
 
A meeting of the CABINET will be held in CORPORATE TRAINING 
SUITE, EASTFIELD HOUSE, HUNTINGDON on THURSDAY, 18 
DECEMBER 2008 at 9:30 AM and you are requested to attend for the 
transaction of the following business:- 
 
 

PLEASE NOTE CHANGE IN VENUE 
 
 

APOLOGIES 
 
 (((( 

Contact 
(01480) 

1. MINUTES  (Pages 1 - 4) 
 

 

 To approve as a correct record the Minutes of the meeting of 
the Cabinet held on 20th November 2008. 
 
 

Mrs H J Taylor 
388008 

2. MEMBERS' INTERESTS   
 

 

 To receive from Members declarations as to personal and/or 
prejudicial interests and the nature of those interests in relation 
to any Agenda Item.  Please see Notes 1 and 2 overleaf. 
 
 

 

3. PERFORMANCE MONITORING  (Pages 5 - 18) 
 

 

 To consider and comment on a report by the Head of Policy 
and Strategic Services containing details of the Council’s 
performance against its priority objectives over the ensuing 
year. 
 
 

H Thackray 
388035 

4. CUSTOMER SERVICE DEVELOPMENT IN ST. IVES AND 
ST. NEOTS  (Pages 19 - 40) 

 

 

 To consider a report by the Head of Customer Services on 
Customer Service Development in St Ives and St Neots. 
 

J Barber 
388105 

5. DEVELOPMENT OF OPTIONS FOR THE DEVELOPMENT 
MANAGEMENT DPD  (Pages 41 - 294) 

 

 

 To consider a report by the Head of Planning Services seeking 
approval for the Council’s Development Control Policies.   
The Development Management DPD and Sustainability 
Appraisal are attached to the agenda separately. 
 

Ms C Bond 
388435 

6. LETTINGS POLICY - DELEGATED AUTHORITY TO HEAD 
OF HOUSING SERVICES  (Pages 295 - 296) 

 

 



 To consider a report by the Head of Housing Services. 
 

S Plant 
388240 

7. WEB STRATEGY  (Pages 297 - 306) 
 

 

 To consider a report by the IMD Development Manager 
seeking approval for the Council’s Web Strategy. 
 

J Taylor 
388119 

8. COMMUNITY ENTERPRISE CENTRE SAPLEY EAST  
(Pages 307 - 316) 

 

 

 To consider a report by the Directors of Environmental & 
Community Services and of Central Services regarding for 
grant support from the East of England Development Agency’s 
Investing in Communities Programme for the construction of a 
community enterprise centre in the Sapley East area. 
 
 

I Leatherbarrow 
388005 

 Dated this 11 day of December 2008  
 

 

 

 Chief Executive  
 

 

Notes 

 
1.  A personal interest exists where a decision on a matter would affect to a 

greater extent than other people in the District – 
 

(a) the well-being, financial position, employment or business of the 
Councillor, their family or any person with whom they had a close 
association; 

 
 (b) a body employing those persons, any firm in which they are a 

partner and any company of which they are directors; 
 
 (c) any corporate body in which those persons have a beneficial 

interest in a class of securities exceeding the nominal value of 
£25,000; or 

 
 (d) the Councillor’s registerable financial and other interests. 
 
2. A personal interest becomes a prejudicial interest where a member of 

the public (who has knowledge of the circumstances) would reasonably 
regard the Member’s personal interest as being so significant that it is 
likely to prejudice the Councillor’s judgement of the public interest. 

 
 
 
 
 



Please contact Mrs H Taylor, Senior Democratic Services Officer, Tel No. 
01480 388008/e-mail Helen.Taylor@huntsdc.gov.uk /e-mail:   if you have 
a general query on any Agenda Item, wish to tender your apologies for 
absence from the meeting, or would like information on any decision 
taken by the Cabinet. 

Specific enquiries with regard to items on the Agenda should be directed 
towards the Contact Officer.  

Members of the public are welcome to attend this meeting as observers 
except during consideration of confidential or exempt items of business. 

 
 

Agenda and enclosures can be viewed on the District Council’s website – 
www.huntingdonshire.gov.uk (under Councils and Democracy). 

 
 

If you would like a translation of 
Agenda/Minutes/Reports or would like a  
large text version or an audio version  

please contact the Democratic Services Manager 
and we will try to accommodate your needs. 
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HUNTINGDONSHIRE DISTRICT COUNCIL 

 
 
 MINUTES of the meeting of the CABINET held in the Council 

Chamber, Pathfinder House, St Mary's Street, Huntingdon PE29 3TN 
on Thursday, 20 November 2008. 

   
 PRESENT: Councillor I C Bates – Chairman. 
   
  Councillors P L E Bucknell, D B Dew, 

A Hansard, Mrs D C Reynolds, T V Rogers 
and L M Simpson. 

   
 APOLOGIES Apologies for absence from the meeting were 

submitted on behalf of Councillors 
K J Churchill and C R Hyams.. 

87. MR IAN LEATHERBARROW   
 

 Members welcomed Mr Ian Leatherbarrow to his first meeting of the 
Cabinet in his new role of Corporate Director of Central Services. 
 

88. MINUTES   
 

 The Minutes of the meeting of the Cabinet held on 7th November 
2008 were approved as a correct record and signed by the Chairman. 
 

89. MEMBERS' INTERESTS   
 

 Councillors I C Bates, P L E Bucknell, T V Rogers and L M Simpson 
declared personal interest in Minute No 95 by virtue of their age. 
 

90. BUDGET AND MEDIUM TERM PLAN 2009-2014   
 

 Further to Minute No. 08/45 and by way of a report by the Head of 
Financial Services (a copy of which is appended in the Minute Book) 
the Cabinet were acquainted with the present position on the draft 
2009/10 budget, the Medium Term Financial Plan for the period up to 
2013/14 and the long-term financial forecast to 2023/24 together with 
the deliberations of the Overview and Scrutiny Panel (Corporate 
Strategic Framework) thereon.   
 
In discussing the contents of the report, Members emphasised the 
need to consider a range of potential scenarios, particularly given the 
uncertainty as to future levels of revenue support grant and the 
difficulties presented by the current economic downturn.  Having 
referred to a question raised by the Overview and Scrutiny Panel 
(Corporate Strategic Framework) regarding the funding of the 
Cambridgeshire County Council Accident Safety Scheme on the A141 
Kings Ripton Road, Councillor T V Rogers, Executive Member for 
Finance and Environment reported that the District Council’s 
contribution would be financed from the medium term bids for the 
Local Transport Plan (30K) , Huntingdon Transport Strategy (5K) and 
Safe Cycle Routes (20K) with the balance of 20K from the LPSA 
reward funding not yet identified in the draft budget/MTP. 
 
RESOLVED 
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 that the draft budget and Medium Term (MTP) be 

recommended to full Council as the basis for the 
development of the 2009/2010 budget, the revised MTP to 
2013/2014 and the financial strategy to 2023/2024. 

 

91. GYPSY AND TRAVELLER SITE DEVELOPMENT PLAN 

DOCUMENT: INITIAL ISSUES AND OPTIONS: PRINCIPLES AND 

PROCESSES CONSULTATION   
 

 Further to Minute No. 08/130 and by way of a report by the Heads of 
Planning and of Housing Services (a copy of which is appended in the 
Minute Book), the Cabinet was invited to consider the content of the 
Huntingdonshire Gypsy and Traveller Sites Development Plan 
Document:  Initial Issues Consultation Document; Principles and 
Processes. 
 
Members were advised of the background to the preparation of the 
document, its main aims and objectives, arrangements to produce a 
scoping report which will form the basis of an interim sustainability 
appraisal and to involve Members and Town/Parish Councils in a 
series of workshops prior to the formal consultation.  Having been 
advised that the Overview and Scrutiny Panel (Service Support) had 
considered and supported the Document, the Cabinet 
 
RESOLVED 
 
 (a) that the Issues report for the Gypsy and Traveller Sites 

Development Plan Document be approved for public 
consultation; 

 
 (b) that the Heads of Planning Services and of Housing 

Services, after consultation with the Executive 
Councillor for Planning Strategy and Transport, be 
authorised to finalise the Interim Sustainability 
Appraisals; and 

 
 (c) that the Heads of Planning Services and of Housing 

Services, after consultation with the Executive 
Councillor for Planning Strategy and Transport, be 
authorised to make any minor consequential 
amendments to the text and illustrations of the 
Development Plan Document as may be considered 
necessary. 

 

92. HOUSING STRATEGY FOR THE CAMBRIDGE SUB-REGION   
 

 With the aid of a report by the Head of Housing Services (a copy of 
which is appended in the Minute Book) the Cabinet considered the 
content of the third Cambridge Sub-Region Housing Strategy which 
runs from 2008 – 2011.   
 
By way of background, Members were reminded that the Cambridge 
Sub-Regional comprises seven local authorities who work in 
partnership on housing issues that extend across local authority 
boundaries.  The existence of the Strategy satisfies the Audit 
Commissions criteria for delivering an excellent service and enables 
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bids for funding for housing purposes to be made at regional level. 
 
Having noted the deliberations of and conclusions reached by the 
Overview and Scrutiny Panel (Service Delivery) on the content of the 
Strategy and in expressing caution on the achievement of the Action 
Plan as a consequence of the current economic climate on the 
housing market, the Cabinet  
 
RESOLVED 
 
 that the Cambridge Sub-Region Housing Strategy 2008 – 

2011 be approved. 
 

93. DECENT HOMES FOR VULNERABLE PEOPLE IN THE PRIVATE 

SECTOR   
 

 Further to Minute No. 07/76 and by way of a report by the Heads of 
Housing Services, Environmental Management and Environmental 
and Community Health Services, (a copy of which is appended in the 
Minute Book) the Cabinet were advised that the Council had been 
awarded a capital grant of £162,400 from the East of England 
Regional Assembly’s Housing and Sustainable Communities Panel to 
help improve non-decent homes in the private sector. 
 
In discussing how the grant should be used, Members were reminded 
that a previous award had been reserved for thermal efficiency 
improvement.  Despite targeted publicity the take-up of this grant had 
been lower than anticipated.  Nevertheless, Members were advised 
that the demand for these grants was expected to increase due to 
rises in fuel cost and the expansion of the scope of the grants.  
Having considered also the release of £75,000 to enable the 
Sustainable Homes Retro-fit scheme within the Medium Term Plan to 
proceed, the Cabinet 
 
RESOLVED 
 
 (a) that the 2008/09 grant of £162,400 be used in the 

current year for decent homes for vulnerable people – 
to rectify Category 1 hazards, and to provide thermal 
efficiency improvements; and that prior year grants be 
rephased as set out in paragraph 4.6 of the report now 
submitted for the same purposes; 

 
 (b) that the programme for future years be reviewed once 

the basis and likelihood of the allocation of grant in 
future years is known; and 

 
 (c) that £75,000 of the previous year’s grant be used in 

the current year to fund the Sustainable Homes Retro-
Fit Scheme. 

 

94. GREAT FEN PROJECT GOVERNANCE   
 

 Further to Minute No. 07/55 consideration was given to a report by 
the Director of Environmental and Community Services (a copy of 
which is appended in the Minute Book) seeking approval to enter into 
a Collaboration Agreement in respect of the Great Fen Project. 
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Members were advised that the Collaboration Agreement would 
strengthen the existing Memorandum Agreement by defining the 
relationship between the partners, setting out the projects aims and 
objectives and summarising certain managerial/financial matters.  
Having noted the reservations of the Overview and Scrutiny Panel 
(Service Support) regarding certain aspects of the project and in 
particular the need for improved transparency and accountability and 
in noting the work to inform local residents of the project through 
relevant Parish Councils, the Cabinet  
 
RESOLVED 
 
 (a) that arrangements for the District Council to enter into 

a Collaboration Agreement in respect of the Great Fen 
Project for a renewable five year fixed term be 
approved; and 

 
 (b) that the detailed content of the draft Agreement be the 

subject of a future report to the Overview and Scrutiny 
Panel (Service Support) prior to its submission to the 
Cabinet. 

 

95. FREE SWIMMING FOR OVER 60'S AND UNDER 17'S   
 

 A report by the Leisure Centre’s Co-ordinator (a copy of which is 
appended in the Minute Book) was submitted summarising the 
Government’s incentives for local authorities to offer free swimming 
for over 60’s and under 17’s. 
 
In considering the benefits, disadvantages and risks associated with 
each incentive, along with the allocation being offered to the authority 
by the Department for Culture, Media and Sport (DCMS), the Cabinet 
were advised that free swimming for over 60’s was both cost effective 
and manageable given the numbers likely to take up the offer.  
However, it was felt that free swimming for under 17’s would have a 
significant impact upon admissions and the remuneration offered was 
not commensurate with the costs involved in providing the extra staff 
required for the anticipated demand.  Having been advised that these 
sentiments had been conveyed to the DCMS, the Cabinet 
 
RESOLVED 
 
 that the action taken by the Chief Officer Management Team 

to adopt the free swimming for the over 60’s with effect from 
1st April 2009 be endorsed. 

 

 
 
 
 
 

Chairman 
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CABINET                                                                       18th December 2008 
 
 

PERFORMANCE MONITORING 
(Report by the Head of Policy and Strategic Services) 

 
 

1. INTRODUCTION 
 
1.1 The purpose of this report is to present to Members performance 

management information on “Growing Success” – the Council’s Corporate 
Plan, to Cabinet. 

 
2. BACKGROUND INFORMATION 
 
2.1 In September 2008 the Council adopted an updated Plan which includes 37 

short, medium and long term objectives to help achieve aims and ambitions 
for Huntingdonshire’s communities and the Council itself.  In addition the 
Council have identified a smaller number (8) of objectives which were 
considered to be a priority for the immediate future. 

3. PERFORMANCE MANAGEMENT  
 
3.1 Progress against all 37 objectives are reported to Chief Officer Management 

Team quarterly on a service basis.  A progress report from each Division 
includes performance data in the form of achievement against a target for 
each of the objectives that those services contribute towards. This is 
supported by narrative on achievements, other issues or risks and 
budgeting information.  In addition, a working group jointly appointed by 
the Panels continues to meet quarterly to monitor progress in the 
achievement of the Plan and to consider development issues. 

 
3.2 Members of the Overview & Scrutiny Panels have an important role in the 

Council’s Performance Management Framework and the process of regular 
review of performance data has been established.  In adopting the updated 
version of Growing Success, and in particular in prioritising objectives, it 
was intended that Members should concentrate their monitoring on a small 
number of objectives to enable them to adopt a strategic overview while 
building confidence that the Council priorities are being achieved.  

 
3.3 Executive members requested that the Overview and Scrutiny Panel’s 

deliberations were summarised and appended to this report.  However, due 
to the timing of the Overview and Scrutiny Panel’s meeting and the 
distribution of the Cabinet agenda the Panels comments will now be 
circulated separately 

 
  
4. PERFORMANCE MONITORING 
 

4.1 The following performance data is appended for consideration: 

Annex A - a summary of achievements, issues and risks relating to the 

objectives identified by the Heads of Service 

Agenda Item 3
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Annex B - Performance data from services which contribute to the Council 

objectives.  For each measure there is a target, actual performance against 

target, forecast performance for the next period and a comments field.  The 

data is colour coded as follows: 

• green – achieving target or above; 

• amber – between target and an “intervention level (the level at which 

performance is considered to be unacceptable and action is required); 

• red – the intervention level or below; and 

• grey - data not unavailable 

Annex C – Council Improvement Plan – a rolling plan of actions identified 
following internal or external reviews such as the Comprehensive 
Performance Assessment, Use of Resources Assessment and the Annual 
Governance Statement. 

 
 

 
5. RECOMMENDATION 
 
5.1 It is recommended that Cabinet consider the results of performance for 

priority objectives. 

  

 

 

BACKGROUND INFORMATION 

 
Performance Management reports produced from the Council’s CPMF software 
system 
 
Growing Success: Corporate Plan 
 
 
Contact 
Officer: 

Howard Thackray, Policy & Research Manager 

 (((( 01480 388035 
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SERVICE DELIVERY (up to 30th September 2008) ANNEX A 
 

Objective  Comments from appropriate Head of Service 
Achievements: Energy efficiency - Local energy efficiency events/promotions ongoing 

Renewable energy, HDC Solar grants scheme uptake encouraging (circa 20 installed) 
Travel and emissions to air - St Ives Outdoor Centre: new cycleway in progress.  
Island Common cycleway in progress with completion December 2008. 
Yaxley cycleway and Sallowbush to Oxmoor Lane cycleway works are due to start on site in February 
2009 
Adapting to climate change - Development of Countywide approach to reporting on NI 188 
(Adaptation to Climate Change) 
 

Issues: Develop further and convene Environment Forum 

To help mitigate and 
adapt to climate change 

Risks: Closer integration of key findings of the Carbon appraisal of the Cambridge sub region LTDP and 
HDC LIF are critical to the delivery of long term carbon reduction measures to meet targets for: 
energy saving, combating climate change and meeting government targets NI 186 and 188 
Ongoing lack of guidance from DEFRA means potential failure to report on NI 187 (fuel poverty). 

Achievements: Leisure - Swimming, despite the closure in St Neots, exceeds target (53%). Active card holder 
numbers remain on target and over 61,000 now hold Leisure cards. 
Leisure Development - Health Walks programme has proved increasingly popular with throughput 
52% up on last year, school activities (festivals, clubs and events) are up 20% on last year. Overall 
throughput in Leisure Development activities as a whole are up 6% on last year and participants are 
up 23% 

Issues: Leisure - An 18,000 admissions increase (2%) from last year but a 15,000 shortfall (2%) on half-year 
target. The extended closure of St Neots Pool (estimated 10,000 visits lost), and the delayed opening 
of the new facilities at Huntingdon have both contributed to this position 
Leisure Development Issues over the last few months have included staff turnover, recruitment 
difficulties, balancing new projects with existing programmes, and delays in lottery funded 
programmes due to external factors 

To promote active 
lifestyles 

Risks: Leisure - There is concern over effect of credit squeeze with a recent increased number of 
cancellations of Direct Debit for both swimming lessons and for Impressions/Advantage membership 
Leisure Development  - The longevity of funding streams. 

To achieve a low level of 
homelessness  

Achievements: •       75 households were prevented from becoming homeless in Q2 of the year, compared to 33 in 

the same period last year. 
•        55 households were accepted as homelessness in Q2 compared to 34 in the same period last 

year. 
•        A reduction in the number of households in temporary accommodation, from 81 households at 

the start of the quarter to 77 at the end. 
• Huntingdon Law Centre has been commissioned to provide a County Court Advice and Support 
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Desk for mortgage repossession hearings. 
•  
 

Issues: o Review of the Register’s new priority ‘banding’ system to ensure that it does not have an impact 
on the prevention of homelessness or restrict homeless households from moving on from 
temporary accommodation.  To feed into a full review of Home-Link that will be carried out 
within 12 months of it being launched.  This review will be carried out sub regionally. 

•           RSL progressing the search to acquire a move on property to enable the provision of ‘crash pad’ 
emergency bed provision for young people at Paines Mill Foyer in St Neots (LAA Reward Grant 
funding).  

•         Supporting Kings Ripton Court in Huntingdon with a second bid for Housing Corporation capital 
funding to provide 4 emergency units for young people and improved training facilities  

• Assess options for remodelling of Coneygear Court to provide self contained units rather than 
shared facilities. 

•         Assess the options for providing a supported lodgings scheme for young people threatened with 

homelessness 
 

Risks: • National and/or local economic factors could increase demand. 
•        Not delivering increased emergency accommodation facilities at Paines Mill Foyer and Kings 

Ripton Court in accordance with LAA reward grant. 

•         RSL not successful in Housing Corporation bid to redevelop its homelessness hostel. 
 

Achievements: • Secured £60k Housing Corporation Grant for two units at Whitwell Farm, Offord Cluny (total for 
year to date £1,178,000) 

• 50 affordable homes were completed (Total for the year to date 80 +14 Homebuy) 
 

Issues: • Complete village needs survey for Needingworth (delayed from last quarter because the Rural 
Housing Enabler was not in post 

To enable the provision 
of affordable housing 
 

Risks: Availability of Housing Corporation funding via the bidding process 
Potential impacts of a prolonged downturn in the housing/development market on the delivery of 
affordable housing 
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SERVICE DELIVERY (up to 30th September 2008) ANNEX B 
 

 Community/Council Aim: A Clean, Green and Attractive place 

Objective: To help mitigate and adapt to climate change 

Division: Planning 

Divisional Objective: To encourage sustainable forms of development 

Key activity(s) only to deliver service objective Key Measure Target: Actual Forecast Comments: 

Include sustainable policies within LDF (to set a 
sustainable policy framework) 

Core Strategy – Adherence to LDF timetable, on target to be adopted 
by August 2009 (1=Yes, 0=No) 

1 1 1 
Examination in public expected 
March 09 

QRT 

Division: Environmental Management 

Divisional Objective: To Lower Carbon Emissions 

Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments: 
Complete an annual review & update of Growing 
Awareness a plan for our environment & ensure that 
the MTP funding is committed by the Council to 
deliver on going carbon dioxide reduction 

Year 1 actions identified in Environment Strategy on target (1=Yes, 
0=No) 

1 1 1 

Work to tie in Environment 
Strategy indicators with 
corporate and service plan 
indicators underway. Review of 
year 1 progress to be complete 
by September 2009. 

QRT 

Identify areas of joint working with stakeholders to 
help deliver aims of Growing Awareness. 

HSP Environment Forum to meet at least twice annually (1=Yes, 0 = 
No) 

1 1 1 

Head of Environmental 
Management considering most 
appropriate format for 
reconvening the Environment 
forum during the current 
Financial Year. 

QRT 

Identify opportunities to reduce CO2 emissions from 
the Council’s own operations 

Production of HDC Carbon Management Plan by 31st March 2009 (on 
target 1=Yes, 0 = No) 

1 1 1 

Draft Carbon Management Plan 
to be prepared by 1st 
December 2008, presentation 
of 'the case for action' to COMT 
after this date, plan then 
finalised by 31st March 2009 

QRT 

 

On target (1=Yes, 0=No) to achieve a 6% carbon saving from council 
estate.(cumulative quarterly measure) 

1 1 1 

Baseline CO2 production for 
2007 has been established, 
Carbon Management Plan to be 
in place by 31st March 2009, 
will include a target for reducing 
the Council's Carbon emissions 
by 30% over five years, with 
year on year reductions 
identified 

QRT 

Oversee the implementation of the Environment 
Strategy projects % of Environment Strategy Year 1 projects on target 75 77 75 

Year one funded Environment 
Strategy Projects seven out of 
nine on track. 

QRT 

Promote energy efficiency and use of renewable 
energy to householders 

Number of tonnes of CO2 saved through installation of energy 
efficiency measures and renewables in domestic properties 
(cumulative quarterly measure) 

   
Target still to be agreed will 
report indicator from third 
quarter 08/09. 

QRT 

Promote Energy Efficiency to householders through 
the Warmer Homes For Life Scheme 

% of applications for loft and Cavity Wall Insulation received under the 
scheme replied to within 5 working days 

95 86 95 
System now in place to ensure 
turnaround of applications 
within target timescale 

QRT 

Retro fit project - procurement of Housing stock   Retro fit project - procurement of Housing stock by March 09 (on 1 1 1 Short list of 6 potential QRT 
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target 1 = Yes, 0 = No) properties has now been 
reduced to three posibilities 
(two of which will be 
purchased). 
 
Two bedroom 1970s semi-
detached, 
Chalet Bungalow (1970s), 
Victorian Solid wall property. 
 
Planning to work in partnership 
with the Buildings Research 
Establishment (BRE) to deliver 
the project, tender currently 
being finalised. 

Undertake risk-based assessment of current 
vulnerabilities to weather and climate changes and 
identify adaptation responses 

Local risk based assessment complete by Sept 09 to achieve level 1 
of NI188 on target (1=Yes, 0 = No) 

1 1 1 

Plan to prepare a Local Climate 
Impact Assessment (LCLIP) 
showing the local impacts of 
severe weather incidents in the 
district over the last five years. 
This study will then inform the 
preparation of a local risk based 
assessment of council services, 
enabling compliance with the 
indicator. 

QRT 

Update existing and extend Travel Plans to all of the 
Council’s employment sites and implement to achieve 
a modal shift away from single occupant car use 

% of council employees travelling alone to work by car (previously 
65%) 

65   
Annual measure data to follow 

YRL 

Community/Council Aim: Healthy Living 

Objective: To Promote healthy lifestyle choices 

Division: Leisure  

Divisional Objective: To Increase participation in healthy physical activities   

Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments: 

Maintain and improve standard of facilities and match 
facility provision with usage demand. 

Number of admissions/participants in activities provided or promoted 
by the Council (1.75m per annum) cumulative quarterly target) 

887,774 
872,80
9 

 

Admissions lower than 
expected over Summer 
holidays. Also late opening of 
new development at HLC, pool 
one month closed at SNLC, 
Astro pitch closed 6 weeks at 
SNLC. 

QRT 

Promotion and marketing of available activities  Number of active card holders by March 08 18,587 18,455   QRT 

Division: Lifestyles 

Divisional Objective: To promote healthy lifestyle choices 

Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments: 

Provide a range of accessible leisure opportunities 
such as: a Holiday Activity Programme for <17 yrs 
(SCS measure) 

Total throughput of school, outreach and holiday activity Programmes 
(cumulative quarterly target) 

1,675 2,949   QRT 

Provide and facilitate arts activities directly and in 
partnership 

Throughput of people (target 8500 per ann) experiencing arts 
interventions as a result of Arts Service and Partner activities during 
2008/09 (cumulative quarterly target) 

6750 6993   QRT 
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Provide targeted schemes to enable vulnerable 
people to participate in physical leisure activities (inc 
Exercise Referral, Community Sports and Recreation 
Project, Community Sports Network and Active Life 
scheme.) (SCS measure 2.1.5) 

Throughput on identified schemes (cumulative quarterly target) 7,750 8,929   QRT 

Provide under-represented groups with the 
opportunity to participate in sport and active recreation 
(SCS measure) 

Total throughput of activity programme for disabled participants and 
under-represented groups (cumulative quarterly target) 

700 858  
 

QRT 

Support vulnerable people to be more active, Cardiac 
Rehabilitation programme and Health walks 

Total throughput of the Cardiac Rehabilitation programme and Health 
walks in Huntingdonshire (cumulative quarterly target) 

3600 4,688  

 

QRT 

Community/Council Aim: Housing that meets the local need 

Objective: To achieve a low level of homelessness 

Division: Housing 

Divisional Objective: To achieve a low level of homelessness 

Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments: 

By helping to prevent people from becoming 
homeless by housing homeless people where 
appropriate 

Numbers of households (135 annual target)  prevented from becoming 
homeless each year to 2009 (cumulative quarterly target) 

115 129  

Achieving target will depend on 
external factors for the rest of 
the year (i.e. mortgage 
repossession rates). Having 
achieved 129 against a notional 
target for Q2 of 115, we are on 
track to achieve this target. 

QRT 

 (NI 156) No. of households living in temporary accommodation  76 77 64 

Achieving target will depend on 
external factors for the rest of 
the year (i.e. mortgage 
repossession rates) 

 

Community/Council Aim: Developing communities sustainably  

Objective: To enable the provision of affordable housing 

Division: Housing 

Divisional Objective: To enable the provision of affordable housing 

Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments: 

By maximising the land available for new affordable 
housing. By working in partnership with Housing 
Associations to bid for external funding. By making a 
financial contribution to pay for affordable homes to be 
built 

 
 
(NI 155) Number of new affordable homes built by March 2009 
(cumulative quarterly target)  64 286 

The Countywide NI155 target is 
presently being disaggregated 
to district Council level (the 
target is set as a County target). 
286 homes are projected for the 
district by the end of the 
financial year 2008/2009 

QRT 

Division: Planning 

Divisional Objective: Maximise provision of affordable housing on relevant development sites 

Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments: 

% of housing completions on qualifying sites that are affordable (in 
CSR) 

40   
Annual measure data to follow 
 

YRL 
Develop Core Strategy and Development Control 
Policies DPD (to set policy framework)/Adopt Planning 
Obligations SPD (to set specific targets and 
thresholds)/Negotiate S106 Agreements (to deliver 

% of housing completions on qualifying sites that are affordable (out of 
CSR) 

29   Annual measure data to follow YRL 

1
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required amounts of affordable housing) 

% of affordable housing (commitments) on qualifying sites 40 29  

**Two of the qualifying sites are 
the allocation at East of the 
Railway St Neots, which is 
coming forward in several 
parcels over a period of time, 
and therefore difficult to monitor 
in quarters – some parcels have 
100% affordable and others 
0%. Another site had the 
affordable element agreed at 
outline stage which pre-dated 
PPS3 and would have been 
based on the then target of 29% 
 
***Only one qualifying site 
outside CSR, which had no 
affordable element as it was 
agreed the developer will 
instead provide a library and 
community meeting rooms 
(Ramsey Grand) 

QRT 
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SERVICE SUPPORT (up to 30th September 2008)                                                                                                             ANNEX A 
 

Objective   

Achievements: Creative Exchange centre opens in November, (contributes towards employment and job growth in 
St Neots).  

Issues: Development of Northern Gate (Ramsey Enterprise Centre)) may be affected by the economic 
climate and reduction in external funding 

To promote development 
opportunities in and 
around the market towns 

Risks: Contract being negotiated with NWES to manage the Creative Enterprise centre possible risk that 
year 1 external funding partner targets may not be met.  

Achievements: Sustainable Community Strategy and LAA: action/delivery plan phase under way 
LPSA – funding approved, money to be released quarterly linked to outcomes 

Issues: SCS - Review underway on governance issues of Strategic Partnerships including implementation 
of Cambridgeshire Together and LAA structures 
Need to ensure/co-ordinate  

Effective Partnership 

Risks: HDC approach and further performance management development needed. 

Achievements: Successful appointment to Training Advisor and Training Support Officer posts.  Roll out of H & S 
Strategy & Action Plan under way.  Programme agreed for review of People Strategy. 

Issues: Resources needed to continue operational improvements including policy review and 
implementation of HR & Payroll systems may not be available.  May need support to undertake 
strategic review of HR. 

To be an employer 
people want to work for 

Risks: Vacancies may impact on achievement of improvement programme. 

Achievements: External Funding: review of strategy approved to maximise funding for Council underway.   

Issues: Clear external funding action plans need to be identified at service level 

Maximise business and 
income opportunities 
including external funding 
and grants Risks: Failure to achieve external funding means projects may not be able to proceed 

 

1
3



 
 

SERVICE SUPPORT (up to 30th September 2008)                                                                                                                            ANNEX B 
 
 

Community/Council Aim: Developing communities sustainably 

Objective: To promote development opportunities in and around the market towns 

Division: Planning 

Divisional Objective: To promote development opportunities in and around the market towns 
Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments: 

Develop strategic policy to promote well being 
of our market towns 

Adoption of Core Strategy on target to be adopted 
by August 2009 (1=Yes, 0=No) 

1 1  
Examination in public expected March 
09 QRT 

 

Division: Policy and Strategic Services 

Divisional Objective: To promote development opportunities in and around the market towns 
Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments: 

Implementation of the projects (that contribute 
market town development) in the Local 
Economy strategy 

% of LES actions/milestones on track 90 100 100 

Projects include , development of local 
supply chains, promotion of creative 
industry, digital needs of businesses 
and visitor promotion 

QRT 

Community/Council Aim: To improve our systems and practices 

Objective: Effective Partnerships 

Division: Policy and Strategic Services 

Divisional Objective: Develop and adopt a sustainable community strategy 

Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments: 
Develop and refine SCS action plans by March 
09 

on target (1=Yes, =No) 1 1 1  QRT 

Deliver and measure performance against 
action plans for 09/10 

% of SCS themed group action plans on target to be 
delivered in 2009/10 

70   
Will be available to measure from April 
2009 QRT 

Divisional Objective: Effective Partnership framework QRT 

Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments:  

Develop, implement and monitor 
strategic/operational partnership review 
programme 

Partnership review programme on target (1=yes, 
0=No) 

1 1 1 

Review programme of Strategic 
partnerships agreed. Database of 
Operational/strategic partnerships 
being developed.  Following 
evaluation of these a review 
programme will be created. 
Review of Governance arrangements 
on HSP completed. 
Governance review of CT (LAA 
Board) being implemented. 
 

QRT 
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Community/Council Aim: To learn and develop 

Objective: To be and Employer People Wish to Work For 

Division: HR 

Divisional Objective: To attract and retain staff 

Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments: 
Policies and procedures that keep up to date 
with modern working patterns 

Review programme on target for adoption by Dec 
2008  (1 = Yes, 0 = No) 

1 1   YRL 

Recruitment package % of posts filled within one round of recruitment 90 93   QRT 

 % of filled posts (for permanent staff) at anyone time 97 99.3    

To ensure a culture in which staff are able to 
work to their full potential 

Biennial staff survey – % level of satisfaction 80   
Next survey due Autumn 2009, (71% 
Autumn 2007)  

Community/Council Aim: To maintain sound finances 

Objective: Maximise business and income opportunities including external funding and grants 

Division: Leisure 

Divisional Objective: Maximise leisure centre income 
Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments:  

Maximise leisure centre income 
Actual income received compared to budget 
(cumulative quarterly target) 

£2,384,00
0 

£ 
2,240,
000 

 
Late opening of new facilities at HLC 
(additional building works) and loss of 
swimming income at St Neots. 

QRT 

Maintain expenditure within budget 
Actual expenditure compared to budget cumulative 
quarterly target 

£ 
3,407,000 

£ 
2,824,
000 

 
 

QRT 

Division: Policy and Strategic Services 

Divisional Objective: To be aware of appropriate funding opportunities and communicate to the appropriate service 
Key Activity(s) only to deliver service objective: Key Measure: Target: Actual Forecast Comments:  

Co ordinate and maintain a system of internal 
control via funding Database, liaise with 
appropriate officers, provide funding advice 
and assistance in compilation of bids, as 
required 

% of bids which attract funding,( year to date) 70 76  

21 bids submitted of which 16 were 
successful 

QRT 

 
External Funding strategy on target to be completed 
by March 2009 (1=Yes, 0=No) 

1 1  
 

QRT 
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Improvement Plan                                                                                                                                                                              Annex C 
 
(Note: the Council’s Improvement Plan is updated and monitored frequently to reflect the 
development areas adopted through external inspection and compliance with statuary guidance.) 
 

Subject Area of Focus Reference Proposed Action Outcome 
Lead 

Members and 
Officer 

Progress 
Sept 2008 

Learning & 
Knowledge 

Learning across the 
Council and making 
the most of learning 
opportunities to use 
research, consultation 
and knowledge to plan 
services. 
 

CPA 
 

Adopt systematic 
approaches to learning 
and sharing knowledge 
via the Council’s intranet. 

Council uses learning 
and knowledge and 
research effectively 
across the organisation 
to improve the delivery of 
services and 
achievement of priorities. 

Member: Mike 
Simpson 
Officer: Dir 
Commerce & 
Technology 
support 
Head of IMD 
 

All SharePoint sites 
have been set-
up/migrated to 
latest version of 
SharePoint  and 
search facility re-
instated. 

Capacity and 
Resources 

Sustainability of 
spending plans, 
employee capacity, 
staff turnover. 

CPA Delivery of People 
Strategy 
 

The Council has the right 
number of employees 
with the right skills to 
meet its priorities and 
objectives. 

Member: 
Andrew 
Hansard 
Officer: Dir 
Central 
Services 
Support: Head 
of Personnel 

People Strategy - 
35 actions 
completed and 15 
in progress 

Financial 
Management 
- The Council 
manages 
performance 
against 
budgets 

The Council should 
continue to develop its 
budget monitoring 
processes to ensure 
that it is appropriate 
for the Council and it 
meets the 
requirements of the 
UoR 
criteria which include 
the need to ensure 
monitoring is informed 
by a risk assessment. 

Use of 
Resources 
2007/08 

Significant progress has 
been made but a formal 
risk assessment will be 
carried out to focus 
further developments. 
(by 31 March 08) 
 

  Budgets are already 
monitored monthly 
and relevant action 
is taken to deal with 
any problem areas. 
Budgets with more 
risk have been 
identified and are 
reviewed regularly 
by Managers and 
Accountants. 
Quarterly reports to 
Cabinet include a 
section on risks to 
the forecast outturn 
 

Internal 
Control - Risk 
Management   

Risk management 
training should be 
delivered to 

Use of 
Resources 
2007/08 

All Heads of Service 
have received training. 
Further Member training 

Raise awareness of risk 
and risk management 

 Completed in March 
2008 

In progress Completed 
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Subject Area of Focus Reference Proposed Action Outcome 
Lead 

Members and 
Officer 

Progress 
Sept 2008 

 appropriate officers 
and members prior to 
31 March 2008. 

provided in December 
2007. Any Members who 
missed both training 
sessions will be briefed 
individually. (by 31 
March 08) 
 

The Council should 
develop and implement 
an assurance framework. 
Once implemented, 
processes need to be put 
in place to ensure that 
this a fluid living 
document that is updated 
constantly for any 
changes in objectives, 
risks and assurances.  

Use of 
Resources 
2007/08 

An assurance framework 
will be developed and 
agreed by the Corporate 
Governance Panel on 26 
March 2008. 
(by 31 March 08) 

Agreed systems/process 
in place to provide 
assurance that the 
council undertakes it’s 
functions and 
responsibilities with 
integrity, openness and 
accountability. 

 Work started on 
enhancing the 
documents used to 
support the 
framework. 
Expectation that 
CGP will receive 
draft at March 2009 
meeting. 

Systems of 
Internal 
Control 

Internal Audit 
Managers opinion on 
the internal control 
environment. 

Governance 
Assurance 
framework 

Actions identified in the 
internal audit action plan 
are implemented as per 
the agreed audit 
timetable. 

Improve the overall 
assurance opinion on the 
system of Internal 
control. 

 Monitored via 
Performance 
Management 
Framework and 
reported Qrt to 
COMT.  54% on 
time at 30 
November 

Governance Equalities. Governance 
Assurance 
framework 

Implement and monitor 
Corporate Equality 
Action Plan. 

Facilitate progress in 
relation to the Local 
Government Standard 
for Equalities. 

 Level 2 of the 
standard achieved. 
Progress to level 3 
(by 2010) on target 

Strategy adopted in 
Spring 08 

 Consultation. Governance 
Assurance 
framework 

Adopt and implement 
consultation and 
engagement strategy. 

Developing consultation 
and engagement with 
local communities. 

 

Delivery of 
Consultation and 
Engagement 
strategy action plan  

 Complaints System. Governance 
Assurance 
framework 

Review existing 
mechanisms for 
responding to 
harassment e.g. Open 
Out, corporate 

A corporate complaints 
system that will enable 
transparent non-
discriminatory reporting. 

 The corporate 
complaints system 
has been reviewed 
and is awaiting 
Management Team 
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Subject Area of Focus Reference Proposed Action Outcome 
Lead 

Members and 
Officer 

Progress 
Sept 2008 

complaints procedure, 
grievance procedure and 
Dignity at Work Policy. 
 

approval 

 Sustainable 
Community Strategy. 

Governance 
Assurance 
framework 

Working to develop a 
Sustainable Community 
Strategy (SCS). 

Delivery of the outcomes 
identified in the SCS via 
the Huntingdonshire 
Strategic Partnership. 

 SCS adopted by 
Council in Sept 08 

Data Quality Data Quality Use of 
Resources/VF

M 

Action identified in the 
Data Quality action plan 
are implemented as per 
the agreed timetable 

To provide reliable, 
accurate and timely 
performance information 
with which to manage 
services, inform users 
and account for our 
performance 

 Data measure 
templates updated 
(not yet by all 
services) to reflect 
the contribution to 
the revised 
corporate plan 
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Overview & Scrutiny (Service Delivery) 2 December 2008 

Cabinet 18 December 2008 

 
Customer Services in St Ives and St Neots 

(Report by Head of Customer Services) 
 
 
1. Introduction 
 
1.1 Members will recall that Cabinet at its meeting on 22 February 2007 approved 

the change in role of the former cash offices in St Ives and St Neots to satellite 
customer service centres.  Since then, the new Customer Service Team has 
been established, consisting of all front line face-to-face services and the Call 
Centre, now managed under one Head of Service in accordance with the 
Customer Service Strategy approved by Members in February 2008.  

 
1.2 Part of the Customer Service Strategy required officers to review services being 

delivered by the St Ives and St Neots Customer Service Centres.  This report 
summarises the findings of a study by the Customer Service Manager and 
contains recommendations arising from the study. 

 
2. Background 
 
2.1 At present HDC offer a limited range of services from our existing Customer 

Service Centres. 
 
2.2 Customers who require more than the limited range of services we provide in 

these two areas have to travel to Huntingdon to access them. 
 
2.3 In St Neots the Customer Service Centre is in the Priory Centre and HDC also 

have a Tourist Information Centre in the Museum. Both locations have no High 
Street presence. This means that attracting new customers is difficult and 
customers are unsure of how to find the service centre. 

 
2.4 In St Ives, a similar problem exists. Our Customer Service Centre is in the Town 

Hall, which is rather small and due to it being a listed building and in a 
conservation area means we are unable to apply any branding to the Centre.  

 
2.5 In Huntingdon, Ramsey and Yaxley we provide an excellent range of services in 

one place tailored to the needs of those local communities. We have a 
successful presence with big shop windows promoting the range of services that 
customers can expect to receive which is very eye catching and encourages 
people to go in, as well as raising HDC’s profile within those communities. The 
latest satisfaction surveys show that 99% of customers in Ramsey and Yaxley 
and 86% in Huntingdon rate the service as good or excellent.  We have limited 
data on customer satisfaction in St Ives and St Neots as there are fewer 
customers using the service. 

Agenda Item 4
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3. Results of the research 
 
3.1 Customer needs and expectations should be reviewed on a regular basis to 

ensure we are continuously improving the delivery of customer services   In order 
to gain an insight into our customers we have analysed a range of information 
from surveys, staff consultation and customer profiling to establish if there is a 
need to change and our findings are as follows.   

 
3.2 Our existing St Neots & St Ives Customer Service Centres service mainly 

recurrent users. They experience few customers coming in for a first time. As 
time moves on we can therefore expect the number of users to steadily decline 
unless we can make our services more relevant to more people.  Our intended 
audience for the suggested improvements are: 

 

• Benefit and Housing customers currently travelling to Huntingdon to access 
these services. This is estimated to be 3500 - 4000 customers each year 
from the survey conducted at the Huntingdon Customer Service Centre. (See 
Annex B). 

 

• Older or less affluent customers who have a greater preference for services 
to be delivered face to face. The customer profiling data suggests this 
customer type accounts for approximately 5000 households across St Ives 
and St Neots. (See Annex C). 

 
3.3 The services they would like to see locally: 
 

• Housing and Benefit advice  
 

• What’s on & Tourism East Anglia advice 
 

• Information regarding Planning applications 
 

• The opportunity to speak to Councillors 
 

• Local campaigns to support recycling, how to stay active, safety, money/debt 
advice 

 

• Work with local partners such as Citizens Advice  
 

• Transport information. 
 

(See Annex A – for the full survey results) 
 

4. Summary of the proposal 
 
4.1 In order to address our customer’s demands we propose: 
 

• To enable more Customer Service staff trained in housing and benefits to 
operate from St Neots & St Ives.  

 

• To merge the tourist information work currently delivered by district council 
staff located at the St Neots Museum into each of the 5 customer service 
centres. 
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• Further develop the cross skilling of staff in our customer service centres to 
address the broader range of services proposed. 

 

• To further the issue of Councillors Surgeries to the relevant Member Working 
Group. 

 
4.2 This may require some further remodelling of the offices in St Neots & St Ives 

both of which are less than ideal. We should also investigate an alternative 
location – approximately 85% of the customers surveyed in St Ives and St Neots 
would like a central location for the Customer Service Centre. (See Annex A) A 
separate paper will be developed later should it prove advantageous to relocate 
these offices to other locations in the centre of St Neots & St Ives.    

 
4.3 Whilst considering alternative locations we will have regard to a number of 

criteria concerning the way we will deliver face-to-face services. These are: 
 

• Services will be located on the ground floor with wheelchair and pushchair 
access. 

 

• Separate rooms will be provided for confidential meetings or interviews with 
customers. Back office specialists will also be able to use these facilities to 
speak privately with customers. 

 

• Opening times – We would initially like to open for our existing opening times 
but conduct further consultation to see if there is a customer demand to open 
for more days, out of hours and Saturday mornings. 

 

• Timescales – Realistic timescales to find appropriate premises to deliver the 
services required and fit out with the relevant technology would mean that 
this should be able to happen within two years (subject to suitable premises 
and funding being identified). 

 
5. Staffing implications 
 
5.1 Due to the increased number of services that will be offered it is possible the job 

description for a number of staff would change. This will require support from the 
HR team and involve consultation with the appropriate staff and ELAG. 
Depending upon the extent of the changes we may also require the approval of 
the Employment Panel.  

 
6. Financial Implications 
 
6.1 We do not anticipate any additional costs as a result of increasing the range of 

services delivered at our existing St Neots & St Ives Customer Service Centres.   
 
6.2 The relocation of staff from the St Neots Museum will result in a saving of the 

annual rental of that unit however this is likely to be offset by the cost of either 
remodelling the existing St Neots Customer Service Centre or relocating to 
another site.  

 
6.3 Any proposal to relocate the Customer Service Centres will be subject to a 

detailed financial appraisal at that time. 
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7. Conclusion 
 
7.1 Increasing the range of services would: 
 

• Improve access to services for approx 32,000 residents in and around St Ives 
and St Neots.  We could expect to see at least 4,000 customers across these 
sites each month.  

 

• Enable partnership working to deal with more customer queries in one place 
and improve access to services. 

 

• Improve customer service and customer satisfaction. 
 

• Improve the reputation of the Council through a more visible presence. 
 

• Reduce the number of journeys to Huntingdon by approximately 4,350 each 
year. (This number represents the customers currently travelling from St Ives 
and St Neots to Huntingdon.) 

 
7.2 In the short-term, some progress towards these objectives can be made from 

existing premises.  In addition, further opportunities may arise to relocate to more 
efficient premises, subject to a more detailed business plan. 

 
7.3 Cabinet should note that the Chairman of the Overview & Scrutiny (Service 

Delivery) Panel requested that the third recommendation (below) be amended to 
include a requirement for the Director of Commerce & Technology to consult 
relevant Ward Members when considering alternative accommodation. 

 
8 RECOMMENDATION 
 
8.1      It is therefore recommended that: 
 

• Cabinet note the proposed increased range of services in St Ives and St 
Neots. 

 

• Cabinet approve in principle to the relocation of the St Neots Tourist 
Information Centre, merging staff into the main customer service team. 
What’s on information will be provided by the teams in all six customer 
service locations. 

 

• Cabinet approve the investigation of alternative accommodation in St Neots 
and St Ives with delegated authority given to the Director of Commerce & 
Technology in conjunction with the Executive Councillor for Customer Service 
to complete the move subject to the normal budgetary considerations.    

 
 
 
Background Information 
 
Survey Results – St Ives & St Neots 
Mosaic Data analysis – St Ives & St Neots 
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Contact officers Michelle Greet Julia Barber 

 Customer Services 
Manager 

Head of Customer 
Services 

 01480 375882 01480 388105 

 
 
 
 
Appendices 
 
Annex A – Survey results 
 
Using the opportunity to survey local people about their current use and future 
aspirations for a Customer Service Centre in St Ives and St Neots a survey was 
designed and sent to a random selection of 6000 customers in and around these areas. 
Over 1,600 responses were received and the findings are set out below. 
 
A total of 1051 responses were received from St Ives area 
 
A total of 599 responses were received from St Neots area 
 
Section 1 – The location of the Customer Service Centre 
 
84.9% of respondents would like the premises to be in the centre of St Ives 
 
84.5 % of respondents would like the premises to be in the centre of St Neots 
 
Section 2 – Services required 
 
St Ives 

 

The most popular services requested to be part of the customer service centre scoring 
40% or more were: 
 

Local Information 73.5% 

Citizens Advice Bureau 73.5% 

Bus/ Rail pass enquiries 71.1% 

Transport information 70.7% 

Police issues 58.8% 

Recycling/Green Waste and refuse 58.2% 

Health information 52.2% 

Planning issues 46.1% 

Leisure/Tourism information 45.4% 

District Councillors surgery 44.1% 

Council Tax and Housing Benefits 43.7% 

 
Ethnicity 
 
46% of respondents were White British 
Less than 1% of respondents were from other Ethnic backgrounds 
Over 50% of respondents chose not to say 
 
Age Group 
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18 – 25 1.2% 

26 – 35 3.3% 

36 – 45 10.7% 

46 – 55 11% 

56 – 65 17% 

Over 65 33.6% 

 
Annex A – Survey results 
 
23.2% chose not to say 
 
Employment status 
 

Full Time Employed 20% 

Part Time Employed 2.7% 

Self Employed 2.2% 

Full Time Education 0.2% 

Unemployed 1.7% 

Permanently sick 0.3% 

Retired 23.5% 

Looking after the home 0.7% 

 
48.7% chose not to say  
 
Section 2 – Services required 
 
St Neots 
 
The most popular services requested to be part of the customer service centre scoring 
40% or more were: 
 

Citizens Advice Bureau 72.6% 

Local Information 71.1% 

Transport information 69.1% 

Bus/ Rail pass enquiries 63.3% 

Recycling/Green Waste and refuse 62.9% 

Health information 55.8% 

Police issues 54.9% 

Leisure/Tourism information 49.9% 

Council Tax and Housing Benefits 48.1 

District Councillors surgery 40.1% 

Planning issues 40% 

 
Ethnicity 
 
46.9% of respondents were White British 
Just over 1% of respondents were from other Ethnic backgrounds 
Just over 50% of respondents chose not to say 
 
Age Group 
 

18 – 25 0% 

26 – 35 0.8% 
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36 – 45 4.1% 

46 – 55 10.8% 

56 – 65 19.8% 

Over 65 41.1% 

 
 
Annex A – Survey results 
 
23.4% chose not to say 
 
Employment status 
 

Full Time Employed 13.3% 

Part Time Employed 3.8% 

Self Employed 2 % 

Full Time Education 0 % 

Unemployed 0.8% 

Permanently sick 0.5% 

Retired 30.4% 

Looking after the home 0.7% 

 
48.5% chose not to say  
 
Survey summary 
 
The majority of responses were received from Retired resident over 65 and those in Full 
time employment aged 46 – 65 in St Neots and 36 – 65 in St Ives. Of the responses we 
received about ethnicity in both areas the majority of responses were from White British 
residents and only around 1% from other Ethnic backgrounds. 
 
In both St Ives and St Neots a high percentage of responses (over 40%) highlighted a 
need for local provision of more services provided by HDC, e.g. benefits, planning, 
council tax queries, refuse queries, district councillor surgeries, bus and rail pass 
enquiries and other local information.   
 
It also highlighted that residents would like a local presence for services provided by 
other organisations representing a great opportunity for partnership working. In particular 
a high percentage of responses (over 50%) were interested in police issues, health 
information, transport information and the Citizens Advice Bureau. 
 
Conclusion 
 
These survey results in conjunction with other research provides a good starting point for 
the range of services to be offered locally in St Ives and St Neots but this would need to 
be reviewed to ensure we are always meeting the needs of the community. The survey 
only accounts for the opinions of 0.5% of the community in and around St Ives and St 
Neots and for this reason we have not used these results alone to base our 
recommendations for improvements. 
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Annex B – Visitor Survey 
 
Throughout the month of August 2008, staff from the Huntingdon Customer Service 
Centre recorded the number of customers travelling from St Ives and St Neots to get an 
indication of how many journeys could be saved by providing more services into these 
areas.  
 
The table below shows the results of Huntingdon customers who were asked where they 
travelled from for the month of August. Not all customers were asked.   
 

 Huntingdon St Neots % St Ives % 

Service      

Payments 221 14 6 26 12 

Housing 185 30 16 24 13 

Planning 10 1 10 2 20 

Self serve PC's 42   1  

Other callers 40 3 7.5 2 5 

Benefits 716 70 10 190 26.5 

      

Totals 1214 118 10% 245 20% 

      

  
 
By conducting this research we have learnt that as many as 10% of customers had 
travelled from the St Neots area and 20% from the St Ives area. If this were the case for 
a whole year it would lead to approximately 1,400 customers travelling from St Neots 
and approx 2,950 customers travelling from St Ives.  
 
The table above also highlights that a small percentage of customers travel from St Ives 
and St Neots to make payments when this is a facility available already these areas but 
this could be for the following reasons: 
 

• Due to our current location customers are not aware of the presence of the 
Customer Service Centre in these locations and the services provided. 

• They were in Huntingdon for other reasons and it was more convenient to use 
that Customer Service Centre. 

• Due to St Ives Customer Service Centre only open 3 days per week. 
 
 
Staff members in St Ives and St Neots have worked in these locations for many years 
and offered information regarding the areas for improvement for the areas  based upon 
their experience. They highlighted the following: 
 

• A need for a Benefits officer to work from St Ives and St Neots on set days each 
week.  

• There is no job centre in either location at present and they believe if we could 
work in partnership with the job centre this would be a real asset to the 
community.  

• Customers are often unsure if they are in the right place and they see very few 
new customers, as few as 2-3 each working day. 
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Conclusion 
 
The results above highlight a great opportunity to reduce the number of journeys to 
Huntingdon and improve access to services for at least 2,950 customers each year by 
adding Housing and Benefit services to the range of services provided in St Ives and St 
Neots.  
 
It is clear from the staff consultation that having a Benefits service locally has been 
something that customers had been requesting for some time. The small number of new 
visitors suggests that we should review our location and presence.  
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Annex C - Mosaic background information 
 
In addition to the customer and staff consultation we have also used customer-profiling 
data from a company called Experian who specialise in using a range of data to 
effectively profile customers. We have used this data to give us an insight into the types 
of customers that prefer to use face-to-face services.   
 
Mosaic Public Sector Data Sources 
 
54% of the data used to build Mosaic is sourced from the 2001 Census. The remaining 
46% is derived from their Customer Segmentation Database. It includes the edited 
Electoral Roll, Experian Lifestyle Survey information and Consumer Credit Activity, 
alongside Post Office Address File, Shareholders Register, House Price and Council 
Tax information. All of this information is updated annually. 
 
Qualitative research was also undertaken covering the whole of the UK. This validated 
the accuracy of Mosaic ‘on the ground’. Experian employed a number of the UK’s 
leading experts in the field of consumer psychology, human geography and economics 
to interpret the classification. 
 
This research also links to a number of authoritative sources of the market research, 
including BMRB’s Target Group Index (TGI), The British Crime Survey, MORI’s Financial 
Research, The Expenditure and Food Survey (EFS), Forrester’s Techno graphics and 
Internet User Monitor, the English and Welsh index of Multiple Deprivation, National 
Pupil Database, Health Survey for England and Hospital Episode Statistics.  
 
Mosaic Public Sector classifies all citizens in the United Kingdom by allocating them to 
one of 61 Types and 11 Groups. The Groups and Types in these profiles paint a rich 
picture of UK citizens in terms of their socio-economic and socio-cultural behaviour. 
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Annex C - Mosaic background information 
 
 
 

Mosaic Public Sector Descriptions 

 
     
    
     
 
  Type 1 Financially successful people living in smart flats in cosmopolitan inner city locations  
A Type 2 Highly educated senior professionals, many working in the media, politics and law   
 Type 3 Successful managers living in very large houses in outer suburban locations  
 Type 4 Financially secure couples, many close to retirement, living in sought after suburbs  
 Type 5 Senior professionals and managers living in the suburbs of major regional centres  
 Type 6 Successful, high earning couples with new jobs in areas of growing high tech employment    
 Type 7 Well paid executives living in individually designed homes in rural environments   
     
 
  Type 8 Families and singles living in developments built since 2001  
B Type 9 Well qualified couples typically starting a family on a recently built private estate  
 Type 10Financially better off families living in relatively spacious modern private estates  
 Type 11Dual income families on intermediate incomes living on modern estates   
 Type 12Middle income families with children living in estates of modern private homes  
 Type 13First generation owner occupiers, many with large amounts of consumer debt  
 Type 14Military personnel living in purpose built accommodation  
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C  Type 15 Senior white collar workers many on the verge of a financially secure retirement  
 Type 16 Low density private estates, now with self reliant couples approaching retirement  
 Type 17 Small business proprietors living in low density estates in smaller communities  
 Type 18 Inter war suburbs many with less strong cohesion than they originally had  
 Type 19 Singles and childless couples increasingly taking over attractive older suburbs  
 Type 20 Suburbs sought after by the more successful members of the Asian community  
     
 
  Type 21 Mixed communities of urban residents living in well built early 20th century housing  
D Type 22 Comfortably off manual workers living in spacious but inexpensive private houses  
 Type 23 Owners of affordable terraces built to house 19th century heavy industrial workers  
 Type 24 Low income families living in cramped Victorian terraced housing in inner city locations  
 Type 25 Centres of small market towns and resorts containing many hostels and refuges  
 Type 26 Communities of lowly paid factory workers, many of them of South Asian descent  
 Type 27 Multi-cultural inner city terraces attracting second generation settlers from diverse communities  
     
 
  Type 28 Neighbourhoods with transient singles living in multiply occupied large old houses  
E Type 29 Economically successful singles, many living in privately rented inner city flats  
 Type 30 Young professionals and their families who have gentrified terraces in pre 1914 suburbs  
 Type 31 Well educated singles and childless couples colonising inner areas of provincial cities  
 Type 32 Singles and childless couples in small units in newly built private estates  
 Type 33 Older neighbourhoods increasingly taken over by short term student renters  
 Type 34 Halls of residence and other buildings occupied mostly by students  
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  Type 35 Young people renting hard to let social housing often in disadvantaged inner city locations  
F Type 36 High density social housing, mostly in inner London, with high levels of diversity  
 Type 37 Young families living in upper floors of social housing  
 Type 38 Singles, childless couples and older people living in high rise social housing  
 Type 39 Older people living in crowded apartments in high density social housing  
 Type 40 Older tenements of small private flats often occupied by highly disadvantaged individuals  
 
      
G Type 41 Families, many single parent, in deprived social housing on the edge of regional centres  
 Type 42 Families with school age children, living in very large social housing estates on the outskirts of provincial cities   
 Type 43 Older people, many in poor health from work in heavy industry, in low rise social housing  
     
 
  Type 44 Manual workers, many close to retirement, in low rise houses in ex-manufacturing towns  
H Type 45 Older couples, mostly in small towns, who now own houses once rented from the council  
 Type 46 Residents in 1930s and 1950s council estates, typically in London, now mostly owner occupiers  
 Type 47 Social housing, typically in 'new towns', with good job opportunities for the poorly qualified  
     
 
I  Type 48 Older people living in small council and housing association flats   
 Type 49 Low income older couples renting low rise social housing in industrial regions    
 Type 50 Older people receiving care in homes or sheltered accommodation  
     
 
  Type 51 Very elderly people, many financially secure, living in privately owned retirement flats  
J Type 52 Better off older people, singles and childless couples in developments of private flats  
 Type 53 Financially secure and physically active older people, many retired to semi rural locations  
 Type 54 Older couples, independent but on limited incomes, living in bungalows by the sea  
 Type 55 Older people preferring to live in familiar surroundings in small market towns  
 Type 56 Neighbourhoods with retired people and transient singles working in the holiday industry  
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  Type 57 Communities of retired people and second homers in areas of high environmental quality  
K Type 58 Well off commuters and retired people living in attractive country villages  
 Type 59 Country people living in still agriculturally active villages, mostly in lowland locations  
 Type 60 Smallholders and self employed farmers, living beyond the reach of urban commuters  
 Type 61 Low income farmers struggling on thin soils in isolated upland locations   
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Annex C - Mosaic background information 
 
The next two pages show how the population in St Ives and St Neots fit into each 
group. 
 
St Neots – Number and percentage of profile types 
 
The table below shows the number and percentage of each profile type for 
St Neots and its close surrounding areas 
 
    

Mosaic Public Sector Groups Your area/file %
    
    

 

A
 

Career professionals living in sought after 
locations 

2,193 14.12

BYounger families living in newer homes 3,891 25.05

COlder families living in suburbia 2,611 16.81

D
Close-knit, inner city and manufacturing 
town communities 

2,676 17.23

E
Educated, young, single people living in 
areas of transient populations 

589 3.79

F
People living in social housing with 
uncertain employment in deprived areas 

108 0.70

G
Low income families living in estate based 
social housing 

130 0.84

H
Upwardly mobile families living in homes 
bought from social landlords 

1,860 11.98

I
Older people living in social housing with 
high care needs 

449 2.89

J
Independent older people with relatively 
active lifestyles 

775 4.99

K
People living in rural areas far from 
urbanisation 

249 1.60

 

 
Total 
 

 
15531 

 
100 
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Annex C - Mosaic background information 
 
St Ives – Number and percentage of profile types 
 
 
The table below shows the number and percentage of each profile type for 
St Ives and its close surrounding areas 
 
 
    

Mosaic Public Sector Groups Your area/file %
    
    

 

A
 

Career professionals living in sought after 
locations 

3,707 22.76

BYounger families living in newer homes 4,467 27.43

COlder families living in suburbia 3,369 20.68

D
Close-knit, inner city and manufacturing 
town communities 

1,269 7.79

E
Educated, young, single people living in 
areas of transient populations 

646 3.97

F
People living in social housing with 
uncertain employment in deprived areas 

15 0.09

G
Low income families living in estate based 
social housing 

27 0.17

H
Upwardly mobile families living in homes 
bought from social landlords 

419 2.57

I
Older people living in social housing with 
high care needs 

382 2.35

J
Independent older people with relatively 
active lifestyles 

1,107 6.80

K
People living in rural areas far from 
urbanisation 

871 5.35

 

 
Total 
 

 
16279 

 
100 
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Annex C - Mosaic background information 
 
Mosaic – Map showing the location of different customer profiles in St Neots 

 
 
 
Mosaic – Map showing the location of different customer profile types in St Ives 
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Annex C - Mosaic background information 
 
Summary 
 
Groups and types that prefer face-to-face services are: 
 
F, G and I – These are the most deprived types with high levels of benefit take up and 
unemployment etc. 
 
H and J – These groups prefer face-to-face contact in regards certain services. They will 
probably not be receiving all the same services as groups F, G and I. 
 
More details about the number of these group types in St Ives and St Neots can be 
found below.  
 
 

Profile type 

 
 
Area 

F G I H J Total 

 
St Ives 
 

 
15 

 
27 

 
382 

 
419 

 
1107 

 
1950 

 
St Neots 
 

 
108 

 
130 

 
449 

 
1860 

 
775 

 
3322 

 
 
The above table give us an indication of how many households have a preference for 
face-to-face services. The table indicates that more households have a preference for 
face-to-face services in St Neots than in St Ives. 
 
Using the customer profiles in Mosaic we have established that 12% of households in St 
Ives have a preference to receive services face to face and 21% of households in St 
Neots have a preference to receive service face to face.  This is against 7% in St Ives 
and 11% in St Neots currently accessing the service. 
 
The customer profile types are different in both areas, which is what we would expect. 
The profile types identified as preferring face-to-face services are generally the most 
deprived types with high levels of benefit take up and unemployment etc and more of 
these customer types appear to be in St Neots (F, G &I). The second type was generally 
from the older community in retirement or close to retirement (H & J), which appear to be 
the main customer group requiring face-to-face services in St Ives. 
 
Conclusion 
 
The information we have taken from this data highlights that a significant number of 
households in St Ives and St Neots have a preference for face-to-face services and the 
customer most likely to use our services fall into two main categories: 
 

• Deprived customers with high levels of Benefit take up and unemployment 
 

• Older community in retirement or close to retirement 
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Mosaic data will be very useful to ensure we target them in the right way when 
promoting an increased range of services. Following the marketing of services in this 
way we will monitor the number of customers at each site to see if it has increased as a 
result of more effective marketing. 
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CABINET 18TH DECEMBER 2008 

 

 
CUSTOMER SERVICES IN ST IVES AND ST NEOTS 

(Report by the Overview and Scrutiny Panel (Service Delivery)) 
 
 
 
1. INTRODUCTION 
 
1.1 At its meeting on 2nd December 2008, the Overview and Scrutiny Panel 

(Service Delivery) considered a report by the Head of Customer Services on 
the outcome of a review of customer services in St Ives and St Neots. Item 
No. 4 of the Cabinet Agenda refers. 

 
2. COMMENTS 
 
2.1 In noting the findings of the review of the services offered in St Ives and St 

Neots, the Panel expressed general support for the recommendations 
proposed within the report and made a number of additional comments, which 
are now set out. 

 
2.2 The Panel discussed the evidence provided in the report to support the 

conclusions reached. A low number of residents have responded to the 
survey, which formed the study’s main information base. Members have 
stated that even though a standard response rate has been elicited, it is 
important that the survey data is augmented by other research data. 

 
2.3 The Panel has recognised the importance of providing customer services 

facilities that incorporate a private area to enable customers to talk openly in 
a confidential environment. Members also have supported a suggestion that 
the provision of other services and facilities should be considered, such as 
the Shopmobility Scheme. Members have stressed the importance of 
providing customer service facilities in an accessible location, which will be 
highly visible in St Ives and St Neots town centres, so as to attract passing 
customers. 

 
2.4 As part of the discussion the Panel has acknowledged that there will be 

financial implications for St Neots Museum if the two current offices located in 
St Neots are amalgamated in one building. Nevertheless, the Panel has 
concurred with the suggestion that the customer service facility should be in a 
single unit as it will enable efficiency savings to be achieved. 

 
2.5 In deciding on the location of the customer service facility in St Neots, the 

Panel has suggested that long term planning developments and proposals for 
St Neots should be taken into account as they are likely to affect how the 
town centre is construed. The view also has been expressed that users would 
prefer to see shops in the town centre and that it might be preferable to 
remain in the Priory Centre area.  Moreover the Panel has suggested that 
clarification should be sought regarding the Town Council’s position on the 
District Council’s facility, which is currently located in the Priory Centre. 

 
2.6 Generally, Members have stressed the importance of consulting ward 

councillors when alternative accommodation for the customer service centres 
is being considered and of informing them of proposals as they develop. In 

39



addition, comment has been made that the option to pursue alternative 
accommodation is timely as it will enable negotiations on rent and rates to be 
undertaken with prospective landlords in a potentially advantageous market 
for the Council. 

 
2.7 A further suggestion has been made that, given that they attract a high 

number and diverse range of customers, relocating the customer service 
centres to the Leisure Centres should be included in the range of options 
considered as part of the proposals. 

 
2.8 Looking to the future, it has been suggested that the provision of outreach 

services in larger villages should be investigated as part of the proposals. 
Existing customer service facilities are already viewed positively by residents 
of surrounding villages. It was held to be important that this is done as part of 
the investigations as it might affect how they materialise and, as the St Ives 
office currently opens on three days each week, there might be scope to 
provide a full time service but use the remaining two days to provide a 
travelling service. 

 
3. CONCLUSION 
 
3.1 The Cabinet is invited to consider the comments of the Overview and Scrutiny 

Panel (Service Delivery) as part of its deliberations on the report by the Head 
of Customer Services. 

 
 
 
BACKGROUND INFORMATION 
 
Minutes of the meeting of the Overview and Scrutiny Panel (Service Delivery) held on 
2nd December 2008. 
 
 
Contact Officer: Miss H Ali, Democratic Services Officer 
   (01480 388006) 
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COMT     2 December 2008  
Cabinet            18 December 2008  

 
DEVELOPMENT OF OPTIONS FOR THE  
DEVELOPMENT MANAGEMENT DPD 

(Report by HEAD OF PLANNNG SERVICES) 
 
 
1 INTRODUCTION 
 
1.1 The Council consulted on Issues and Options for the Development Control 

Policies DPD during May, June and July 2007 in conjunction with those for the 
Core Strategy to give stakeholders an initial picture of how the two documents 
would interrelate. Since then the Core Strategy has been given precedence 
leading to its submission in July 2008. With this in place the framework is now 
available in which to generate reasonable options for the Development 
Management DPD. The representations made on the Issues and Options 
Document have been taken into account in preparation of the attached 
document.  

 
2  IMPACT OF NEW REGULATIONS 
 
2.1 The Town and Country Planning (Local Development) (England) (Amendment) 

Regulations 2008 came into force in June altering the procedures for public 
participation in the preparation of DPDs.  The former Regulation 25 and 26 
stages, commonly referred to as Issues and Options and Preferred Options, 
have been amalgamated into a single phase of ongoing public engagement in 
the development of any DPD. This amended Regulation 25 stage may 
encompass a variety of activities resulting in iterative changes to the proposed 
content of the DPD with no set time periods for consultation. This is expected to 
be the main phase of consultation and engagement where stakeholders are 
involved in the evolution of the DPD. 

 
2.2 Submission arrangements have also been changed. Once the local authority is 

satisfied that there has been adequate public engagement in preparation of the 
DPD a Proposed Submission Document may be published with a formal 
consultation period of at least six weeks. Representations are invited on this 
which are intended to focus on issues of soundness, with the presumption that 
issues of content have been resolved through public participation under the 
amended Regulation 25 stage. Once the representations have been reviewed 
and summarised all documentation should be formally submitted to the 
Secretary of State for examination. 

 
3 CONTENT OF THE DEVELOPMENT OF OPTIONS REPORT   
 
3.1 The draft document sets out the Council’s detailed policies for managing 

development in Huntingdonshire, complementing the strategic framework 
established in the Core Strategy. In many instances it also sets out reasonable 
alternatives on how the draft policies might be taken forwards.  

 

Agenda Item 5
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3.2 At present the draft document contains policies promoting sustainable 
development, housing, prosperous communities and protecting and enhancing 
the environment. Through this document stakeholders will be invited to engage 
further with the Council on the range of policies proposed and their specific 
content. 

 
3.3 Many of the draft policies have evolved from those in the Huntingdonshire 

Interim Planning Policy Statement (2007). The draft policies reflect the 
representations received during the Issues and Options consultation and the 
Initial Sustainability Appraisal. They have also been updated to reflect changes 
in national guidance.  

 
4 NEXT STEPS 
 
4.1 Further public engagement on the Development Management DPD: 

Development of Options document and its accompanying sustainability 
appraisal will take place from January 2009 with a wide range of stakeholders. 
The proposed submission DPD will not be published until after the Inspector’s 
report into the Core Strategy has been received. 

 
5 RECOMMENDATION 
 
5.1 Cabinet is recommended to: 
 

1. Agree the content of the Development Management DPD: Development 
of Options for the purposes of consultation; 

2. Agree the content of the Sustainability Appraisal for the purposes of 
consultation; and 

3. Agree that any minor additional editing and updating which may be 
needed prior to publication be agreed by the Head of Planning Services 
after consultation with the Executive Councillor for Planning Strategy and 
Transport. 

 
 
BACKGROUND INFORMATION 
 
Submission Core Strategy 2008  
Development Control Policies DPD Issues and Options Report 2007 
Strategic Housing Land Availability Study 
Employment Land Review 
Huntingdonshire Retail Study Update 2007 
Huntingdonshire Strategic Flood Risk Assessment 
Green Infrastructure Strategy – Cambridgeshire Horizons 
 
Contact Officer: Clare Bond, Planning Policy Team Leader 
 (((( 01480 388435 
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CABINET 18 DECEMBER 2008 
 
 
LETTINGS POLICY – DELEGATED AUTHORITY TO HEAD OF HOUSING 

SERVICES 
(Report by the Head of Housing Services) 

 
1. PURPOSE OF REPORT 
 
1.1 The purpose of this report is to correct an omission in the Council’s 

Lettings Policy to give delegated authority, to the Head of Housing 
Services, to award priority to applicants with exceptional circumstances, 
where those circumstances are not adequately covered by policy.  

 
2. BACKGROUND 
 
2.1 The Council’s Lettings Policy was last reviewed and adopted in June 

2007, in advance of the move to the Home-Link Choice Based Lettings 
scheme.  The policy provides the framework for how the letting of 
housing association properties in the district are to be carried out. 

 
2.2 The policy provides a means of assessing the individual circumstances 

of each person applying to the Council’s Housing Register and for 
applying a priority to applications, however, the council should not ‘fetter 
its discretion’ by a blanket policy that does not allow the flexibility to 
consider exceptional circumstances as and when they arise. 

 
2.3 The previous Lettings Policy included an exceptional circumstances 

delegation to the Head of Housing Services, in consultation with the 
Executive Councillor for Housing and Public Health.  Not including this 
delegation in the new policy was an oversight. 

 
2.4 The true test of policy is its application over time.   The choice based 

letting scheme commenced in February 2008.  A review of the new 
Lettings Policy has just commenced and is expected to report back by 
the end of February 2009.  It is anticipated that a few refinements will 
need to be made to the policy and some unexpected consequences of 
the policy will need to be addressed.  Any changes to policy will need to 
be approved by Cabinet. 

 
2.5 In the interim to any policy changes to be approved by Cabinet there 

needs to be a fast track process to correct any unforeseen 
consequences of the change in policy that would disadvantage an 
individual’s opportunity for being housed in comparison with other 
applicants and their priority.  The appropriate route would be to delegate 
authority to the Head of Housing Services. 

  
3. RECOMMENDATION 

 
It is recommended that Cabinet agree to insert a section into the Lettings 
Policy that states: 

Delegated authority is given to the Head of Housing Services, in 
consultation with the Executive Councillor for Housing and Public 
Health, to: 

Agenda Item 6
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• award priority to applicants with exceptional 
circumstances, where those circumstances are not 
adequately covered by policy; and 

• in the interim to Cabinet’s considerations of proposed 
changes to policy, to correct any unforeseen 
detrimental consequences of policy that would 
disadvantage an individual’s opportunity for being 
housed in comparison with the priority of other 
applicants.  

 
 
BACKGROUND INFORMATION 
HDC Lettings Policy 
 
Contact Officer: Steve Plant  
 (((( 01480 388240 
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CABINET 

COMT 

18TH DEC 2008 

28TH OCTOBER 2008 

 

 

Web Strategy 2009-11 

(Report by the Head of Information Management) 

 
 
1. BACKGROUND 

 
The Council has had a website since April 1999. Initially a promotional site 
giving basic details about the Council and its services, it has been 
developed into a comprehensive set of pages and services.  
 
There are now over 2000 pages of content on the website managed by 
over 140 Officers from across the Council. Everyday nearly 2000 people 
use the website and in the last Annual Residents’ survey the website 
achieved the highest level of satisfaction of all customer service channels 
(89% rated it as “fair or above” for access to services).  
 
From  humble beginnings, only 9 years ago, the website has become a 
highly effective and popular way for customers to access Council 
information and services. 

 
2.  PURPOSE 
 

Following this success, and also having regard to both increasing 
customer expectations and rapid development of web technologies, it is 
timely to update the Council’s Web Strategy. 
 
The strategy will have a life of approximately three years and includes the 
action plan required to achieve its objectives. It reinforces existing good 
practice and performance already in evidence across the Council.  

 
3. RECOMMENDATIONS 
 
Cabinet is asked to approve the Web Strategy 2009-11 
 

 
BACKGROUND PAPERS 
 
Web Strategy 2009-11 
 
Contact Officer:  
  

John Taylor, IMD Development Manager (01480) 388119 
Chris Hall, Head of IMD (01480) 388116 

 
 

Agenda Item 7
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Web Strategy 2009-11: Greater Insight, Better 
Service 

 
Vision 
The Council’s website will continue to be a channel of choice for many 
customers, where information and services are easy to find and use. It will be 
delivered by Officers who are knowledgeable and enthusiastic about their role 
– with the outcome that we continue to achieve consistently high levels of 
customer satisfaction. 
 
Contribution to the Council’s Corporate and Strategic Framework 
The Council has many roles, but to achieve the aims and objectives in our 
corporate plan, Growing Success, we are committed to consistent and 
sustained customer service. Using the Council’s website to provide accessible 
and high quality services will contribute to many of these objectives, and later 
in this document this is explored in more detail. 
 
In addition to the objectives in Growing Success, a series of strategic policies, 
including the Corporate Equality Policy, Customer Service Strategy, 
Consultation and Engagement Strategy and Communications and Marketing 
Strategy, all contain objectives and activities which require effective use of the 
website and/or contribute towards the approach adopted within this strategy. 
 
These strategies and policies are mutually supportive and are inherently 
connected in terms of the objectives they are seeking to promote. 
 
Background 
 
Where are we now? 
The Council has had a website since April 1999. Initially a promotional site 
giving basic details about the council and its services, it developed into a 
comprehensive set of pages and services. There are now over 2000 pages of 
content on the website managed by over 140 web authors and editors from 
across the Council. In addition to this content, applications such as Public 
Access (for planning, building control and licensing) or Modern.gov (for 
committee minutes and councillor details) allow customers the option of ‘self-
service’. 
 
There are 49 HDC and 29 non-HDC services (e.g. links to the County Council 
or NHS) available from our ‘Online Services’ pages. We’ve had some 
significant successes; we were amongst the first authorities in the Country to 
go live with Public Access, allowing customers to follow the progress of 
planning applications on line. We have also been cited as an example of best 
practice for accessibility of information, and have consistently performed 
amongst the top 20% of District councils in the national SOCITM1 Council 
website survey. 
 
We know a great deal about what our customers think of the website, and we 
are developing new ways to find out more, for example:  

• We ask customers at our Customer Service Centre for their views on 
the web and we’ve found many wanted easier access to our online 
services, but didn’t want to read press releases.  

• By conducting a survey of telephone callers who hadn’t used our 
website, we were able to find out that the main reasons for not using it. 

                                            
1
 SOCITM – the national body for public sector IT, over 1900 members from 550 
different organisations including 98% of all UK local authorities 
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Greater Insight, Better Service 2 

Two major reasons came to light – either they didn’t have access to the 
internet or they preferred to use the telephone.  

 
Every day nearly 2000 people use the website, and 80% of them (data from 
our online feedback survey) are satisfied with the service they receive. In the 
last Annual Residents survey the website achieved the highest level of 
satisfaction of all customer service channels (89% at fair or above for access 
to services). From a humble beginning, only 9 years ago, the website has 
become a highly effective and popular way for our customers to access 
Council information and services. 
 
Where do we want to be?  
Having made these achievements and having regard to increasing customer 
expectation and good practice in this field the time is right to update our 
strategy. 
 
The strategy will have a life of approximately three years and includes a broad 
action plan required to achieve its objectives. It reinforces existing good 
practice and performance already present across the Council. 
 
Knowing our customers better - Customer Insight 
The Customer Service Strategy highlighted the need for the Council to 
develop a deeper understanding of its customers. To do this, it needs to get 
maximum value from the information it gathers, and be able to bring different 
information sources together to build a richer, more comprehensive, picture of 
its customers. This is Customer Insight. 
 
The website is a key customer service channel. Therefore the Web Strategy, 
and how is it delivered, must be driven by knowledge of our customers. Each 
customer facing service must consider the needs of its customers in terms of 
the website, both as part of strategic and day-to-day activity. The Web Team 
will support this activity by providing data relating to the website, allowing 
services to prioritise effort and deliver information and services that customers 
want to use. 

 
Encouraging customers to use the Website  
The Council will find ways to encourage relevant customers to switch to using 
the web. By doing this we actively encourage greater access to services, at a 
cheaper cost to the Council, and free resources to deliver services to those 
customers most in need. This encouragement will take the form of campaigns, 
and each customer facing service will be responsible for delivering campaigns 
to help make this happen, supported by the Communications & Marketing 
Team. Each Service will need to be clear about the impact of the website in 
service delivery. 
 
In order to increase the use of the website the Council will seek to provide 
innovative new services via the website – especially where there is a clear 
impact on the objectives of Growing Success. We will also need to be careful 
our website is not duplicating information or services provided by other 
organisations.  
 
Whilst some examples of how the website could be developed are provided 
below, the delivery of these new services sits best with individual services, 
supported by the technical expertise of IMD, and the marketing advice 
provided by Policy & Strategic Services: 
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Greater Insight, Better Service 3 

• A clean, ‘green’ and attractive place – We could expand existing 

content to do more to promote the Environment Strategy, ensuring 
consistent messages are present across the entire site. We could also 
allow customers to report fly tipping or vandalism using online forms 
that feed direct into our business systems. 

• Safe, vibrant and inclusive communities - The Council could 
introduce new ways for customers to take part in representative and 
democratic activities or to encourage citizens to become Councillors. 
Increasing the use of forums to give customers the ability to ask 
questions, debate and comment on HDC Plans and policies.  

 
Getting more right first time 
Ensuring we answer customer enquiries first time is important. It means the 
customer receives an excellent level of service, and the Council does not 
spend effort dealing with avoidable and repeated customer contact. For the 
website this means training our staff to provide information and services that 
meet customers needs – underpinned by a strong level of customer 
understanding. 
 
Tailoring the website 
A greater understanding of the needs of customers is likely to increase then 
need to build services around those needs. This will reduce costs and lead to 
greater satisfaction. Consideration will be given to personalising the content 
for particular customers, such as businesses, residents or visitors (see 
Appendix 2 for how this may look). This may also extend to allowing 
customers to securely access an enhanced range of council services via the 
website (for example checking their Council Tax balance), and work will be 
instigated to develop these ideas. 

 
Maintaining strong foundations 
To deliver an excellent website the Council needs to have reliable IT systems. 
During the lifetime of this strategy the current Content Management System 
will no longer be supported by Microsoft, and a new system will have to be 
implemented. Improvements to the management of the servers that provide 
the Website may also be delivered; giving the Council better disaster recovery 
options should anything untoward happen to the IT infrastructure. 
 
Allocating the right resources 
Currently some services dedicate significant resources to the website, in 
others this is less so. Over the course of this strategy each Head of Service 
will ensure this is reviewed, and were relevant, job descriptions of Officers will 
be changed to ensure accountabilities for supporting the website are recorded. 
Similarly KPAs will be set for those Officers who support the website; ensuring 
good performance in this key area is recognised in appraisals. 
 
As the website has grown there has been a subsequent increase in the 
amount of time spent supporting the website by the Web Team. This has 
started to restrict the amount of time to deliver new developments. Over the 
lifetime of this strategy, some elements of support work will be transferred to 
the IMD HelpDesk – thereby releasing resources to deliver new services via 
the website. 

 
Meeting the needs of all 
The Council has a duty to ensure the services it provides do not exclude any 
group of customers, and this remains a high priority. The website has a 
screen-reader function enabling access to blind customers or people who find 
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reading difficult. Web content is checked to ensure it is accessible, and our 
performance is assessed each year in a national survey. Our website also 
contains links to allow customers to translate pages into other languages. 
 
Over the lifetime of this strategy the website will continue to have an Equality 
Impact Assessment, and the appropriate web content standards will continue 
to be met. 
 
Sharing Service 
The Council will explore the opportunity to share service delivery with other 
Councils. It may be that we can host websites on behalf of others, or we may 
be able to provide technical advice to them. This may produce some cost 
savings, as well as potentially increasing the resilience of service delivery by 
creating larger teams. 

 
Generating Revenue 
Members have approved the trial of advertising via the website. Over the 
lifetime of this strategy this will be delivered, and an evaluation made of the 
income generated, together with any impact on customer satisfaction. 

 
Action Plan 
This strategy is supported by a three-year action plan which will help to ensure 
a consistent approach across the whole of the Council. The Council’s Head of 
IMD will be responsible for the monitoring and implementation of the plan and 
will work with other services to make sure this happens. 
 
Monitoring and Evaluation 
Monitoring and evaluation are critical to ensuring that we achieve the 
objectives. To ensure we are making progress we will monitor our 
performance against local (and national, if any) measures. We will also collect 
and publish evidence of good practice throughout the Council. 
 
This strategy and action plan will be reviewed annually so that we can set 
specific targets for the future. A comprehensive review of the strategy will be 
undertaken every three years.  
 
Resources required 
Much of the work in this strategy can be delivered by existing resources.  
Indeed moving customer activity from channels such as face to face or 
telephone, to the website, should create efficiencies within the organisation. 
There are already examples of significant customer uptake of web based 
services such as online Planning Applications, or customers choosing to apply 
for housing using the Home-Link service.  
 
But there are more opportunities. Shortly the Council will be able to receive 
payments from customers via the website, and a campaign should be 
delivered to promote this new service – releasing resources within Customer 
Service to deal with other customer enquiries. Estimating uptake is difficult, 
but we know that currently 25% of advisor time in the Call Centre is devoted to 
taking payments over the phone – so the opportunity is significant. 
  
Providing shared services may offer the opportunity to reduce the costs of 
providing the website, and if advertising proves successful this income stream 
could also serve to balance the costs of providing the website – although the 
amounts in question may be relatively small. 
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However some elements of this strategy may require additional resources. At 
this stage this is difficult to predict. However, once new and innovative ways to 
use the website are identified, additional investment would need to be 
presented and assessed in a business case. 
 
Risks 
The following risks are created by this strategy: 

• Some services may struggle to support the delivery of this strategy. 
However the provision of support from relevant internal services should 
mean the change can be introduced. 

• The Council serves a wide range of customers, tailoring the website to 
meet these needs may overcomplicate the website. Careful analysis 
should ensure this is risk is minimised. 

• Timing the delivery of change is important and it may be that resources 
could be overloaded. Careful management of change will reduce the 
likelihood of this happening. 

 
As other risks come to light these will be managed. 
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Appendix 1 
Action Plan 2009-2012 

Objective Actions Measures Target By Whom 

Improve our insight into what 
customers want from the website. 
 

• Web team to supply data on: 

• Usage and survey of customer 
satisfaction 

• Annual customer usability 
assessment 

• Annual SOCITM report 

• Accessibility Assessment 

• Services to improve understanding of 
customers needs 

 
 

Web team to ensure all sources of 
data are available 
 
 
 
 
All Services to have attended a 
Customer Service Insight workshop 
run by Customer Service Department 
(a recommendation of the Customer 
Service Strategy).  

By Mar 
2009 
 
 
 
 
 

Mar 2010 
 
 
 

IMD Web 
Team 
 
 
 
 
Led by Head 
of Customer 
Service.  
 

Encourage relevant customers to 
switch to this channel 

• Deliver campaigns to encourage targeted 
customers to switch channel (e.g. web 
payments) 

• Include a link to the Council’s home page, 
or other relevant pages, in e-mails. 

• Include our website address in printed 
material. 

% Of selected transactions (e.g. 
payments) completed online 
compared to other channels  
 
% Increase in amount of website use 
 

 
TBA – need 
to assess 
current 
level 

Led by 
Services, 
campaigns 
supported by 
Policy & 
Strategic 
Services 

Improve the quality of information 
and services provided via the 
web, especially by providing new 
and innovative services 

• Provide ongoing training to editors and 
authors to ensure the content they are 
responsible for meets customers needs 

• Services to review and respond to data 
gathered for web data collected for NI14 
‘Unavoidable Contact’ 

• Each Service to be clear about the impact 
of the website in service delivery 

% Of customers satisfied that web-
based information meets their needs 
 
% of contacts that are avoidable (for 
selected services)  
 
Service Plans to have an objective 
for the web 
 
The content of the Service Plans will 
be collated into a single document, 
and presented to COMT 

80% 
 
 

TBA 
 
 

80% 
 
 

Mar 2010 

IMD Web 
Team 
 
All Editors & 
Authors 
 
Customer 
Facing HoS 
Head of IMD 

Increase the personalisation of 
our website (where our customer 
insight tell us to) 

• Develop ‘MyCouncil’ – a framework that 
will allow us to develop content and 
applications that can be customised and 
displayed on the main page of the website 

Website to have content tailored to 
different users 

Sep 2011 IMD 
Development 
Manager 
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Objective Actions Measures Target By Whom 

according to the needs of the customer 

Ensure the website continues to 
be delivered via a technically 
robust infrastructure 
 

• Migration of Content Management System 
to Microsoft SharePoint Server 2007. 

• Virtualisation of servers where possible to 
increase resilience 

Availability of website - % uptime 
 
Virtualisation in place 

99.8% IMD Dev 
Manager 
IMD Ops 
Manager 

Improve the understanding of 
Officers about their role in 
creating and maintaining content 

• Deliver training to new authors and 
editors, and offer ongoing support to 
existing ones 

• HoS to make this skill part of relevant job 
descriptions 

• Managers to make this part of KPAs for 
relevant Officers 

% of Authors & Editors who feel their 
work on the web is recognised by 
their service` 

50% by 
Mar 2010 

Heads of 
Service and 
Personnel 

Increase the amount of time 
spent developing the website and 
reduce the support load on the 
Web & Systems Development 
Team 

• Reduce support load by documenting and 
handing over support to the IMD 
HelpDesk. 

 

% time released to development 
through handover of support tasks 

TBA IMD 
Development 
Manager 

Improve the accessibility of the 
website for all customers 
regardless of gender, race or 
disability 

• Ensure the website meets the AA level for 
accessibility and that continued 
compliance is assured by undertaking 
regular audits 

• Ensure new software meets these 
requirements. 

% of web Pages complying with AA 
 
 
Achievement of Equality Standard for 
Local Government 

98% 
 
 

Level 3 by 
2010 

All Authors 
and Editors  
 
Head of IMD 

Explore the opportunities to host 
websites of , or provide web 
based services to, other Local 
Authorities 

• Approach other Local Authorities to 
consult with them on options. 

• Investigate  licensing issues, security 
arrangements and resource requirements 

Business Case produced Mar 2011 IMD 
Development 
Manager 

Develop the opportunities to 
create advertising revenue from 
our website, whilst maintaining 
high levels of customer 
satisfaction 

• Trial the use of outsource advertising, and 
if successful continue with it 

Ratio of revenue versus cost 
 
 
Customer satisfaction remains high 

Return 
outweighs 

cost 
80% 

IMD 
Development 
Manager 

3
0
5



Appendix 2 

My Council – Draft Layout 

 
 

� Online Services| Forms

� Business

� Community and People

� Councils and Democracy

� Environment and Planning

� Health and Social Care

� Housing

� Jobs and Careers

� Leisure and Culture

� Money and Benefits

� News and Communications

� Transport and Roads

Residents Services

� Refuse and Recycling

� Planning Applications

� Job Vacancies

� Benefits

� Contact HDC

� Environmental Health

� Council Tax

� Leisure Centres

� Elections

� Get Involved

� Visit the FAQ page

� Where to Stay

� New Council Offices

My Links    Edit

Huntingdonshire Food and Drink 

Festival 2008

Minibeast Hunting For Families 

(date)

Get Fit Get Active Go Green (date)

What’s On?

Direct gov logo

Visitors
Busines

s

Welcome Fred – not you?

Home

My Account

Report itBook itPay it

Cambs Police

NHS

SearchEnter text

Listen to page            Contact us

And then give us a detailed description of 

the problem

My Services
Consultation

s

Choose what you want to report | V

Submit

News

Story one

Story 2

Story 3

A to Z

A B C D E F G H I J K L M N O P Q R S 

T U V W X Y Z 

Councillor

s
PlanningBins

My Street 

Submit

Residents

Recommended Links

Enter postcode

Choose Service              |  V

Notices and Campaigns

Notice 1

Campaign 1

Notice 2

Keep Up to Date - RSS Feeds

 - Click here to access our RSS 

feeds section

New to the District?

Cambridgeshire.Net

Advertisement

Site Map
 
 
Service Directory A to Z and 
Quick Links 
These menus remain as they are 
well used and provide navigation 
to the text based content of the 
site 
 
My Services 
This section gives links to 
services, simple reporting eforms, 
links to book services and to e-
forums where customers can 
discuss topics 

Search 
Search is moved to the centre of 
the page to make it more visible. 
 
My Account 
The “welcome” and “My Account” 
links allow customers to set a 
Visitor type preference, postcode 
and house number (if they have 
one) so we can tailor services 
shown. 
My Street 
This section allows customers to 
view nearest facilities using a map 
based view. It allows access to 
view their bin collection calendar, 
nearby planning applications and 
details of their local councillor 
 
Much of this information is 
available on the website at 
present but is spread amongst a 
number of pages 
 
What’s On? 
This is an example of a MyCouncil 
“Web Part” – a block of content 
that in this case is relevant to 
Visitors and Residents but would 
not appear by default to 
Businesses. 
 

Tabbed interface 
Allows visitors to choose if 
they are a business, resident 
or visitor. This tailors the page 
to show relevant topics of 
interest. 
 
News and Notices 
News now takes up less space 
on the front page – customers 
want services more than 
news… Notices allow us to 
keep key messages on the 
front page for longer. 
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 AGENDA ITEM NO. 
  
CABINET 18 DECEMBER 2008 
  

COMMUNITY ENTERPRISE CENTRE – SAPLEY EAST 
(Report by the Directors of Environmental & Community Services 

and of Central Services) 
 
 

 
1. BACKGROUND AND PURPOSE 
 
1.1 The Oxmoor area of Huntingdon has been the focus of 

sustained urban regeneration. The Oxmoor Opportunities 
Partnership (OOP), in which this Council was a key player, 
aimed to meet a five point plan proposed by the Oxmoor 
Community Action Group. The Partnership made a successful 
bid for Single Regeneration Budget (SRB) funding from the 
Government through which programmes were managed and 
funded between 2000 and 2007. 

 
1.2 The five point strategy was: 
 

• To create a safe place to live 

• Support families 

• Focus on young people 

• Promote greater access to services and information 

• Improve the local environment. 
 
1.3 Considerable change has come about as a result of this work 

and there are notable achievements outlined in the SRB 
Evaluation Report. However, the report concluded as follows: 

 
“The success of the OOP so far is fragile. Much of 
what is required is to continue the work that has been 
done so far and which requires longer than the SRB 
term to achieve. Two main changes are needed to 
make this success permanent:  
 

• OOP should concentrate on capacity building to 
allow the community to take the lead; 

• Employment should be one of the key elements of 
that work.”  

 
1.4 The Council, with its partners Luminus and the County Council, 

has made arrangements for the regeneration work to be 
continued through a Neighbourhood Management Approach 
(also being established in Eynesbury and Ramsey). 

 
 
 
 

Agenda Item 8
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2.  PHYSICAL REGENERATION 
 
2.1 A key ingredient of the SRB programme was to improve the 

physical condition of the area and to make provision, through a 
plan, for necessary facilities and infrastructure. These aspects 
were brought together in the Oxmoor Action Plan, drawn up 
after a ‘Planning for Real’ exercise, with local people.  Critical to 
the Plan was a new “Heart for Oxmoor”, whereby a new centre 
on the site of the former Sapley Square would be created. 
Phase 1 of the centre, which included the Oak Tree Health 
Centre, the Maple Centre and shops, has radically transformed 
the facilities and the environment. Phase 2 on the site of the 
eastern part of the former Sapley Square and surrounding land 
provides an opportunity to add much needed facilities and 
investment to address outstanding issues from the original 
plans. 

 
2.2 An extensive consultation exercise has recently been carried 

out offering different options for the redevelopment of the 
eastern part of the former Sapley Square together with other 
adjacent used and unused/underused land, with the objective of 
drawing up a Master Plan.  The result of this consultation is 
summarised in paragraph 4 below. 

 
2.3 To follow up the employment and capacity issues identified in 

the SRB Evaluation Report, Luminus, on behalf of the 
Partnership, were awarded a Bursary by EEDA to examine the 
feasibility of the development of a local enterprise centre and to 
develop an application capital grant. This feasibility work 
involved key stakeholders and the local community and has 
identified a vision for and the scope of a scheme, an 
appropriate legal status (a Community Interest Company 
(CIC)), capital grant and revenue potential.  As a result, a 
significant grant of £600k has been identified in EEDA’s 
Investing in Communities Programme. 

 
2.4 The Council has previously agreed that any sums it receives 

from land sales on the Oxmoor will be reinvested to provide 
community benefits and regeneration. 

 
2.5 This report proposes that Council should be a key partner in 

setting up a CIC to deliver a Community Enterprise Centre (and 
potentially other community assets) within the Sapley Square 
East development area in accordance with the emerging Master 
Plan. 

 
 

3. THE CONSULTATION PROCESS 
 
3.1 Annex A shows the extent of the programme of engagement 

with the community that was undertaken between 
9th September and 19th October 2000. 
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3.2 As part of that exercise, the local community consider three 

alternative development options including: 
 

• up to 60 new homes and the upgrading and 
reconfiguration of existing housing for the elderly; 

• faith buildings and community managed workspaces (for 
social enterprises, voluntary organisations and business 
start ups); 

• safer routes through the area; and 

• more useable open space.  
 
3.3 Residents were asked to place ‘issue’ cards to communicate 

their likes and dislikes about the area and the three options for 
the possible development. They were also invited to respond to 
a series of questions and vote for their preferred option. 

 
3.4 A total of 605 issue cards were placed on the three options: 367 

for likes and 238 for dislikes. These issues fell into six topic 
groups as follows: 

 
 

Topics Likes Dislikes 

Faith Buildings and Community Facilities 159 73 
Access and Car Parking 22 83 
Residential and Supported Housing  63 36 
Oak Drive 53 32 
Open Space and Play Area 68 9 
Pub 2 5 
Totals 367 238 

 
 
3.5 Community facilities and faith buildings proposals elicited 232 

(38%) of all the issue cards placed during the consultation and 
shows there is clear support for a range of developments 
including more community facilities in the consultation area. 

 
4. THE CASE FOR MORE EMPLOYMENT OPPORTUNITIES 
 
4.1 In 2007 an evaluation of the investment committed under the 

Single Regeneration Budget was carried out by Cambridgeshire 
County Council’s Research Group.  The Research Group found 
that in comparison with 2000, Oxmoor’s physical environment 
was much improved and the fear of crime, reported crime and 
antisocial behaviour had all been reduced. However it found the 
programme had had little effect on employment opportunities. 

 
4.2 To achieve permanent success, the study concluded the 

(regeneration) work would need to continue and the priorities 
for the Neighbourhood Management Team (as the successor 
body to the Oxmoor Opportunities Partnership) should be to: 
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• build capacity for the community to take the lead; and 

• improve employment opportunities, particularly among 
longer standing residents.  

 
4.3 The findings and recommendations of the SRB Evaluation 

Report suggest:  
 

• the need to put assets and decision making into the hands 
of local people so the regeneration process can continue 
over a generation; and 

• the need to tackle the deeply entrenched culture of 
worklessness and low expectations in sections of the 
community on any level by improving ambitions and 
providing a greater range of opportunities. 

 
4.4 The Council’s Local Economy Strategy provides for an increase 

in jobs and access to employment to support growth in the 
District generally and to address the specific needs of more 
deprived communities.  Mainstream economic development 
activity is generally focused on larger development 
opportunities in and around commercial centres of the market 
towns, skill development and business support.  To address the 
economic needs of the District as a whole, this activity needs to 
be supported by specific interventions in particular 
communities.  The development of community-based enterprise 
centres in contrast with the general business-focused enterprise 
centres is an accepted element of regeneration schemes 
across the country.  They provide small-scale employment, skill 
and learning opportunities which can be focused on particular 
community needs and address particular issues, such as long-
term worklessness.  They provide a visible sign of an enterprise 
culture and provide links to mainstream economic development 
activities allowing for the “growing on” or referral of business 
opportunities.  They can also provide a continuing form of 
revenue income for investment in community based activities.  
This approach supports the delivery of the Local Economy 
Strategy and the activities of the Council and our partners. 

 
 
5. A COMMUNITY ENTERPRISE CENTRE 
 
5.1 It is therefore intended to include a Community Enterprise 

Centre in the draft Master Plan for the final stage of 
consultation. 

 
5.2 The concept is that the Centre would provide: 
 

• A 400 sq m scheme over two floors with an estimated 
build cost of £1.2m, including fees but excluding land, 
which would have a high quality of design, appropriate to 
its setting.  The building would also be constructed to 
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reduce carbon emissions and be resistant to climate 
change. 

 

• The ground floor could provide accommodation for 
retailing and community focused activities for social 
enterprises and other not-for-profit organisations. Initial 
ideas include: 

 
o Retail ‘returned’ furniture and electrical goods (which 

otherwise would be sent to landfill).  This would be 
similar to a scheme already operating in Fenland 
District by the Ferry Project (a charitable subsidiary of 
the Luminus Group). 

 
o A new social enterprise, supported by the Ferry 

Project, to provide meals for the Oak Foundation’s 
proposed extra day-care  home; 

 
o A hair and beauty salon for Huntingdonshire Regional 

College trainees to gain experience of working for 
customers; 

 
o Offices/advice centres for voluntary organisations that 

require accommodation alongside others using the 
reception services and meeting rooms provided at the 
Maple Centre. 

 

• The first floor could be used for serviced accommodation 
for micro enterprises, social enterprise or other voluntary 
organisations. 

 
5.3 Funding would be from the Council re-investing the value of its 

sale (or long lease) of the land, EEDA grant, grants and 
contributions from other partners or bodies and a commercial 
loan, if required. 

 
5.4 EEDA have indicated that they would give high priority to such 

a scheme with a likelihood of £300k grant in 2009/10 followed 
by a similar sum in 2010/11, subject to any Government 
reductions in their funding 

 
5.5 Part of the EEDA grant would cover the value of the Council’s 

land (in the order of £150k) which the Council would then 
contribute to the building cost. 

 
 
6. A COMMUNITY INTEREST COMPANY 
 
6.1 It is proposed that the Community Enterprise Centre (and 

potentially other assets) be owned and run by a Community 
Interest Company. 
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6.2 A company of this nature has limited liability, has to be 
established for community benefit and “locks in” assets for that 
purpose.  This approach maximises the potential for grants and 
ensures that the surpluses are used for community benefits. 
Thus the grant provider and funders are converting capital 
sums into an ongoing stream of revenue support to the 
community. 

 
6.3 Subject to their own decision making processes the Company 

would be made up of 5 organisations, each having an equal 
vote. These would probably be: 
 
§ Hunts Forum for Voluntary Organisations 
§ Huntingdon Regional College 
§ Ferry Project 
§ Cambridgeshire Charitable Foundation (This body 

manages a number of community grant schemes from 
private business but also the County Council’s Community 
Grants.) 

§ Huntingdonshire District Council. 
 
6.4 The Council would hold no more than 20% control of the 

company - a legal restriction of this type of body - but to satisfy 
EEDA grant conditions will be the accountable body.  This will 
mean that the Council would keep the accounts and organise 
the meetings on behalf of the Company for which it would 
charge them an annual fee. 

 
6.5 There would be a need for a robust business plan which is 

made easier by the anchor elements provided by the Ferry 
Project, as set out in paragraph 5.2 ante. 

 
 
7. TIMESCALE 
 
7.1 The table below shows the relationship between the EEDA, 

Investing in Communities, grant programme timetable and that 
of the planning consultation.  It demonstrates that the Cabinet 
will have to conclude the second stage of consultation and 
Cabinet will have approved the Master Plan for the area before 
a formal application for grant would have to be finalised.  Up 
until that point EEDA require Council support for the proposed 
community enterprise centre, subject to the Master Plan 
outcomes. 
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2009 
Investing in 
Communities 

Planning 
Consultation 

January 

EEDA decision on 
whether grant would 
be included in their 
plan – in principle 

Consultation 2nd 
Stage 

February  
 
 

March  

Cabinet Report 
seeking 
agreement to 
Master Plan 

April 
Formal application 
for Grant 

 

 
 
8. CONCLUSIONS 

 
8.1 Oxmoor residents and organisations have supported 

developments, including additional community facilities, on the 
Sapley East area.  There are no strong objections to this part of 
the regeneration scheme. 

 
8.2 There are strong arguments to support a community enterprise 

centre to meet the continuing problems of higher than average 
unemployment levels.  It matches well with the needs identified 
in the Local Economy Strategy.  A centre would also provide 
increased skill and learning opportunities and additional 
community opportunities. 

 
8.3 To maximise current and future funding opportunities for the 

community, the community enterprise centre should be owned 
and controlled by a Community Interest Company.  

 
8.4 The Council would probably be the “accountable body” for the 

Community Interest Company and will have a 20% stake in it, 
 
8.5 Significant grants are included in the Investing in Communities 

Programme, but require Cabinet support before January 2009. 
 
8.6 Cabinet will be considering a final report in March on the Sapley 

East Master Plan before EEDA make a final decision on the 
grant. 

 
 
9. RECOMMENDATIONS 
 
9.1 Cabinet is RECOMMENDED —  
 

• to endorse the application for grant support from the East 
of England Development Agency’s Investing in 
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Communities Programme for the construction of a 
community enterprise centre in the Sapley East area; 

 

• to reaffirm the previous decision to reinvest the proceeds 
of the disposal of land in this regeneration scheme to 
produce future community benefits; 

 

• to support the principle of establishing a community 
interest company which will own and manage the 
proposed community enterprise centre and other assets if 
opportunities arise; 

 

• to authorise the Director of Environmental & Community 
Services to – 

 
o obtain agreement in principle from appropriate 

organisations to form a community interest company; 
and 

o work with those organisations to prepare a robust 
business plan to demonstrate the viability of the 
community enterprise centre; 

 

• to consider a Master Plan for the regeneration of the 
Sapley East area and a business plan for the community 
enterprise centre before final decisions are made in 
March/April 2009. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
ACCESS TO INFORMATION ACT 1985 
Source Documents: 
1. Sapley East consultation exercise files in Planning Division. 
2.  
3.  
 
Contact Officer:  
Steve Couper, Head of Financial Services ( 01480 388103 
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ANNEX A 
 
 
 

Time and Date Group Venue 

9th September Oxmoor Community Action Group  St Barnabas Church 
Hall  

 St Barnabas Church and Learning 
Centre Trustees 

St Barnabas Church 
Hall 

10th September Moor Play Medway Christian 
Centre 

 Norfolk and Essex Road Residents 
Association 

Medway Christian 
Centre 

11th September  Medway Court residents Medway Court 

13th September Boot and Buckles Medway Centre 

14th September Medway Christian Fellowship   Medway Centre 
 Huntingdonshire Community Group Medway Centre 

15th September  Darby and Joan Medway Centre 
 Police Amateur Boxing Club Medway Centre 

17th September Open session Maple Centre 
 Neighbourhood Management Board Maple Centre 

18th September Huntingdon Town Council Town Hall 

23rd September   Oak Tree Centre users  Oak Tree Centre 

3rd September Safer Neighbourhood Panel Oak Tree Centre 

24th September  Jehovah Witnesses Kingdom Hall  

26th September BRJ Club members BRJ Club 

3rd October  Youth Advisory Committee Huntingdon Youth 
Centre 

6th October Open session Maple Centre 

18th October Huntingdon Community Church 
Shareout 

St Barnabas Church 
Hall 

19th October  Apple Fair Coneygear Park 
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