, where it has greatest capacity and influence.  They are - 

Vision Being recognised for providing high quality services to our communities through listening, 
learning and leading with openness 

Mission To improve the quality of life in North Warwickshire through - 
• Listening to and speaking for the community 
• Protecting, conserving and improving the local environment 
• Promoting and investing in the area's economy 
• Providing high quality services 
• Caring for our workforce 

1.9 Those ambitions which the Council is responsible for taking forward, or to which it contributes, are 
embraced and embedded in the annual corporate plan.  This provides the "golden thread" which connects 
the ambitions of the community plan through the Council's priorities to its internal planning at both authority 
and service level (see Performance Management 5.1). 

1.10 The ambitions and priorities are communicated to external agencies through the Community Partnership, 
via various media and in consultation with the community; and to staff using presentations by Management 
Team, team meetings, individual appraisals, the intranet, notice boards, and the staff newsletter.  
Members, senior managers, staff and stakeholders share an understanding of the overall vision and 
ambitions and advance the strategic direction of the community and corporate plans.  The area forums 
provide a significant opportunity for members to develop their community leadership role and hear the 
concerns of different communities, hence their corporate priority (see Prioritisation 2.2). 

 Areas for Improvement 

1.11 The Council is aware that the some of its main functions and priorities, eg in relation to housing, do not 
figure sufficiently in the community plan because of the way it was originally developed, and also that the 
community plan needs to evolve to provide a longer planning horizon, greater clarity over the outcomes 
sought, and measurable targets to support the ambitions.  It has begun discussions with the Community 
Partnership on the approach to be taken, with the aim of reviewing the plan by Spring 2005. 

1.12 The Council is similarly aware that the format of the corporate plan could be improved to make it more self-
evident how it takes forward the ambitions of the community plan.  It will re-cast the corporate plan for 
2005/6 to explicitly reflect community plan ambitions. 

1.13 The "community life" ambition addresses sustainable communities and issues of social inclusion.  It is 
acknowledged that the Council needs to do more in relation to equalities and the elimination of any 
discrimination in its own policies and practices, and this is a current corporate priority. 

 
 Theme 2: Prioritisation 
2.1 The Council has for some years had a system of reviewing annually the various influences on its services 

and activities, and communicating priorities to staff through annual presentations by Management Team, 
key messages, and the staff newsletter.  During the period 2001 to 2003, several main priorities can be 
identified - 

•  improve the benefits, planning control, and grounds maintenance services 
• increase the level of recycling 
• support the Market Towns initiative 
• deliver the local plan review 
• progress electronic government and the establishment of a contact centre 
• achieve compliance with the Single Status agreement 

2.2 Following the election in May 2003, the new administration identified a number of new priorities reflected in 
its manifesto commitments, and these have been further developed since.  Earlier priorities were not simply 
dismissed, but rather the Council has moved on to some further areas requiring attention.  The current 
priorities for improving the quality of life have been made more explicit.  They are - 
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Priority Ambition 

• improvement of the broader public realm with a short term focus on better 
street cleaning 

The environment 

• a strategic review of leisure services Health and well-being 
• the expansion of Borough Care to a wider range of vulnerable people Health and well-being 
• delivery of affordable housing and the decent homes standard; and review 

of the capacity to do so through an options appraisal of the Council's 
housing stock 

Health and well-being 

• progressing the Market Towns initiative and review of economic 
development strategy, with particular focus on rural issues 

The economy 

• enhancement of community engagement and access to services, with 
particular emphasis on e-government, the contact centre, and area forums 

Community life 

• addressing equalities in all aspects of Council policy and services Community life 
• with partners, tackling crime and the fear of crime particularly vehicle crime, 

domestic burglary and anti-social behaviour 
Safer communities 

 
2.3 In support of these priorities, there are two further priorities aimed at improving capacity - 

• the achievement of a balanced budget  

• the development of a comprehensive human resources strategy (See Capacity 4.4). 
2.4 The priorities for improving quality of life reflect the shared ambitions set out in the community plan (see 

Ambitions 1.2), and the corporate plan makes explicit what the priorities are and how they relate to the 
community plan (see Performance Management 5.1). 

2.5 The approach to determining priorities takes account of community consultation, dialogue with stake-
holders, intelligence gathering, national priorities, and the capacity of the Council to deliver.  Early in each 
Council year the Extended Management Team "Away Day" considers new demands falling upon the 
authority, key messages from public consultation, the implications of work with partners, and other matters 
which may affect priorities and objectives.  This covers both service delivery and investment in providing 
corporate capacity.  The Chief Executive produces a report on key corporate issues which pays explicit 
attention to national, local and internal issues and pressures.  That report is then the basis for dialogue and 
development with leading members, prior to presentation to the Executive Board to obtain ratification.  The 
priorities are then fed into the corporate plan (see Performance Management 5.1). 

2.6 Priorities from year to show demonstrate a conscious blend of national and local priorities.  Hence the 
recent emphasis on recycling, the development of IEG and the contact centre, and Single Status; alongside 
the commitment to local priorities around the improvement of the benefits, grounds maintenance and street 
cleaning services. 

2.7 Public consultation plays a significant role in setting priorities.  The consultation strategy was produced 
following a review of consultation arrangements, and sets out the overall commitment and approach to 
consultation and dialogue.  It provides for an annual satisfaction survey using the People's Panel, which 
enables satisfaction and public concerns to be tracked over time, and an annual consultation on the level of 
council tax, along with service-based consultation as part of best value reviews and service planning.  The 
annual Partnership Day is a central part of the consultation strategy (see Ambitions 1.3).  The annual 
Council tax consultation takes place with four focus groups, and as well as the level of Council tax seeks 
views on growth priorities and whether proposed savings are supported. 

2.8 The manifesto commitment in 2003 to make street cleaning improvements a priority reflected the results of 
public consultation and public comment, and low satisfaction with green spaces was a major factor in 
making a priority of the strategic review of leisure services.  Consultation on the local plan review showed 
a high level of concern about the need for affordable housing, reinforced by successive housing needs 
surveys, hence the priority this receives.  The commitment to make Borough Care available to a wider 
range of vulnerable people reflects the high standing of the service with the public and recognition of the 
opportunity to tackle a significant aspect of disadvantage and social isolation. 

2.09 A range of information resources are used in service planning and priority setting, including census data, 
deprivation indices, Government guidance and publications, crime figures and analysis, specific surveys 
such as the recent housing needs survey, and national and regional surveys and data sources. 
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2.10 The Council has reviewed its  external and internal communication strategies, which set out its 
approach to disseminating information to people and getting feedback.  Various means are used to 
communicate ambitions and priorities (see Ambition 1.10).  These arrangements represent a 
reinforcement of previous practice, to ensure that they are successfully communicated. 

2.11 The annual roll forward of the corporate plan (including goals for the next four years) is produced alongside 
the Council’s three-year budget, to ensure that the financial implications of the plan priorities are built into 
the short and medium-term financial strategy.  There is a clear process of reconciliation between service 
and financial objectives, as the Council addresses its commitment to move towards a balanced budget.  
Training and development needs are identified at this point in the corporate planning process, to address 
prioritisation in the use of human resources and to ensure proper account is taken of delivery capacity (see 
Capacity 4.2). 

2.12 All “bids” for new service growth have to meet clearly identified criteria, against which they are scored and 
ranked.  Similarly, bids for capital expenditure are also ranked against pre-agreed criteria. 

2.13 In 2003, leading members embarked on a budget review and service prioritisation exercise.  Each 
Assistant Director was asked to identify the feasibility of 3% budget savings, and to prioritise all functions 
within his/her service.  Management Team then prioritised functions between services in terms of their 
contribution to quality of life, and the result was refined and agreed by members.  As part of this process, 
the Council became clearer about what were not priorities.  They included bus shelters, play areas, the 
drain unblocking service, the trade refuse service, the skip service, the Atherstone Arts Centre, sporting 
excellence, industrial units, and Bodaceas (a Council owned public house). 

2.14 The Council has therefore decided to discontinue the sporting excellence scheme, withdraw from providing 
bus shelters (except at Atherstone bus station), seek alternative arts accommodation, and include 
Bodaceas in the disposal of the adjoining football ground; and is considering the way forward in relation to 
play areas, and the drain unblocking service.  However, some services which are low priorities in terms of 
quality of life are also remunerative, so to seek to reduce or discontinue them would lose more revenue 
than the cost saving.  Accordingly, the trade waste and skip services continue pending completion of a 
detailed study of refuse service delivery; and the industrial units are retained but kept under review as part 
of the asset management plan.  There are also some services which are not high priority, but which are 
statutory with low existing levels of service, so there is no scope to remove resources from them, eg street 
nameplates, street furniture. 

2.15 The prioritisation process within Divisions has also led to decisions to close the cash office in the Council 
House, reduce the level of health promotion staffing, delete a post in Building Control, and put the 
operation of Atherstone market out to tender. 

 Areas for Improvement 

2.16 The Council has recognised the past tendency to seek to absorb new initiatives without recognising the 
consequences for existing areas of provision.  The process through which resources were targeted at 
priorities and moved away from non-priority areas of work was insufficiently vigorous and robust.  It is 
intended that the more explicit prioritisation process now in place will be developed further in future years. 

2.17 As part of that process, the Council will engage members and staff more closely in discussions on what 
priorities should be, and consult with partners, stakeholders, and communities before they are finalised. 

2.18 The Council is also aware that, while it consults widely, it needs to target hard to reach groups, and ensure 
that the particular views and concerns of minorities are explicitly taken into account. 

 
 Theme 3: Focus 
3.1 The Council has a track record of sustained focus on key issues.  For many years it pursued a key 

objective of improving the employment base of the Borough, playing an active role in enabling new 
employment development to take place.  That focus was also reflected in support for golf and tourism-
related hotel development at The Belfry, the Forest of Arden and  Lea Marston.  The outcome of this 
continued focus on the economy is that the employment situation in the Borough has been transformed 
(see Context 5-7). 

3.2 During the 1990s decline in Atherstone town centre led to sustained engagement with local traders and 
other partners in the town centre forum, and success in obtaining EEC funding towards town centre 
enhancements.  This encouraged development of a new supermarket and re-investment in an existing one.  
This focus has continued and widened through the Market Towns initiative (see Context 22). 
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3.3 Other examples of sustained focus are - 

• tackling pre-cast reinforced (PRC) houses, whose form of construction meant they would  
deteriorate structurally with time.  The Council had the largest proportion of such houses in its 
stock (over 500) of any District Council.  Since identification of the problem in the late 1980s this 
has remained the top priority for housing investment, and working with RSL partners the Council 
will complete the programme of treatment/redevelopment this year 

• the priority given to the local plan review since its inception.  While there were delays for a time due 
to staff issues, it has been driven forward by members and officers working together 

• the commitment shown to increasing the level of recycling and securing and implementing a joint 
strategy with the County and other Warwickshire Districts allied to a PSA agreement, which has 
seen the recycling rate improve from 6% in 2002/3 to 20% in 2003/4 

• electronic government, where the management, planning and delivery of the various elements has 
been taken forward as an authority-wide project overseen by the Extended Management Team 

• the detailed examination of Assistant Directors' budget proposals each autumn by Management 
Team and Leaders' Group to seek possible savings and ensure that new cost or staffing 
implications are identified and addressed 

3.4 The Council's focus on priorities has not always been entirely effective, and there are examples where it 
was distracted from current priorities, eg the opportunity to bid for Home Office grant for CCTV, which 
delayed a best value review.  But more often than not the case is that one area of high priority work has led 
to delays in progressing other priorities.  An example is the Single Status job evaluation from 2001 to 2003, 
which because of the effect on staffing and staff morale became the overriding priority for the authority, with 
some consequent delay in other priorities. 

3.5 The Council now has a stronger set of processes aimed at maintaining focus and delivering priorities - 

• partnership strategy groups have been established for each theme of the community plan, and 
report progress to each meeting of the Community Partnership 

• clear priorities have been set (see Prioritisation 2.2), and disseminated to staff and partners 
• leading members (through the Leaders’ Group) meet the Management Team on a fortnightly basis 

to maintain focus on key priorities 
• task and finish groups are used to develop policy and approaches to significant issues, and sustain 

focus upon them.  The task and finish groups were reviewed in May 2004 to ensure more effective 
steering of each current priority 

• there is an integrated performance management system (see Performance Management 5.1) 
under which progress on the corporate plan and performance on PIs is reviewed monthly by 
Divisions and the Management Team and quarterly by the relevant service Board and Overview 
and Scrutiny Committee.  The staff appraisal system is tied into the performance management 
framework 

• there are regular progress reports to Boards on current priorities 
• the agenda for the Extended Management Team is built around standing items on main issues and 

priorities, such as Single Status, IEG and the contact centre, CPA, and community planning 
• major initiatives are normally championed by a Director, for high level commitment and reporting to 

Management Team.  As a development of this, in January 2004 the Corporate Director gave up 
line management responsibilities to concentrate on delivery of priorities - CPA, the strategic review 
of leisure services, street cleaning and the public realm, and expansion of Borough Care 

3.6 The emerging Divisional service plans (or the Divisional sections of the corporate plan) provide focus on 
the delivery of high quality outcomes for each Council function, in accordance with community plan and 
corporate plan objectives and priorities.  The Council has responded positively to poor levels of 
performance and focused its efforts on improvements in priority areas of service delivery, eg planning 
control, recycling, grounds maintenance and benefits. 

 Areas for Improvement 

3.7 The Council has sound mechanisms for maintaining focus on priorities, and now needs to ensure that they 
are fully embedded.  This will be assisted by the re-casting of the corporate plan to better reflect community 
plan ambitions and priorities (see Ambitions 1.12), the preparation of service plans by all Divisions, and 
ongoing clarity in messages to staff about the Council's priorities. 

3.8 It is recognised that staff vacancies and sickness have at times impacted upon service delivery and the 
ability of the Council to maintain focus on priorities, particularly in the aftermath of the Single Status job 
evaluation results.  These issues will be of particular importance in the development of an overall human 
resources strategy, a current priority in its own right (see Prioritisation 2.2). 
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 How has the Council Set About Delivering its Priorities? 
 Theme 4: Capacity 
4.1 As a small authority, the Council recognises that it has limited staff and financial resources, and that this 

could lead to problems of resilience in dealing with staff vacancies or absences or changing financial 
fortunes.  A number of strategies are operated to address these issues, and are set out here. 

 Staff resources 

4.2 The Council addresses the adequacy of its staff resources in a number of ways - 

• staff structures are kept under review, and adjustments made to reflect changing circumstances 
and needs, including any recruitment difficulties.  The corporate re-structuring in November 2001 
was designed to better match structure with demands, and a further restructuring is imminent 

• the annual management Away Day considers emerging opportunities and demands, and significant 
implications for staffing are identified. 

• the preparation of the annual budget and the corporate plan are integrated together, and staffing 
and financial implications considered at the same time as setting corporate objectives and targets 

• all posts are subject to job evaluation except specialist leisure coaches and instructors, and 
evaluations are reviewed whenever material changes in duties are proposed or identified 

• all reports to policy Boards contain a section on personnel implications, where workload or 
capabilities issues are addressed 

• all staff vacancies are considered by the Management Team and leading members are consulted 
before they are filled, to ensure that each post remains appropriate to the authority's needs 

4.3 The Council has completed the implementation of the Single Status agreement much earlier than many 
authorities, including the job evaluation of all relevant posts.  The resource commitment necessary to 
achieve this, and the effect upon staff morale and staff turnover created significant difficulties for the 
authority at the time, and some issues remain.  However, the authority is now able to move forward 
knowing that this major demand is behind it. 

4.4 Recent years have shown an upward trend in sickness, and a number of measures have been taken to 
tackle the problem, including the application of the sickness absence policy, a review of practice in its 
application by Assistant Directors, a small sickness absence group, and on-site health tests.  The 
continuing difficulties are one reason why the development of a comprehensive human resources strategy 
is a priority.  Turnover has shown some upward trend, reaching 9.4% voluntary leavers in 2003/4, but this 
is not at such a level as to cause concern, and will continue to be monitored.  Staff morale evidenced by 
the annual staff survey deteriorated overall in 2003/4, influenced by the results of Single Status job 
evaluation, with the poorest morale in the Divisions most affected, contrasting with improving morale in 
other departments. 

4.5 The Council is aware that the small size of some service delivery units means that recruitment difficulties, 
extended vacancies or sickness can impact seriously on delivery and performance.  It has addressed the 
problems of resilience in a range of ways related to the circumstances of particular services (see 
Alternative arrangements below).  However, it is recognised that a number of services remain vulnerable, 
and that an overall corporate approach is needed to the issue.  This is being addressed through the 
development of an overall human resources strategy. 

 Human resources policy and training 

4.6 The Council operates a recruitment and selection process based on clear job descriptions, person 
specifications and equal treatment of all candidates.  It aims to maximise the capacity of staff resources 
through training and development and effective human resources practice.  The approach to training and 
development is integrated with policy development and service planning - 

• the Council has had authority-wide Investors in People accreditation since 1998.  Benchmarking 
against IIP indicator performance by other organisations showed that on reassessment in April 
2003 it scored in the higher quartile in all but two of the 23 measures 

• the preparation of the budget and corporate plan give explicit attention to the staffing implications 
of proposed new objectives or targets 

• all staff have an annual appraisal (see Performance Management 5.1) which identifies training 
and development needs, geared to both the needs of the individual and identified corporate and 
Divisional needs 

• each Division prepares a training needs analysis in the light of staff appraisals, and these feed into 
the annual Training and Development Plan, which also takes on board development needed to 
meet new cross-departmental demands eg equalities, emergency planning 
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• the training budget of £110,000 is substantial for the size of the authority, and an indication of the 
importance attached to training and development 

• the Council is preparing a management development programme, based on identified 
management competencies and 360 degree appraisal to assess the position of each manager  

• senior managers undertake training together on matters of cross-authority significance, eg CPA, 
performance management, crime and disorder 

4.7 The Council has a range of human resource policies and practices to assist in getting the best out of its 
staff, including - 

• the recruitment and selection policy 
• induction for new staff 
• flexitime working for those whose duties do not demand fixed working hours 
• the sickness absence policy and a working group on long-term sickness 
• exit interviews 
• the jobshare policy 
• the stress policy 
• a home working pilot in Benefits, which will aid the development of an overall flexible working policy 
• a free lease car scheme, aimed at assisting recruitment and retention of staff in senior posts, 

where the Council is in a very competitive market 
• provision of counselling, either internally or through outside expertise 

 Member training 

4.8 A range of training has been provided for members, including induction, best value, community planning, 
the new democratic structure, overview and scrutiny, crime and disorder, CPA, risk management and 
courses for portfolio holders.  While emerging corporate issues are dealt with by such training, the Council 
recognises that to enable members to be fully effective it needs to address their individual training and 
development needs systematically.  The Council is committed to seeking IIP accreditation for members, but 
acknowledges that this has not progressed as it should, and action is needed to bring it forward. 

 Member and officer meetings and decisions 

4.9 In 2002, following community consultation, the Council adopted an improved committee system as its new 
democratic structure (see Context 11).  To address cross-cutting issues there are seven portfolio holders, 
whose role is to promote their areas of responsibility and represent the Council in partnership fora.  The 
roles of portfolio holders were revised in May 2004 to better align their remits with the community plan and 
current priorities.  The work of boards is supported by task and finish groups (see Focus 3.5)  The new 
democratic structures task and finish group has a specific remit to review the effectiveness of the new 
board structure and recommend how it might be improved. 

4.10 There is an extensive scheme of delegation to officers, so that boards can focus on matters of substance 
which require member consideration.  Except at members' request, no items for information go to boards, 
but are disseminated through the intranet.  All board items have a report with recommendations, which 
gives explicit attention to financial, crime and disorder, legal and human rights, sustainability, personnel 
and risk management implications, together with the observations of portfolio holders. 

4.11 Training in scrutiny was provided for all members, with additional training for the chairs and vice-chairs.  
The overview and scrutiny boards have carried out reviews of financial assistance to organisations and 
individuals, housing maintenance, public participation in meetings and Council business, raising the profile 
of the Council, compliments and complaints, the new democratic structures, and the budget. They consider 
all draft policies before finalisation, and review progress on the corporate plan and performance on PIs, 
complementing the consideration of these by the policy boards but in more detail. 

4.12 However, it is recognised that the role of scrutiny is still evolving, and approaches need to be found which 
will make it more challenging without creating damaging tensions.  A review of the effectiveness of 
overview and scrutiny boards is under way which will address their role in examining draft policies, decision 
making, service performance, and the effectiveness of the Council as an organisation. 

4.13 The senior officer structure is covered under Context 12  There is a range of cross-departmental officer 
groups, some standing and others on a task and finish basis.  Most have an agenda circulated in advance 
and a note of decisions and actions to be taken.  The Principal Officers Group has been assigned the 
specific responsibly for keeping such groups under review, and carried out a rationalisation in Spring 2004, 
discontinuing some groups and making their functions part of its own remit. 
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4.14 Members and officers engage at the community level in a range of ways, - 

• the area forums were established to provide a means for Borough and County councillors to hear 
about the particular needs and issues in different areas of North Warwickshire.  It is a current 
priority to review and develop their role (see Prioritisation 2.2) 

• there is an annual meeting of members and officers with parish councils, (see Investment 8.5) 
• most members have regular "surgeries" when any constituent can seek their assistance; their 

telephone numbers and e-mail addresses are publicised to facilitate access to them; and they are 
either members of or regularly attend their local parish council(s) 

• most  members are also engaged in parish councils, local associations and community groups, 
which enables them to link council policy with local action and improves their knowledge of local 
issues 

• members and officers are involved in a range of outside bodies, including school governing bodies, 
the local further education college, and the Primary Care Trust Board 

 Roles and responsibilities 

4.15 The constitution sets out clearly where the responsibility for decision-making lies, either by the relevant 
board or by delegation to an officer.  There are job descriptions for board chairs and other roles of 
councillors.  The Council has adopted a code of conduct for members, an employee code of conduct, and a 
protocol for member/officer relations.  The Council has a history of good working relations between 
members and officers, with a working style which is quite informal but businesslike. 

4.16 The Standards Committee has three independent members, including the chair, and two parish council 
members, and is developing its own work programme. There has been only one investigation by an Ethical 
Standards Officer in regard to the conduct of a Borough councillor, with the outcome that no further action 
was required. 

 Financial resources 

4.17 The Council has robust financial processes, and the external auditors have issued unqualified reports on 
the annual audit for many years.  There is a clear budget strategy process set in the context of a medium 
term financial projection and strategy, steered by the Leaders' Group where leading members and the 
Management Team work together.  The Council is working towards a balanced budget by 2006 (see 
Prioritisation 2.2) to alleviate the pressure on reserves, and retain revenue balances of at least £1 million. 

 Alternative methods of service delivery 

4.18 The Council has employed a number of innovations to address capacity problems or give itself access to 
wider staff resources, including - 

• using the Modern Apprentices scheme to bring in aditional staff resources to release permanent 
staff to tackle process re-engineering in preparation for implementation of the contact centre 

• a partnership with Cheshire Recycling to provide a substantial part of the business expertise and 
capacity for recycling 

• buying in the management of the internal audit function from Rugby Borough Council 
• buying in an element of the benefits service from Capita, which is economical and gives additional 

resilience to the service 
• using consultants and agency staff to cover extended staff vacancies eg planning control; and to 

undertake specialist tasks where it does not have in-house expertise 
• a joint post with the Primary Care Trust of Health Improvement Coordinator 
• agreement with English Heritage and Nuneaton and Bedworth council that they will fund part of the 

cost of a Heritage and Conservation Officer 

4.19 Whilst the Council has a procurement strategy, it recognises that the approach taken is not sufficiently 
challenging.  It has identified the need to revise the strategy, and to improve its expertise in procurement.  It 
has dealt with the latter by joining a partnership with Tamworth and Lichfield councils to share the 
procurement expertise of a Tamworth officer. 

 Partnership working 

4.20 One of the benefits of the Council's commitment to partnership working is the enhanced capacity to 
address problems and opportunities, whether by combining its resources with the expertise and resources 
of partner organisations, or by jointly bidding for external funding.  Partnership initiatives are coordinated by 
the eight community planning strategy groups (see Ambitions 1.4), each of which has an action plan 
which identifies the outcomes for the community which will represent success.  Examples of partnership 
initiatives which have a direct impact on quality of life include - 
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• work with Housing Association partners to refurbish PRC houses and access other sources of 
funding, particularly from the Housing Corporation.  This is now being extended to the RSLs 
refurbishing the ex-Coal Board houses and providing affordable housing 

• development of the Warwickshire waste strategy with the county and the other district councils, 
which has provided an additional vehicle and wheelie bins to enable kerbside collection of garden 
waste and thereby significantly increased the level of recycling 

• the installation of CCTV in Atherstone town centre in partnership with the town council and police, 
which has led to a 32% reduction in crime in the first 18 months of operation 

• The joint action group which drives the Market Towns initiative in Atherstone, Polesworth and 
Coleshill to develop and deliver projects 

• joint initiatives under the aegis of the Health and Well-being Strategy Group including workplace 
diagnostic assessments, smoking cessation, young people's sexual health 

• jointly funded posts for neighbourhood watch, race equality and domestic abuse 
• landscape enhancements by the Hams Hall Trust using Section 106 funding 
• the Warwickshire Online Partnership (see Context 21) 
• securing the retention and enhancement of village shops through the Vital Villages initiative 
• the Recruitment Now project which between January and December 2003 assisted 243 people to 

access employment or training 
• close cooperation with commercial developers to secure key new employment developments, 

which have transformed the Borough economy (see Context 5) 

 Areas for Improvement 

4.21 To summarise areas for improvement already identified under this theme, the Council will - 

• develop an overall human resources strategy, which will address in particular service resilience 
• deliver IIP accreditation for members, as a basis for addressing their individual development needs 
• further develop the role of overview and scrutiny boards to make them more effective in examining 

policy and practices 
• review the procurement strategy to be more effective in considering the full range of options 

 
 Theme 5: Performance Management 
5.1 The Council has an integrated performance management framework, built around the following elements -  

• the community plan, which sets the ambitions for the quality of life of the area (see Ambitions 1.2) 
• the Council's vision and mission 
• clear priorities which reflect key areas where the Council can contribute to community plan 

ambitions (see Prioritisation 2.2) 
• the corporate plan, which sets out the broad objective for each of its main themes, goals for 2008, 

and specific targets for the year ahead.  Each target has a timescale for completion and is related 
to the relevant community corporate plan themes.  Current priorities are highlighted in the plan 

• the Best Value Performance Plan, which focuses on current priorities and national indicators 
• service plans for some Divisions, (being extended to all Divisions for next year), which set targets 

both for service development and for performance indicators 
• local performance indicators for some services to augment national PIs, or where there are no 

national PIs.  They have been reviewed for their soundness in preparing the 2004/5 corporate plan 
• specific targets for individual staff as part of their annual appraisal, which reflect their Division's 

targets in the corporate plan and (where there is one) Divisional service plan.  These are subject to 
a six-monthly review 

• section and team meetings which track progress on the delivery of targets 
• monthly reporting on performance and delivery of corporate plan targets, with particular emphasis 

on priorities, and an exception-based "traffic light" system to focus on those targets which are not 
being met, and arrows to indicate whether the trend is worsening or improving 

• reporting each month by the relevant Assistant Director on the action being taken to correct areas 
where targets are not being met 

• consideration of these reports each month by the Management Team, which takes up issues 
where it feels more needs to be done or to address constraints which are affecting delivery 

• quarterly reports to the policy boards and overview and scrutiny boards, using the same format as 
for Management Team, with explanations of the reasons why targets are not being met and the 
opportunity for members to satisfy themselves that corrective action will be effective 

 Evidence of the effectiveness of the framework is provided by the significant improvement in performance 
against national PIs over the past two years (see Achievement of Improvement). 
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5.2 In addition, Divisions have their own systems for monitoring their operations in greater detail, to allow 
differences between services to be taken into account.  For example, Revenues and Benefits and Planning 
have their own systems of standards and indicators that they review by exception on a monthly basis, as 
this fits the type of work they carry out.  Other Divisions may use a mixture of standards and indicators, 
together with project management techniques to assess the progress being made towards some of their 
targets.  The Prince 2 project management system is being used to manage and monitor the 
implementation of the contact centre and the procurement  of a new financial management system. 

5.3 Where the Council has identified under-performance it has put in place corrective action which has enabled 
significant improvement - 

• the corporate priority now given to street cleaning with resources provided to enable improvement 
• the introduction of member steering groups for all Council priorities and major initiatives 
• in land charge searches the function has been built into a larger team with cover capacity through 

multi-skilling 
• it became apparent that the Council was under-recording disabled staff and those of black and 

minority ethnic backgrounds, and carried out a survey to rectify the situation 

5.4 Each year the Council's newspaper, North Talk includes a section setting out the key targets for the coming 
year.  Some services have adopted service standards, eg refuse collection, street cleaning, housing, 
Borough Care and planning control, which they publish to their customers, and others are preparing them. 

5.5 There is an established complaints and compliments procedure, reviewed in 2004, under which every 
formal complaint is investigated by a senior officer of the department concerned who has not been involved 
in the case previously.  Compliments are also recorded, and fed back to the relevant staff.  A report is 
made each quarter to the external overview and scrutiny board, providing details of complaints and 
compliments received, the outcome of complaint investigations, and the remedial action taken.  The system 
is managed by the Policy Unit, who ensure that all complaints are properly investigated and resolved. 

5.6 The Council has a risk management strategy, and has identified and assessed risks both corporately 
(authority-wide) and by Division and recorded them in the risk register.  Work has started to address the 
higher priority risks identified, eg business continuity planning, human resources strategy, and health and 
safety issues for lone workers.  A system has been established whereby the risks associated with new 
policies or projects are addressed as part of the initiating board report.  A corporate risk management 
group has been established, to enable Divisions with similar risks to share information. 

5.7 The Council uses a medium-term financial forecast to set its revenue budget strategy each year. This 
ensures that balances are kept at an acceptable level, and enables any action needed to be planned.  The 
budget strategy is used as a basis for financial decision-making, both in terms of identifying budget savings 
and in considering growth bids. 

5.8 A ten year forecast is produced to provide an indicative capital programme.  A firmer three-year plan is also 
produced, as there is greater certainty over resources in the short term.  This process also ranks schemes 
when demand exceeds the expected resources, by evaluating their contribution to corporate goals and 
impact on the revenue position.  Processes have been strengthened by the production of the capital 
strategy and asset management plan, both of which have been rated as "good" by GOWM. 

5.9 The Council satisfies itself that it is getting value for money in a number of ways - 

• the annual budget process, when Assistant Directors are required to show how they could achieve 
budget savings, and Management Team and members examine budget proposals in detail 

• best value reviews, which have focused particularly on the cost of refuse collection and grounds 
maintenance 

• benchmarking with other authorities and use of CIPFA data, and in particular when Assistant 
Directors bring forward proposals for staffing changes 

• Assistant Directors seeking economies in their services to release resources to tackle other needs 
within their services 

• the use of commercial benchmarking services and their databases, coupled with consultancy on 
how costs might be reduced 

 Areas for Improvement 

5.10 The Council is aware that while it has good performance management processes as such, they are not 
always systematically applied across the authority as a tool of service improvement.  There have been 
some cases where performance indicators were not calculated  in accordance with the proper definition, 
and some targets have proved unrealistic.  Action is being taken to reinforce the importance of effective 
performance management practice, including training in effective use of indicators and target setting. 
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5.11 To sharpen the relationship between the community plan and the corporate plan, the Council has begun 
discussions with partners with a view to review of the scope of the community plan, and will re-cast the 
corporate plan for 2005/6 to better align it with the format of the community plan (see Ambitions 1.11). 

5.12 The corporate plan already distinguishes between corporate (authority-wide and priority) issues and 
Divisional issues, and the latter provide the basis for setting targets for teams and individual members of 
staff.  However, it is recognised that the clarity of targets for front-line staff can be strengthened by the 
preparation of service plans for all Divisions, and this is planned for the 2005/6 corporate planning round.  
At the same time, it is intended to ensure that wherever possible targets are expressed in terms of the 
outcomes to which they are directed, so that the intended impact of actions will be more explicit, and that 
service standards are established for all relevant services and disseminated. 

5.13 So far as risk management is concerned, the systems are in place, so what remains is to get them fully 
embedded within the Council as part of the approach to decision-making. 

 
 What Has The Council Achieved/Not Achieved To Date? 
 Theme 6: Achievement in Quality of Service 
6.1 The Council now provides substantially better services than the average for all authorities.  The figures for 

performance on national performance indicators (PIs) for 2003/4 have been examined (and are being 
checked by the Council's external auditors to verify their soundness), and assessing current performance 
against Audit Commission data for 2003/4 (and allowing for improvement nationally since 2003/4) show the 
following projected position - 

Key PIs 2003/4   
Top two quartiles 36 65% 
Bottom two quartiles 19 35% 

 
6.2 The following table sets out those PIs for which comparative data is available and which either fell into the 

two upper quartiles in 2002/3 (or 2001/2 for certain satisfaction PIs), or have shown such improvement in 
2003/4 that they are projected to do so now. The table also shows the 2003/4 Best Value Performance 
Plan target for each PI.  All figures are percentages unless otherwise indicated. 

 
BVPI  2001/2 2002/3 2003/4 
 Perf Quartile Perf Quartile Target Perf 
1 - community strategy   Yes 1 Yes Yes 
8 - invoices paid on time   95 1 97.5 96 
9 - Council tax collected   98.0 2 98.1 97.9 
10 - non-domestic rates collected   99.4 1 99.4 99.9 
14 - early retirements   0.8 2 0.5 0 
15 - ill-health retirements   0.2 2 0.2 0.5 
16 - ratio of disabled employees to popn   10 3 36 65 
17 - ratio of BME employees to population   78 2 100 187 
66a - rent collected   98.8 1 98.9 98.0 
HIP - time in days to relet (former BVPI 68)   39 2 30 27 
74a - satisfaction of tenants with service 83 1 83 - 86 82 
78a - processing benefit claims (days)   33 1 30 30 
78c - renewal claims processed on time   75 2 85 82 
79a - cases processed correctly   98 2 98.5 99 
79b - recoverable overpayments recovered   56 2 65 46 
80a - satisfaction with contact, benefits office 97 1 - - - 83 
80b - satisfaction with service, benefits office  98 1   - 87 
80c - satisfaction with telephone service 97 1   - 76 
80d - satisfaction with staff, benefits office 97 1   - 87 
80e - satisfaction with clarity of forms, leaflets 88 1   - 63 
80f - satisfaction for time taken for a decision 93 1   - 80 
82a - household waste recycled   6 4 12 20 
82b - household waste composted   - - 5 10 
90a - satisfaction with refuse collection 92 1 - - 92 94 
90b -satisfaction with recycling  facilities 70 2 - - 80 73 
106 - homes on previously developed land   84 2 85 88 
109a - major planning appns within 13 weeks   39 3 60 67 
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109b - minor applications within 8 weeks   67 1 65 73 
109c - other applications within 8 weeks   84 1 85 88 
111 - applicants etc satisfied with service  82 1 80 - - 86 
157 - services capable of e-delivery   43 3 70 70 
166 - score on checklist of enforcement best 
practice, environmental health  

  94 1 94 94 

183a - homeless people in B&B (weeks)   0 1 0 1 
183b- homeless people in hostels (weeks)   4 2 4 12 
184b - change in non-decent homes   10 3 15 17 
185 - repairs, appointment made and kept   22 3 75 52 
188 - planning decisions delegated to officers   90 1 90 95 

 
 (Note: the BVPI 80 satisfaction survey format has changed, so direct comparison between 2001/2 and 

2003/4 results is not possible.  Benchmarking with other Warwickshire districts shows a similar trend). 

6.3 It will be seen that the Council is providing very good service in a number of areas which directly affect the 
quality of life of our residents.  The current standards of the refuse collection and recycling services are 
high; the benefits service continues to provide sustained high quality service, and the speed with which 
planning applications are handled and the proportion of development on previously used land are 
exceptional, assisted by the high level of delegation to officers.  Consequently, all three services exhibit 
high levels of customer satisfaction. 

6.4 These services were corporate priorities for improvement (see Prioritisation 2.1), and the support and 
resources given to them have been used effectively to attain the levels of service now seen. 

6.5 Despite staffing difficulties over the past year in Housing, relet times on Council houses have been reduced 
to what is now probably top quartile performance; and environmental health enforcement also reflects top 
quartile practice. 

6.6 Internal services show good performance too, with consistent good performance in financial services, and 
clear demonstration of the fairness of the Council's recruitment practices in the levels of disabled 
employees and those from minority ethnic communities. 

6.7 For those PIs for which there are targets in the Best Value Performance Plan, they were exceeded in 15 
cases, and fell short in 12.  In a number of cases where targets were not met, the Council is nevertheless 
providing sustained top quartile service. 

6.8 The Council recognised from the outset that best value reviews are a tool of improvement.  It therefore 
followed government guidance and reviewed some of its poorer services first and some which were 
overdue for review, notably grounds maintenance, planning control, and refuse collection and recycling 
(though refuse collection was recognised by customers as providing very good service).  The inspection 
reports for those best value reviews which have been inspected concluded as follows - 

Best Value Inspections Date 
published 

Judgement Improvement 
prospects 

Grounds maintenance Sept 01 Poor Uncertain 
Planning control Mar 02 Fair Promising 
Commercial enforcement and licensing Mar 02 Fair Uncertain 
Refuse and recycling Jan 03 Fair Uncertain 
Revenues and benefits Feb 04 Good Uncertain 

 
6.9 The scale of improvement following best value reviews is covered in Achievement in Improvement 7.15. 

6.10 A Benefit Fraud Inspectorate inspection was carried out in May 2004 as part of the CPA process.  It gave 
the service a "fair to good" rating both on the current performance of the service and its likelihood to 
improve.  To date only two councils nationally have scored higher, so this is validation of the rigour with 
which the service is delivered. 

6.11 Other external validations of the Council's service include a judgement by the Government Office that the 
HRA Business Plan was "well below standard".  The document has now been extensively developed, and 
feedback from GOWM is awaited.  The Government Office has assessed both the capital strategy and the 
risk management strategy as "good". 

6.12 Current quality levels are realistic in relation to the context and constraints within which the Council 
operates (though these do not inhibit its ambition to improve).  The Council does not seek to argue that 
there are any particular characteristics of its area which have a material effect on the standard of its 
services.  However, it is a factor that the authority historically had a very low level of SSA (see Context 15), 
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and therefore it has had particular difficulty in funding additional staff and other resources to improve 
services.  Moreover, staff vacancies caused particular problems in some Divisions in 2003/4, notably 
Housing, and this impacted on performance.  Notwithstanding these factors, the authority is now providing 
substantially better services overall than the national average. 

6.13 The Council has local PIs for some services, which it has reported in its Best Value Performance Plan.  It 
became apparent that some of these were not effective measures, so there was an overview and scrutiny 
review of local PIs in 2003/4, which led to the discontinuance of some and the introduction of new ones. 

6.14 Two public satisfaction surveys have been carried out in the past year: a household survey and the national 
BVPI survey.  Both were carried out for the Council by BMG Research.  In addition to other questions the 
household survey asked essentially the same questions as the BVPI survey.  The results for the two 
surveys are as follows - 

 Household BVPI 
the way the Council runs things 74 58 
the handling of complaints 50 32 
keeping land clear of litter and rubbish 53 60 
the waste collection service overall 65 94 
local waste recycling facilities 62 73 
sports and leisure facilities 54 53 
parks and open spaces 48 64 

 
6.15 Some of the divergences here are difficult to understand.  The Council has only very recently received the 

BVPI report, so it has had little time to investigate the reasons for the discrepancies.  It is addressing the 
matter urgently, because consultation is a key element in service planning, which demands that the data 
relied on is trustworthy. 

6.16 The complaints and compliments system has dealt with 34 complaints in 2003/4, and 46 compliments. 

 Areas for Improvement 

6.17 The Council is aware that while there are considerable areas of good performance, there are others where 
performance remains below the standard it would wish for its residents.  The following table follows broadly 
the same format as that under paragraph 6.3 above, but refers to those performance indicators which are 
projected to fall within the bottom two quartiles.  All figures are percentages unless otherwise indicated. 

BVPI  2001/2 2002/3 2003/4 
 Perf Quartile Perf Quartile Target Perf 
2 - level of equality standard   0 4 1 0 
11a - women in top 5% of earners   16 4 22 22 
11b - BMEs in top 5% of earners   0 4 0 0 
12 - sickness absence (days)   12.3 4 10.2 14.7 
62 - private dwellings made fit or demolished   2.0 3 3.5 3.4 
63 - average SAP rating of Council dwellings   49 4 50 awaited 
HIP - urgent repairs within Govt time limits   89 3 - 93 
HIP - time for non-urgent repairs (days)    31 4 - 23 
75 - tenant satisfaction with participation 58 2   69 59 
84 - kilogrammes of waste per head   430 3 430 438 
89 - satisfaction with cleanliness 57 3   - 60 
91 - households served by kerbside recycling   79 4 80 82 
119a - satisfaction with leisure facilities 43 4    53 
119e - satisfaction with parks/ open spaces 50 4   - 64 
156 - buildings accessible to disabled people   11 4 11 11 
164 - CRE code of practice in housing   No  Yes No 
175 - racial incidents leading to action   0 4  0 
176 - domestic violence refuge places   0 4 0 0 
179 - standard searches in 10 working days   60 4 75 91 

 
6.18 Where the Council included a target in the Best Value Performance Plan, it was bettered in 2 cases and not 

reached in 6. 

6.19 A number of the areas of relatively poor performance are addressed by the Council's corporate priorities, 
and the authority has a successful track record in tackling previous priority services which are now 
performing well.  The equalities priority in particular will address the equality standard and the CRE code 
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for housing, the approach to racial incidents and the current imbalance in senior posts.  The latter will also 
be addressed in the human resources strategy, a significant focus of which is sickness absence.  The low 
level of satisfaction with parks and open spaces was one of the reasons behind the  Council's recent 
decision to make a priority of the strategic review of leisure services, which will of course also address the 
future of leisure facilities.  Improving the public realm and street cleaning is also a priority and has received 
significant corporate attention already. 

6.20 The disappointing performance on some housing PIs in due in part to significant staffing problems during 
2002/3, and contrasts with good performance on other PIs.  The Council has reviewed its approach to 
delivery of some housing services, and decided to pursue partnering as the way forward. 

6.21 As noted above, the Council is urgently examining the reasons for the scale of difference between its 
household survey results and those from the BVPI survey. 

 
Theme 7: Achievement in Improvement 
7.1 The Council has achieved a significant improvement in the quality of its direct services over recent years, 

and is now performing in the top two quartiles in a significant majority of its services.  The following table 
sets out how performance on PIs has improved between 2002/3 (2001/2 in the case of some public 
satisfaction PIs) and 2003/4.  Context PIs and new PIs for which comparative data is not available are not 
included. 

Key PIs 2002/3 
(or 2001/2) 

 2003/4  

Top two quartiles 29 53% 39 65% 
Bottom two quartiles 26 47% 16 35% 

 
7.2 The following tables and commentary upon them set out performance in more detail.  For 2003/4 the Best 

Value Performance Plan targets are show.   The figures for 2003/4 use bold numbers to highlight those PIs 
which have improved, and italic for those which have deteriorated. 

 Housing (all figures are percentages except where otherwise indicated) 

BVPI 00/01  01/02  02/03  03/04  

 Perf Quartile Perf Quartile Perf Quartile Target Perf 

62 - unfit dwellings made 
fit/demolished 

2.5 2 2.3 3 2.0 3 3.5 3.4 

63 - average SAP rating 46 4 48 4 49 4 50 awaited
66a - rent collected 98.8 1 98.7 1 98.8 1 98.9 98.0 
HIP - average relet times(days) 41 2 40 2 39 2 - 27 
HIP - urgent repairs in Govt timescales 90 3 93 3 89 3 - 93 
HIP - time for response repairs (days)  22 3 20 3 31 4 - 23 
183a - homeless people in B&B -
weeks 

- - - - 0 1 0 1 

183b - homeless people in hostels -
weeks 

- - - - 4 2 4 12 

184b - %non-decent homes change - - - - 10 3 15 17 
185 - response repairs by appointment - - - - 22 3 75 52 

 
7.3 Most of these PIs show improvement over time, and the reduced performance in relation to homeless 

people should be read in the context of the small numbers involved, which make the figures very sensitive. 

 Public space (all figures are percentages except where otherwise indicated) 

BVPI 00/01  01/02  02/03  03/04  

 Perf Quartile Perf Quartile Perf Quartile Target Perf 

82a - waste recycled 5 4 5 4 6 4 12 20 
82b - waste composted - - - - - - 5 10 
90b - satisfaction with recycling facilities 70 2 - - - - 80 73 
84 - kilogrammes of waste 
collected/head 

401 3 405 3 430 3 430 438 

90a - satisfaction with refuse collection 92 1 - - - - 92 94 
89 - satisfaction with standards of 
cleanliness 

57 3 - - -  - 60 

119 - satisfaction, parks/ open spaces 50 4 - - - - - 64 
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7.4 All these PIs except the weight of waste collected show improvement surpassing the Council's targets, with 

a striking improvement in recycling. 

 Community safety 

BVPI 00/01  01/02  02/03  03/04  

 Perf Quartile Perf Quartile Perf Quartile Target Perf 

126 - burglary per 1000 households 10.3 2 13.9 3 17.4 3 16 15 
127 - violent crime per 1000 popn 5.2 - 6.9 - 11.9 - - 13.5 
128 - vehicle crime per 1000 popn 18.9 3 23.8 4 21.6 3 18.4 18.7 
175 - % of racial incidents resulting in 
further action 

0 4 11 4 0 4 - 0 

176 - domestic violent refuge places per 
10,000 popn 

0 4 0 4 0 4 - 0 

 
7.5 The results for 2003/4 show some improvement on the worsening trend of crime up until 2002/3, with an 

overall reduction in crime of 1%.  The PI for violent crime has changed so Police data has been used for 
the whole period 2000 to 2004. This data is affected by the more complete recording under the ethical 
recording system.  Crime levels continue to cause concern, hence the corporate priority this now receives.  
The number of people from minority backgrounds in the Borough is very low, so the data in relation to racial 
incidents suggest that the Council needs to re-visit both its approaches to dealing with them and its 
recording procedures. 

 Planning and environmental health (figures are percentages except for environmental health) 

BVPI 00/01  01/02  02/03  03/04  

 Perf Quartile Perf Quartile Perf Quartile Target Perf 

109a - major appns within 13 weeks - - - - 39 3 60 67 
109b - minor applications within 8 weeks - - - - 67 1 65 73 
109c - other applications within 8 weeks - - - - 84 1 85 88 
179 - searches within 10 working days 98 3 68 4 60 4 75 91 
111 - applicants and those making 
comments satisfied with service 

82 2 - - 80 - - 86 

188 - decisions delegated to officers - - - - 90 1 90 95 
106 - new homes on previously 
developed land 

90 1 83 2 84 2 75 94 

166a - score on checklist of 
environmental health enforcement best 
practice  

- - 94 1 94 1  94 

 
7.6 The picture here is of significant improvement to exceptional standards and/or sustained good performance 

on all the planning indicators, and a recovery in performance on land charge searches. 

 Use of resources (figures are percentages unless otherwise indicated) 

BVPI 00/01  01/02  02/03  03/04  

 Perf Quartile Perf Quartile Perf Quartile Target Perf 

8 - invoices paid within 30 days 89 2 88 3 95 1 97.5 96 
9 - Council tax collected 97.7 2 97.9 2 98.0 2 98.1 97.9 
10 - non-domestic rates collected 98.7 1 99.0 1 99.4 1 99.4 99.9 
156 - buildings accessible to disabled 
people 

0 4 0 4 11 4 11 11 

11a - women in top 5% earners - - - - 16 4 22 22 
11b - BMEs in top 5% earners - - - - 0 4 - 0 
17 - BME staff ratio to population % - - 85 1 53 3 100 187 
16 - staff with disabilities ratio to popn %   - - - 4 36 65 
12 - working days lost to sickness 
(number) 

10.6 3 12.6 4 12.3 4 10.2 14.4 

14 - employees leaving early - - 0.2 1 0.5 2 0.5 0 
15 - ill-health retirements - - 1.6 4 0.2 2 0.2 0.5 
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7.7 This group of PIs shows good performance on the financial indicators, with first or second quartile 
performance in 2002/3 sustained in 2003/4.  The trend in sickness particularly is one of the reasons the 
development of a comprehensive human resources strategy is a corporate priority. 

 Other information 

BVPI 00/01  01/02  02/03  03/04  

 Perf Quartile Perf Quartile Perf Quartile Target Perf 

1 community strategy - - - - Yes 1 Yes Yes 
3 - satisfaction with overall service 69 2 - - - - - 58 
4 - satisfaction with handling complaints 41 2 - - - - - 32 
78a - processing benefits claims (days) 43 1 25 1 33 1 30 30 
78b - changes of circumstances (days) 27 4 12 2 13 3 9 10 
78c - renewal claims processed on time  49 3 78 2 75 2 85 82 
79a - cases processed correctly 97 2 100 1 98 2 98.5 99 
79b - recoverable overpayments 
recovered 

- - 78 1 56 2 65 46 

80a - satisfaction with contact, benefits 97 1 - - - - - 83 
80b - satisfaction with service, benefits 98 1 - - - - - 87 
80c - satisfaction with telephone service 97 1 - - - - - 76 
80d - satisfaction with benefits staff 97 1 - - - - - 87 
80e - satisfaction with clarity of forms etc 88 1 - - - - - 63 
80f - satisfaction with time for decision 93 1 - - - - - 80 

 
7.8 The basis for the benefits satisfaction survey has changed, so although lower levels of satisfaction are 

indicated, it is not yet known how performance compares with other authorities. The remainder of these PIs 
show sustained good performance and improvement, with only recovery of overpayments showing a 
downturn in 2003/4. 

7.9 The results for 2003/4  show that 28 PIs had improved from 2002/3, 10 are the same, and 18 have fallen 
(but see 7.8 above).  There are some small changes  in performance in services which are already top 
quartile, and this should be seen as sustained good performance. 

7.10 The most striking improvements have been in the priority services - recycling up from 6% in 2002/3 to 20% 
in 2003/4; planning now showing high quality service on all PIs; and benefits also exhibiting 1st or second 
quartile performance in all but one PI.  The new priority given to street cleaning is showing improvements in 
the feedback received from the public and stakeholders.  The only service which was a priority in this 
period which has not shown such improvement is grounds maintenance, which reflects current issues of 
sickness and resultant productivity. 

7.11 Current customer satisfaction levels indicated by the 2004 Best Value satisfaction survey compared to 
the 2000 survey are shown below - 

 
 2000 % 2004 % 
BV3 - the way the Council runs things 69 58 
BV4 - the handling of complaints 41 32 
BV89 - that land has been kept clear of litter 57 60 
BV90a - the waste collection service overall 92 94 
BV90b - provision of local waste recycling facilities 70 73 
BV119a - sports and leisure facilities 43 53 
BV119e - parks and open spaces 50 64 

 
7.12 The improvement in services is reflected in customer satisfaction.  While there are falls in satisfaction with 

how the Council runs things overall and with the handling of complaints, all the services covered by the 
survey show increased satisfaction.  Moreover, the fall in satisfaction with the way the Council runs things 
needs to be read in the context of information provided in the 2004 survey report that most of BMG 
Research's 50+ clients have experienced a decline of over 10% in this PI. 

7.13 The compliments and complaints system has shown the following numbers of complaints over the past four 
years - 

 2000/01 2001/02 2002/03 2003/04 
Complaints 31 35 33 33 
Compliments 0 6 21 46 

 



North Warwickshire Borough Council 
Comprehensive Performance Assessment: Self-Assessment, May 2004 
 
 

 Page 20 of 28C:\Documents and Settings\hhnatyszyn\Local Settings\Temporary Internet Files\OLK3E\Self asses

7.14 The number of complaints is consistent from year to year, while the increase in the number of compliments 
reflects better recording. 

7.15 Best value reviews (see Achievement in Quality of Service 6.8) have generally led to significant 
improvements in services.  A re-inspection of the grounds maintenance service in Autumn 2002 concluded 
that the level and quality of service had improved, although its cost-effectiveness had not yet been 
established.  This is currently being addressed.  Planning control and recycling have shown dramatic 
improvements in service based in the former case on a robust improvement plan, and in the latter on the 
foundations of partnership with the County already laid before the inspection.  Apart from a period when 
performance was seriously affected by staff vacancies, commercial enforcement has continued to meet 
demanding inspection targets, and improvements in customer service have been made. 

7.16 The improvements achieved have been based on effective planning and resourcing - there have been no 
"quick fixes".  Thus, where services have improved since 2000 the level of performance has been 
sustained at a high level, and more recent improvements are built on sound foundations, eg - 

• corporate priority to improving street cleaning and additional staff, equipment and management 
capacity 

• joint investment with the County and increased budget provision in the case of recycling 
• a strengthened management structure and additional staffing in planning control 
• aditional staff resources in the benefits section 
• multi-skilling in Planning administration to enable improvement in processing land charge searches 
• changes to internal processes to assist in improving invoice processing 

7.16 Apart from the improvements in its own services, the Council has been effective in tackling broader quality 
of life issues in the Borough.  It takes pride in some considerable achievements, including - 

• the transformation of the economy since the 1970s, coupled with major environmental 
improvements through the redevelopment and restoration of derelict land (see Context 5-7) 

• redeveloping or rehabilitating all the PRC houses, in partnership with housing associations (see 
Focus 3.3).  In the light of that success, the Council is now looking to work with the same partners 
to secure the replacement of ex-NCB houses 

• preserving the rural character of the Borough 
• supporting the Belfry in securing the Ryder Cup on four occasions 
• refurbishing Atherstone Pool (see Public Space) 
• acting as lead authority in delivering e-government across Warwickshire through the Warwickshire 

On-line Partnership 
• developing the Borough Care service (see Context 19) 
• working with Atherstone Town Council and the Police to provide CCTV in the town centre, with a 

resultant reduction of crime in the area by 32% 

7.17 Less visible is the contribution the Council makes to a more sustainable and cohesive community.  It is 
actively engaged in working with local communities both directly and through partnerships to develop 
community capacity and help local groups tackle local needs themselves, and has established the 
Partnership and Development Section with that as its specific remit.  In addition to the work of that 
section, other parts of the authority are active in work for and with communities and disadvantaged groups, 
including the Vital Villages scheme, benefits take-up campaigns in partnership with the Citizens Advice 
Bureau, and support for neighbourhood watch and victims of domestic abuse. 

7.18 A key finding of the report of the CPA peer assessment in March 2004 is that "the Council is trying to 
deliver an immense amount of work.  This is highly commendable and is indicative of an organisation that 
is striving for continuous improvement."  The report goes on to bring out the down-side of such a level of 
aspiration, and this is being tackled by sharper definition of priorities and focus.  But it serves as affirmation 
that this is a striving Council which performs and delivers well given its resources. 

 Areas for Improvement 

7.19 The main areas of remaining poor performance and how they will be addressed are covered under 
Achievement in Quality of Service 6.19 and 6.20. 



North Warwickshire Borough Council 
Comprehensive Performance Assessment: Self-Assessment, May 2004 
 
 

 Page 21 of 28C:\Documents and Settings\hhnatyszyn\Local Settings\Temporary Internet Files\OLK3E\Self asses

 Theme 8: Investment 
8.1 The Council has shown clarity about the need to identify and invest in the right building blocks to improve 

its capacity and enable future improvement.  In earlier sections we show that it has put in place - 

• a strong framework for partnership working, supported by a wide range of delivery-based 
partnerships and a cooperative culture (see Ambitions 1.4, Capacity 4.20) 

• clear ambitions and priorities, communicated to staff, partners and the community (see Ambitions 
1.10) 

•  sound financial planning and management systems, including a medium-term financial strategy 
(see Performance Management 5.7) 

• Investors in People accreditation used as a vehicle for corporate change (see Investment 9.4), an 
established staff appraisal system and training and development plan, and a substantial training 
budget (see Capacity 4.5) 

• a new democratic structure, accompanied by clarity over the roles and responsibilities of members 
and officers (see Capacity 4.9 and 4.15) 

• a robust performance management framework, tied into an integrated corporate planning and 
budgeting process (see Performance Management 5.1) 

• authority-wide IT provision, and strong corporate project management of delivery of e-
government including the contact centre, aided by substantial government grant  

• a risk assessment strategy, with all corporate and Divisional risks assessed, and reporting to 
Boards on the risks associated with new policy and projects (see Performance Management 5.6) 

• a ten year capital programme and an asset management plan, both rated "good" by the GOWM 
• consultation and communication strategies, with consultation a significant influence on priorities 

and service delivery (see Prioritisation 2.7 and 2.10) 
• investment in services requiring improvement (see Achievement in Improvement 7.10) 

8.2 Community engagement is facilitated by effective communication, particularly through North Talk, the 
Council's newsletter, which in the 2003 household survey showed a very high rating (71% of 
respondents) as a source of information about the Council, with 67% rating it as good or very good.  The 
Council is active with partners in encouraging community engagement and capacity building, particularly 
through the work of the Partnership and Community section and Economic Development.  The objective 
is to help local communities address their own needs, in ways which help them develop their own 
competencies so that they become able to continue on their own without ongoing assistance. 

8.3 The Council engages with the local community in a range of ways in addition to the direct provision of 
information - 

• the Community Partnership brings dialogue with representatives from local government, the police, 
health, education bodies, business, voluntary and community organisations.  In particular, the 
“Community Life” group looks at ways to engage better with and build capacity of local people 

• a local Community Development Network has been established to co-ordinate the work of 
community development workers in different agencies 

• most Council services (eg planning, benefits, environmental health, leisure) have user groups or 
focus groups to gain feedback on the services provided 

• the Council was quoted by the Government as an exemplar of good practice for joint public 
consultation and engagement on the community plan and the local plan review 

8.4 There are 22 local tenants groups which meet on a regular basis, and send representatives to the Borough 
Wide Tenants Forum, which has contributed to many of the recent policy renewals in Housing, including 
the Housing Strategy and the HRA Business Plan.  Its members are significant players in the Housing 
Option Appraisal.  When initially formed, many of these groups needed to go through a steep learning 
curve before they could be effective.  Capacity building was facilitated by the appointment of a Tenant 
Participation Officer who organised training sessions, set up contact with other similar groups, and provided 
support for individual groups.  There is also a tenants newsletter to keep them informed. 

8.5 The Council works closely with parish councils in accordance with the jointly signed Charter.  In addition to 
an annual meeting between the borough and parish councils, all parish councils are members of the area 
forums, and councillors attend parish council meetings on a regular basis, as do officers when invited.  
Training sessions are provided for parish councillors and their Clerks, for example on planning issues and 
ethical matters (including the Code of Conduct). 
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8.6 The Council looks to maximise its resources by bidding for external funding that supports the delivery of its 
objectives.  The external funding group shares information, increases expertise and co-ordinates bids.  A 
member of the economic development team is being used on a part time basis to provide expertise and to 
assist the group.  Examples of success in accessing external funding include - 

• Capital Challenge funding for tackling PRC houses of £3m, which levered in match funding from 
the partner Housing Associations, and regular Housing Corporation funding thereafter 

• a number of economic development projects progressed through various funding regimes, eg 
Advantage West Midlands grant under the Market Towns Initiative of £250,00 each for Atherstone, 
Polesworth and Coleshill, an ongoing package of funds to support Recruitment Now, assistance for 
local shops and post offices through the Vital Villages scheme; funding by a number of commercial 
concerns  to enable the employment of a Tourism Officer 

• a partnership with the Police and Atherstone Town Council which led to a successful bid for 
£418,000 of Home Office grant for CCTV in Atherstone town centre 

• funding from the SETA Environmental Trust, the Warwickshire CC public service agreement and 
the Waste Minimisation Fund, which has assisted the Council in significantly exceeding its waste 
recycling targets 

• under e government, the Council is acting as the lead authority in the Warwickshire On-line 
Partnership, which has successfully obtained grant of £2 million towards the provision of e-services 

• Lottery funding of £1.6 million towards the refurbishment of Atherstone swimming pool 
• joint appointments with the Police and other councils for neighbourhood watch, race equality and 

domestic abuse  
• anti-social behaviour funding of £24,000 for rapid deployment cameras 
• with partners, £50,000 grant from the Heritage Lottery Fund to employ an officer to develop the 

Arden Landscape project proposals 
• funding from Section 106 Agreements for landscape enhancement, training, traffic calming, public 

transport and other measures 

8.7 External funding is also sought to help partners and local groups deliver their objectives, eg the Rural 
Surestart project at Mancetter, the development of a skateboard park at Arley funded by local businesses, 
and more than 20 small-scale (less than £5000) projects involving community groups in local initiatives.  In 
addition, the Council provided £93,000 in 2003/4 in grants to local organisations to assist them in extending 
their scope of delivery beyond that which is within its own capacity. 

8.8 The Council is open to external challenge.  It has undergone two West Midlands LGA EFQM assessments, 
which were used to identify areas for improvement in organisation and key processes, and showed material 
improvement over the two year period.  A further assessment this year was supplanted by CPA and the 
peer challenge.  The Council responded positively to the peer challenge, using it to identify key areas for 
improvement which are now either being addressed or planned for in the corporate plan. 

8.9 The authority consciously carried out best value reviews first of weaker services or those which were 
overdue for review, and can show significant improvement (see Achievement in Improvement 7.15) 

 Areas for Improvement 

8.10 The Council believes that it has put most of the key building blocks in place, but recognises that some 
require further reinforcement to embed them firmly in the way decisions are made and improvement is 
addressed.  Specifically, it has identified the need to - 

• further develop the scrutiny function, to provide robust internal examination of policy, decision-
making, and the effectiveness of the organisation 

• produce an overall human resources strategy, with particular emphasis on tackling service 
resilience 

• complete the embedding of the performance management system in the authority and establish 
consistent good practice in target setting, monitoring and corrective action across the authority 

• maintain the commitment to risk management and make it an integral part of decision making 
• review the procurement strategy to more thoroughly consider alternative service providers 

8.11 The Council is aware that sometimes it has attempted too much for its capacity, with unpredictable 
consequences as to what was and was not achieved.  Accordingly, training has been arranged on target 
setting, to address the problem of timescales and targets being set which were not realistic given the 
resources available and other demands upon staff. 
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 In the Light of What the Council has Learned to Date, What Does it Plan 
to Do Next? 

 Theme 9: Learning 

9.1 The Council has achieved substantial successes both in its priority areas and more widely (see 
Achievement in Improvement 7.16), and is aware of the main challenges it now faces.  In addition to 
corporate priorities, there are some other challenges which the Council has plans to address, including - 

• improving those service which remain relatively weak compared to other authorities, and sustaining 
the improvements already achieved 

• taking the local plan review through to adoption 
• completing the embedding of key processes and applying them consistently across the authority, 

eg performance management, risk management 

9.2 The Council has learnt from its successes, and also from some areas where it has not performed as 
effectively as it would wish, and in the light of that learning has adopted a number of working practices 
which have been shown to support improvement and successful delivery of initiatives - 

• a clearer focus on priorities has been introduced (see Prioritisation 2.2) 
• corporate priorities and other significant initiatives are overseen by member task and finish 

groups, to sustain focus, track progress, and engage members in decision making at the formative 
stage of policy or project development 

• at officer level authority-wide priorities are also tracked through standing agenda items in the 
Extended Management Team 

• the performance management framework has been reinforced in the light of learning from 
experience, with a focus on priorities and the use of exception reporting to highlight areas where 
targets are not being met (see Performance Management 5.1).  Performance on PIs shows 
significant improvement in 2003/4, partly attributable to the stronger accountability processes 

• major initiatives are commonly led by the Chief Executive or a Director, to show high level 
commitment, maintain the focus on delivery, and report directly into Management Team, eg 
renovation of Atherstone pool, community planning, Single Status, e government and the strategic 
review of leisure services 

• each Best Value review team includes a "neutral" Director or Assistant Director and a senior officer 
from another Division to act as "critical friends".  In the light of learning from experience that this 
was not always sufficient to ensure effective challenge, each review team now involves at least 
one knowledgeable and challenging person from outside the authority 

• the Prince 2 project management system is used on major initiatives - e-government and the 
contact centre, procurement of a new financial management system 

• engaging front-line staff in business process re-engineering as part of the preparation for the 
contact centre 

9.3 The introduction and refinement of these processes reflects learning about some of the barriers to change 
and what is needed to overcome them, eg- 

• mechanisms were needed to sustain focus on priorities and keep them at the forefront of people's 
minds, and reduce the tendency for shorter term problems to drive out priorities 

• officers closely involved in service delivery found they were so familiar with current approaches that 
they found it difficult to envisage better ways to do things, and needed the challenge of colleagues 
who saw things with fresh eyes 

• lack of resources was sometimes blamed for lack of improvement, so robust systems were needed 
to examine the effectiveness of existing delivery before considering additional staff or funding 

• the need has been recognised to secure buy-in from those involved in and affected by change if it 
is to be effective 

9.4 A key strategy for tackling internal barriers to change was the adoption of IIP as a vehicle for corporate 
change, leading to the progressive introduction of the elements of staff appraisal, planning of training, 
personal targets, the corporate plan and performance management, which are now integral to the overall 
planning system. 

9.5 The Council sees learning as a blend of training and development (see Capacity 4.5) and actively seeking 
out learning both from within itself and from elsewhere.  Internal learning processes include - 

• the Assistant Directors' meetings, which share experience in tackling current issues 
• the Principal Officers Group, whose remit specifically covers sharing learning, as well as tackling 

common issues together 
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• officer working parties to take forward initiatives and coordinate activity, where experiences and 
problems are shared and addressed 

• the staff suggestion scheme, which operates both within Divisions and as a corporate process with 
suggestions going to Management Team for consideration 

• a new management competency framework for senior managers, aimed at improving leadership 
and management styles, coupled with 360 degree appraisal of individual managers.  The pilot 
identified problems, so the lessons are being identified and applied in taking it further 

• staff surveys carried out annually since 2000, to identify trends in attitudes and through focus 
groups of staff to better understand problems and enable management to seek solutions 

• regular meetings between the Chief Executive and trade unions, to share understanding of current 
issues and seek to identify solutions together 

9.6 A range of external learning processes are used, involving both members and staff, including - 

• undergoing EFQM peer challenges - these identified issues which the Council has since tackled, 
including eradicating silo management, developing a corporate vision (see Ambition 1.8),setting 
up the Extended Management Team, and developing the management competencies framework 

• learning from partnership working and the knowledge and perceptions of partners, especially the 
voluntary sector.  This applies from the Community Partnership through to delivery partnerships 
tackling specific issues 

• consultation (see Prioritisation 2.7) and engagement with community groups to learn about their 
issues and concerns and share thinking on possible solutions 

• involvement in benchmarking groups to compare costs and to learn from process benchmarking.  
The Council has been a member of the Tamworth group and has now joined the Stroud group 

• sharing learning with Amber Valley, South Derbyshire and Tamworth districts on revenues 
• accessing benchmarking cost data through PSNet, a commercial benchmarking service, and using 

their consultants to challenge and advise on better organisation of transport and refuse collection 
• participation in regional and sub-regional member fora, including WMLGA, and the Coventry 

Solihull and Warwickshire Partnership, and the Greater Warwickshire Games 
• meetings between the Leader and Chief Executive and their counterparts in other authorities to 

exchange ideas and experience 
• involvement in County and regional associations for exchange of experience and joint working, 

including planning, building control, economic development, environmental health, technical 
services, ICT, finance and revenues and benefits 

• encouraging (and paying the fees for),membership of and engagement in professional institutes 
and associations at regional and national level 

• entering teams in the Local Government Chronicle Challenge 
• involvement of the Chief Executive in action learning sets with colleagues from other authorities 

9.7 Staff contribute to learning and the testing of ideas in a number of ways, including their role in partnership 
working, internal working groups on matters such as IIP, communications, and health and safety, and are 
charged with considering and developing Council practice eg the communications strategies. 

9.8 Where new problems or tasks arise, the Council seeks to learn from others who have gone before or have 
specialist knowledge, to learn from both their success and their mistakes, and apply that learning to the 
circumstances of North Warwickshire.  Examples include - 

• several visits to other authorities operating contact centres, involving both managers and front line 
staff, to identify the keys to successful implementation 

• visits to other authorities to learn about their approaches to recycling 
• a visit to Hambleton District Council to explore their experience in tackling Single Status job 

evaluation 
• discussions with Enterprise plc to learn from their experience in managing street cleaning, and 

consider whether they could contribute to delivery 
• two Directors taking part in peer challenges of other authorities in preparation for our own peer 

challenge and CPA assessment 

9.9 Learning is shared within the Council in a number of ways, including - 
• the Assistant Directors' meetings, Extended Management Team, and the Principal Officers Group 
• workshops and section meetings within Divisions 
• staff working parties 
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 Areas for Improvement 

9.10 The Council is aware that staff tend to be most aware of successes and setbacks within their own service 
areas.  Mechanisms will therefore be developed to strengthen the sharing of learning across the authority 
as a whole. 

9.11 It is recognised that although benchmarking has been carried out, its use is not systematic, and has not 
usually involved "best in class" authorities.  The use of benchmarking as a tool of service improvement will 
be reviewed and principles of good practice clearly identified. 

 
 Theme 10: Future Plans 
10.1 The Council has a suite of plans mapping out the way forward both for the communities of North 

Warwickshire and t itself -  

• the community plan now covers the period 2003 –2006 and sets the vision and shared ambitions 
for the Borough, together with an action plan with milestones and success measures.  It fully 
embraces sustainable development, rather than having a separate LA 21 strategy 

• The corporate plan takes forward the community plan ambitions relevant to the Council's 
capabilities, sets goals for four years into the future, and is rolled forward on an annual basis 

• the local plan review goes on second deposit soon and will be the subject of public inquiry in early 
2005.  It sets the development framework up to 2011, and seeks a high level of affordable housing 
to meet identified needs and provide greater balance to the local housing market 

• the housing strategy has recently been adopted and covers the period up to 2006.  The strategy is 
closely integrated with the local plan to ensure that the two support each other 

• the economic development strategy and action plan have been prepared with partners, and a 
review is in hand to focus on rural sustainability and inclusion 

• the crime and disorder strategy will be reviewed during 2004/05 for implementation in April 2005 
• the IEG strategy is driving the delivery of e-government across the authority and the introduction of 

the contact centre 
• the asset management plan and capital strategy are in place 

10.2 Other plans and strategies include the best value performance plan, the HRA business plan, and other 
service specific strategies such as the homelessness strategy, the food service plan, the private sector 
housing renewal strategy, the air quality management strategy, the contaminated land strategy and various 
pieces of supplementary planning guidance to support the local plan.  A number of services have also 
developed Divisional service plans, and the Council is working to extend these across all Divisions.  Best 
Value reviews result in 5-year service improvement plans.  The action plan derived from the 2002 EFQM 
assessment has been influential in identifying weaknesses to assist the agenda for corporate improvement. 

10.3 The performance management framework (see Performance Management 5.1) now provides a robust 
basis for identifying failure or shortfall in service delivery, and determining what corrective action is needed.  
Both performance against PIs and progress on corporate plan objectives are covered. 

10.4 In developing future plans, staff, partners , stakeholders and communities are involved to different degrees 
depending on the particular plan - 

• the identification of the ambitions for the community plan in 2000, and subsequent refinement of 
the priorities for each theme area has been based on widespread involvement of partners, 
stakeholders, the business and voluntary sectors, and community groups via the annual 
Partnership Day (see Ambition 1.3) 

• partners also enjoy significant influence over service planning and delivery by helping officers 
understand issues, and through the mutual process of adjusting approaches to fit better together 

• the preparation of the corporate plan involves members, senior officers and Divisional staff (in 
developing targets for their Division) 

•  the local plan review has involved extensive community involvement and consultation, which was 
integrated with that for the first community plan, acknowledged as good practice by the ODPM 

• the tenants forums are closely involved in the preparation of the housing strategy and business 
plan, and are represented on the steering group for the housing options appraisal 

• community consultation is influential in the selection of Council priorities (see Prioritisation 2.2) 
and individual strategies, eg the extensive consultation on the review of the crime and disorder 
strategy 

• Area Forums provide a vehicle for addressing the particular circumstances of different parts of the 
Borough, and are consulted on significant new plans.  A review of their role and effectiveness is a 
current priority. 
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10.5 The main means of considering the Council's corporate capacity to deliver its plans is the annual planning 
round, and in particular the Chief Executive's report on the key corporate issues (see Prioritisation 2.5).  
This process explicitly considers the demands on the authority and its capacity to tackle them, and 
identifies the implications for resources.  The senior management structure was revised in 2001 to better 
match the organisation to the demands on it and aspirations for development of how the Council would 
operate, eg the creation of the Community Development Division.  The Council does not shrink from hard 
decisions, and deserves credit for the way it saw through the Single Status job evaluation and set the new 
pay structure to address resultant job market issues. 

10.6 While the annual planning round is the most visible means for re-assessing priorities and the resource 
needs and skills needed to meet them, there are other processes in regular use.  The Management Team 
and leading members tracks progress on main initiatives and performance delivery, and also address 
issues of concern which arise with the relevant Assistant Director.  This may relate to resource issues due 
to staff vacancies, the need to revise structures to successfully take on board new responsibilities or 
demands, (eg new benefit fraud requirements, the recent new priority given to street cleaning); or re-
examination of current strategy in a particular field in the light of events eg how to deliver new priorities. 

10.7 Within Divisions, divisional and section meetings are used to highlight issues and consider the possible 
need to revise the Division's own priorities (as against corporate priorities), to revise the allocation of 
resources, or to plan relevant training. 

10.8 There is a strong thread of social inclusion running through the community plan, which is carried through 
into the work the Council undertakes with partners in the strategy groups and delivery partnerships.  
Consequently, the thinking underpinning planning and policy is sensitive to the different needs of different 
groups in the various communities.  Examples are - 

• the prominence given to affordable housing in the local plan and housing strategy 
• the priority given to expanding Borough Care to a wider range of vulnerable people 
• the work programme of the Partnership and Community section 
• the change in private sector housing policy from emphasis on renovation grants to a Home Safety 

Check scheme for older people in partnership with Age Concern 
• the review of the leisure playcard scheme to provide concessions to people on benefits 
• the provision of a crèche in the renovation of Atherstone pool as an aid to participation of single 

parents and those with several young children  
• the commitment to the Warwickshire Compact, which sets out ground rules for work with the 

community and voluntary sector 

 Areas for Improvement 

10.9 The Council recognises that a significant number of its plans, strategies and policies do not have action 
plans or milestones against which it can track their effective implementation.  It has identified all its current 
policies and plans and has established a rolling programme of review to establish specific milestones and 
at the same time ensure that policies remain relevant, are up to date, and reflect current law. 

10.10 As noted under Capacity (4.20) and Investment (8.10, 8.11), the Council has plans to tackle a number of 
aspects of its corporate capacity to deliver high quality services and manage their effective delivery. 
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High Level Action Plan 
 
In the light of the areas for improvement under the various themes of the self-assessment, the Council has 
identified the following as the most significant for inclusion in its high level action plan.  Current Council priorities 
are not repeated here. 
 
Action Theme Lead 
Develop the community plan with partners to better 
reflect Council functions and priorities 

Ambition Chief Executive 

Re-cast the corporate plan to better reflect shared 
ambitions expressed in the community plan 

Ambition Chief Executive 

Improve engagement of members, staff and partners in 
deciding priorities and disseminate them widely 

Prioritisation Chief Executive 

Target hard to reach groups in consultation Prioritisation Assistant Chief 
Executive 

Deliver IIP accreditation for members and address their 
individual development needs 

Capacity Director of Resources 

Develop the role of overview and scrutiny boards  to 
make them more effective in examining policy and 
practice 

Capacity Assistant Chief 
Executive 

Review procurement strategy to ensure effective 
consideration of the full range of options 

Capacity Director of Housing and 
Environment  

Reinforce performance management practice, especially 
target setting 

Performance 
management 

Director of Resources 

Prepare service plans for all Divisions Performance 
management 

Director of Resources 

Complete the embedding of risk management within the 
organisation 

Performance 
management/ 
Investment 

Director of Resources 

Tackle remaining areas of poor performance Achievement in 
improvement 

Relevant Assistant 
Directors 

Strengthen and develop the mechanisms for sharing 
learning across the authority 

Learning Assistant Director 
(Finance and Personnel)

Review the use of benchmarking as a tool of service 
improvement 

Learning Assistant Chief 
Executive 

Review all plans and strategies to include action plans 
and milestones, and update them 

Future plans All Assistant Directors 
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Self Scoring 
 

Theme Score Key strengths Key weaknesses 
Ambition 3 Clear shared ambitions with partners 

Effective partnership machinery 
Ambitions based on wide consultation 
Substantial ownership of the community 
plan among staff 

Some key functions do not figure 
sufficiently in the community plan 
Format of corporate plan needs to make 
link to ambitions more explicit 

Prioritisation 3 Clear priorities have been established 
Effectively communicated to staff and key 
partners 
Consultation influential in setting priorities 
Structured process for annual review 

Not sufficiently explicit about non-priorities 
All members, staff and partners not 
involved in setting priorities 
Insufficient targeting of hard to reach 
groups in consultation 

Focus 3 Track record of sustained focus and 
delivery on key issues 
Strong internal mechanisms for ensuring 
focus on priorities 
Effective focus on poor performance 

Staff vacancies and sickness have 
impacted on ability to maintain focus 
Competing priorities sometimes lead to 
slippage 

Capacity 3 IIP accreditation and established staff 
appraisal and development planning 
Clarity over member and officer roles and 
responsibilities 
Robust financial planning and 
management 
Partnership working extends capacity 

Problems of service resilience in the face 
of vacancies and sickness 
Overview and scrutiny not sufficiently 
challenging 
Procurement strategy gives insufficient 
attention to the potential of alternative 
providers 

Performance 
management 

3 Robust performance management 
framework 
Corporate plan and budget prepared 
though a common process, taking 
account of staffing implications  
Established risk management strategy 
Medium term financial planning 

Performance management still not fully 
embedded 
Service plans not prepared for all 
Divisions 
Risk management not yet an inherent part 
of decision making 

Achievement 
in quality of 
service 

3 High levels of performance in most 
services affecting quality of life 
Current performance suggests 
significantly more services in upper than 
lower Quartiles 

Relatively poor performance in housing 
and human resources PIs 
 

Achievement 
in 
improvement 

3 Significant improvement in PIs over the 
past two years 
Biggest improvement in priority services 
Increased customer satisfaction with 
services 
Important achievements which have 
improved the quality of life 
A striving organisation 

Performance still poor in some areas 
(although some are now corporate 
priorities) 
Weaknesses in relation to vacancies and 
sickness put sustained performance at 
risk 

Investment 4 Robust set of building blocks now in 
place, with few significant gaps 
Good work in community empowerment 
and capacity building 
Success in accessing external funding 

Areas for improvement under other 
themes recognised 
The Council has tended to attempt too 
much for its capacity 

Learning 3 Areas where improvement is needed are 
recognised 
Working practices have been developed 
to strengthen focus on delivery 
A range of learning processes is in place 

Mechanisms for sharing learning across 
the authority are underdeveloped 
Benchmarking is not systematic and has 
not usually involved "best in class" 
authorities 

Future plans 3 A robust suite of strategies and plans 
Good involvement of communities and 
stakeholder in planning 
Plans to tackle aspects of its corporate 
capacity and deliver good services 

A significant number of strategies and 
plans do not have milestones or action 
plans 

Total 47   
 


