
Chief Executive’s Office 
Chief Executive:  N.M. Pringle 

To:  All Members of Cabinet: 
 R.J. Phillips (Leader)
 G.V. Hyde (Deputy Leader)
 Mrs. L.O. Barnett
 P.J. Edwards
 Mrs. J.P. French
 J.C. Mayson
 D.W. Rule MBE
 R.V. Stockton
 D.B. Wilcox
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Your Ref:  
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Please ask for: 

Direct Line/Extension: 

Fax: 

E-mail: 

 

NMP/CD 

Mr. N.M. Pringle 

(01432) 260044 

(01432) 340189 

npringle@herefordshire.gov.uk 

25th May, 2004 

 

Dear Councillor, 
 
MEETING OF CABINET 
THURSDAY, 3RD JUNE, 2004 AT 2.15 P.M. 
COUNCIL CHAMBER, BROCKINGTON, 35 HAFOD ROAD, HEREFORD 
 

 

AGENDA (04/01) 
 
 
  
1. APOLOGIES FOR ABSENCE   
  
 To receive any apologies for absence.   
  
2. DECLARATIONS OF INTEREST   
  
 To receive any declarations of interest by members in respect of items on this agenda.   
  
3. HEREFORDSHIRE COUNCIL IMPROVEMENT PLAN - MONITORING REPORT   
  
 To consider and agree a monitoring report on the Herefordshire Council Improvement Plan 

and to identify any action to be taken as a result.  (Pages 1 - 26) 
  
4. PERFORMANCE MANAGEMENT ACTION PLAN   
  
 To note progress on the Performance Management Action Plan to April 2004 and to approve 

the Performance Management Action Plan to May 2005.  (Pages 27 - 38) 
  

. 



 
5. LOCAL GOVERNMENT OMBUDSMAN COMPLAINTS AND COMPLAINTS PANEL - 

2003/04   
  
 To note the figures for complaints determined by the Local Government Ombudsman and the 

Complaints Panel for the year ended 31st March, 2004.  (Pages 39 - 42) 
  
  
 
 
Yours sincerely,  
 

 
N.M. PRINGLE 
CHIEF EXECUTIVE 
 
 
 
Copies to: Chairman of the Council 

Chairman of Strategic Monitoring Committee 
Vice-Chairman of Strategic Monitoring Committee 
Chairmen of Scrutiny Committees 
Group Leaders 
Directors 
County Secretary and Solicitor 
County Treasurer 
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The Public's Rights to Information and Attendance at 
Meetings  
 
 
YOU HAVE A RIGHT TO:- 
 
• Attend all Council, Cabinet, Committee and Sub-Committee meetings 

unless the business to be transacted would disclose ‘confidential’ or 
‘exempt' information. 

• Inspect agenda and public reports at least five clear days before the date of 
the meeting. 

• Inspect minutes of the Council and all Committees and Sub-Committees 
and written statements of decisions taken by the Cabinet or individual 
Cabinet Members for up to six years following a meeting. 

• Inspect background papers used in the preparation of public reports for a 
period of up to four years from the date of the meeting.  (A list of the 
background papers to a report is given at the end of each report).  A 
background paper is a document on which the officer has relied in writing 
the report and which otherwise is not available to the public. 

• Access to a public Register stating the names, addresses and wards of all 
Councillors with details of the membership of the Cabinet, of all 
Committees and Sub-Committees. 

• Have a reasonable number of copies of agenda and reports (relating to 
items to be considered in public) made available to the public attending 
meetings of the Council, Cabinet, Committees and Sub-Committees. 

• Have access to a list specifying those powers on which the Council have 
delegated decision making to their officers identifying the officers 
concerned by title. 

• Copy any of the documents mentioned above to which you have a right of 
access, subject to a reasonable charge (20p per sheet subject to a 
maximum of £5.00 per agenda plus a nominal fee of £1.50, for postage).   

• Access to this summary of your rights as members of the public to attend 
meetings of the Council, Cabinet, Committees and Sub-Committees and to 
inspect and copy documents. 
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Please Note: 

Agenda and individual reports can be made 
available in large print or on tape.  Please contact 
the officer named below in advance of the meeting 
who will be pleased to deal with your request. 
The Council Chamber where the meeting will be held is accessible for visitors 
in wheelchairs, for whom toilets are also available. 

A public telephone is available in the reception area. 

Public Transport links 

Public transport access can be gained to Brockington via bus route 74.  
 

 

 

 

 

 

 

 

 

 

 

 

 

If you have any questions about this Agenda, how the Council works or would 
like more information or wish to exercise your rights to access the information 
described above, you may do so either by telephoning Mrs Christine Dyer on 
01432 260222 or by visiting in person during office hours (8.45 a.m. - 5.00 
p.m. Monday - Thursday and 8.45 a.m. - 4.45 p.m. Friday) at the Council 
Offices, Brockington, 35 Hafod Road, Hereford. 
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COUNTY OF HEREFORDSHIRE DISTRICT COUNCIL 
 
 

BROCKINGTON, 35 HAFOD ROAD, HEREFORD. 
 
 
 

FIRE AND EMERGENCY EVACUATION PROCEDURE 
 
 
 

 
In the event of a fire or emergency the alarm bell will ring 
continuously. 

You should vacate the building in an orderly manner through 
the nearest available fire exit. 

You should then proceed to Assembly Point J which is located 
at the southern entrance to the car park.  A check will be 
undertaken to ensure that those recorded as present have 
vacated the building following which further instructions will be 
given. 

Please do not allow any items of clothing, etc. to obstruct any of 
the exits. 

Do not delay your vacation of the building by stopping or 
returning to collect coats or other personal belongings. 





 

 
Further information on the subject of this report is available from 

Tony Michael, Policy Officer on (01432) 261823 
MT20040911thMayImprovementPlanMonitoring0.doc  

HEREFORDSHIRE COUNCIL IMPROVEMENT PLAN - 
MONITORING REPORT 

PROGRAMME AREA RESPONSIBILITY:   
CORPORATE STRATEGY AND FINANCE 

CABINET  3RD JUNE, 2004 
 
Wards Affected 

County-wide 

Purpose 

To consider and agree a monitoring report on the Herefordshire Council Improvement Plan 
and to identify any action to be taken as a result. 

Key Decision  

This is not a Key Decision   

Recommendations 

THAT  (a) the monitoring report on the Council's Improvement Plan be agreed 
subject to any action Cabinet wishes to take, and  

(b)  the Improvement Plan be realigned with the Council’s revised Corporate 
Plan, the foundations for which are due to be established during August 
2004. 

Reasons 

The Council was required to have an Improvement Plan in place following the outcome of 
the Comprehensive Performance Assessment (CPA) and to implement appropriate 
monitoring arrangements. 

Considerations 

1. During 2002, the Council was subject to CPA along with all other upper tier 
authorities in the country. The assessment resulted in a report outlining the Council’s 
strengths and weaknesses under a number of headings and culminating in a series 
of recommendations. The final report was sent to the Council in November 2002. 

2. One of the requirements of CPA was that the Council should draw up an 
Improvement Plan. Herefordshire Council’s Improvement Plan is drawn from the 
recommendations outlined in the CPA report and those outstanding from the 
previous improvement plan arising from the Improvement and Development Agency’s 
peer review in 2001. The Improvement Plan was agreed with the Audit Commission 
in February 2003 and forms the basis of the Council’s current audit and inspection 
programme.  The Plan was developed as a strategic plan for improvement with 
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actions focused around five key areas:  leadership and vision, performance 
management, key resources, organisational development and learning and 
communications. 

3. The CPA process also required the Council to identify specific improvement priorities 
to be delivered over the 12 months to December 2003. The Council was keen, 
however, to focus on long term improvement and incorporated the so-called “CPA 
priorities” into the overall Improvement Plan. By way of clarity, a summary of the 
priorities up to December 2003 is appended at Appendix 1 and this indicates that the 
majority of actions have been completed although further work is required to meet 
the Council’s targets in relation to communication. 

4. Monitoring of the Improvement Plan was agreed on the basis of using “faces”: 

☺   Smiling face indicates action completed or on track for completion 

   Straight face means that issues have arisen but which are not expected to 
impact on the achievement of the overall Plan 

   Sad face means that there are significant issues that could affect the timing or 
performance of the Plan 

5. Cabinet considered the first Improvement Plan monitoring report on 25th September 
2003 and it was decided that future reports should include appropriate milestones. 
As a result, a new column has been added to the reporting format to indicate 
milestones in relation to those tasks with longer time horizons.    

6. The detailed progress report is appended at Appendix 2 and indicates that the 
majority of actions have a smiling face, being either completed or on track for 
completion by the target date. Highlighted below are those issues arising in each of 
the five areas which have a straight face: 

 Leadership and vision 

• Race Equality Scheme – straight face:  the first year’s action plan was not 
completed and a revised action plan was developed for year two. An audit 
against the National Performance Indicator for the Council’s duty to promote 
Race Equality suggests that the Council has now achieved a 47% score and 
further improvement targets will be set over the next three years for inclusion in 
the Best Value Performance Plan.  

Performance management 

• Local Public Service Agreement (LPSA) – straight face:  a number of issues 
have been highlighted in relation to the achievement of the LPSA targets in 
separate monitoring reports previously submitted to Cabinet.  

Key resources 

• Scrutiny review of property – straight face:  the review of property was 
included in the work programme of the Strategic Monitoring Committee with a 
target date for completion of December 2003.  The review was delayed because 
of the election and change of administration. A revised timetable is now in place 
and the review is on target for completion by June 2004.  
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• Herefordshire in Touch Programme – straight face:  The original Broadband 
Plan has been revised in the light of a new Regional ICT Strategy and delays in 
securing external funding have now been resolved. A milestone target of 
achieving 80% broadband coverage within the county by December 2004 has 
also been established. Announcements by British Telecom, in relation to trigger 
levels for the provision of broadband, may influence the overall implementation of 
the programme across the county. 

Organisational development and learning 

• Management of change/organisational development – straight face:  this 
element is being taken forward by a small group of officers. Some activities have 
been identified, although there is no formal work plan in place and no milestones 
have been identified. 

Communications 

• 100% penetration of Team Briefings - straight face: survey evidence indicates 
78% penetration. This target was identified as a key improvement to achieve by 
December 2003, following the Council’s CPA assessment.      

• Staff roadshows – straight face: the Improvement Plan sets a target of 
undertaking two staff roadshows each year. During 2003/04 one major roadshow 
exercise was undertaken in relation to Council’s Job Evaluation Programme.  

• Review success of staff open meetings - straight face: a review of staff open 
meetings was originally scheduled for completion by March 2004. The Public 
Relations Team will now undertake the reviews during 2004/2005.     

• Opportunities for all staff to feed back ideas- straight face: although some  
mechanisms exist within Directorates and Departments it is not clear how 
feedback is shared across the Council.  

• Work shadowing – straight face:  work-shadowing commitments are in place 
for Directors/Heads of Department.  However, the picture is less consistent at 
Head of Service level.  

• Consistent use of corporate stationery – straight face: revised corporate style 
guidelines were due to be issued during March 2003. New templates are now 
scheduled to be issued to all staff via the intranet/CD-Rom during the summer of 
2004.  

7. Cabinet originally approved the Council’s Corporate Plan during January 2003. It is 
now proposed to revise the Corporate Plan, linked to a prioritisation exercise to be 
undertaken with Members during August 2004, and to realign the Improvement Plan 
accordingly.   

Alternative Options 

There are no alternative options  

Risk Management 

Failure to fulfil the actions identified in the Council's Improvement Plan may result in an 
increased programme of audit and inspection 
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Consultees 

None identified 

Background Papers 

None identified 
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APPENDIX 1 

 
1

Progress to 31 December 2003… 

In line with the outcome of the Comprehensive Performance Assessment, the Council identified 
improvements it intended to have in place by 31 December 2003. 

In this area… We will have in place… Progress 

Leadership and vision • A three-year Corporate 
Plan linked to the 
medium term 
financial framework 
and key priorities 

☺ 

Performance management • Council-wide 
performance 
management 
framework  

• Systems to validate 
key performance 
indicators 

☺ 
 

 
☺ 

Key resources • A corporate approach 
to project 
management 

• Risk management 
systems incorporating 
operational and 
insurance risk 

☺ 
 

 
☺ 
 

Organisational development and 
learning 

• 50% of actions in the 
Human Resources 
Strategy completed 

• Staff Review and 
Development process 
incorporating 
feedback and target 
setting linked to 
business planning 

• Systems for sharing 
learning across the 
Council 

☺ 
 

 
☺ 
 

 

 
☺ 

Communications • 100% of team 
briefings consistently 
and systematically 
deployed throughout 
the organisation 

• Opportunities for 
upward feedback 
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Appendix 2 

 

 

 
Committed to 
excellence… 
  
Improvement Plan 
Review for Cabinet 
meeting on 3 June 2004  
 

…Putting people first 
…Preserving our heritage 
…Promoting our county 
…Providing for our communities 
…Protecting our future 
 
Quality life in a quality county 

7



 

______________________________________________________________________________________________________________ 
 
Improvement Plan 2002-2005 1

Contents 

Leadership and vision................................................................................... 

Performance management .......................................................................... 

Key resources................................................................................................ 

Organisational development and learning .................................................. 

Communications ........................................................................................... 

 

☺   Smiling face indicates action completed or on track for completion 

   Straight face means that issues have arisen but which are not expected 
to impact on the overall Plan 

   Sad face means that there are significant issues that could affect the 
timing or performance of the Plan 

 

Any revised targets are shown in bold 
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Further information on the subject of this report is available from Sue Griffiths, Head of Performance 
Management, on 01432 260476 

PerformanceManagement0.doc 

PERFORMANCE MANAGEMENT ACTION PLAN 

PROGRAMME AREA REPONSIBILITY: AUDIT AND PERFORMANCE 
MANAGEMENT 

CABINET 3RD JUNE, 2004  
 
Wards Affected 

County-wide 

Purpose 

To note progress on the Performance Management Action Plan to April 2004 and approve 
the Performance Management Action Plan to May 2005. 

Key Decision  

This is not a key decision. 

Recommendations 

That (a) progress on the Performance Management Action Plan to 
April 2004 be noted; 

and 

(b) the Performance Management Action Plan June 2004 to May 2005 
be approved. 

Reasons 

Performance management is an important aspect of the Council’s Corporate Performance 
Assessment Improvement Plan. 

Considerations 

1. The current Performance Management Action Plan was approved by Cabinet in 
November 2003, with the main focus being to ensure the basic building blocks of 
performance management are in place and better understood.  Since the 
Performance Management Framework was launched in May 2003,and prior to the 
appointment of the Head of Performance Management a range of work had been 
initiated but required completion.  In addition the more consistent approach the 
Council had adopted needed to be communicated and regular monitoring 
established.  These objectives have formed the core of the activities of the Head of 
Performance Management over the last six to eight months 

AGENDA ITEM 4
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Progress on the Action Plan to April 2004 

2. The majority of actions in the plan have been completed on time (see Appendix I).  
This includes finalising the Chief Executive’s Management Team commitments 
framework, and supporting the completion of the first interviews, and finalising the 
Risk Management Strategy and Herefordshire Driver.  Two actions have been carried 
forward to the next Action Plan, i.e. redesigning the process of driving forward the 
Improvement Plan (which will need to be linked to the new Corporate Plan), and 
working with the Head of Human Resources on monitoring the Human Resources 
Strategy.  The other actions remain ongoing as they are about embedding the 
approach within the Council.  Key to the success of this will be monitoring and 
communication/support to managers. 

Action Plan June 2004 to May 2005. 

3. The proposed Action Plan for the next twelve months is attached as Appendix 2.  The 
next stage of performance management is to embed it as the “way we do things” and 
it is important that managers are able to relate to it as a core activity rather than a 
“bolt-on”.  The approach adopted by the Head of Performance Management is to 
continue to simplify and help managers join up the range of activities necessary to 
good performance.  A simple definition of performance management is at the heart of 
this approach to help engage employees at all levels.  

 “What we do to further improve the performance of employees and the Council to 
ensure the very best for the people of Herefordshire.”  

 This Action Plan aims to create and support the environment in which this can take 
place.  It places a proper emphasis on the Head of Performance Management 
continuing to work with other key individuals to achieve the objectives, in some cases 
as lead and others in a supporting role.  The overall aim is to ensure wide ownership 
of performance management and not to dilute the responsibility for managing 
performance which rests with all managers.  The Plan is intended to support a 
change of culture to one which is increasingly and consistently performance 
focussed in all parts of the Council.  It will take account of the forthcoming changes to 
Corporate Performance Assessment methodology as required. 

 For performance management to become fully embedded two aspects will require 
particular attention over the next year.  Firstly, service planning and review and the 
link to individual objective setting, will need to become a living and not a once a year 
activity.  Considerable work will be necessary to achieve this and working with key 
managers to support them will be critical.  Secondly the Council now needs to move 
from performance measurement to performance management by driving 
improvements based on evidence of under performance.  A focus on using 
performance information in this way will need to be evident at all levels of 
management and at the political level.  In order to facilitate this a revised approach to 
performance reporting will aim to simplify the information presented and, where 
possible, show trends and comparisons. 
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Conclusion 

Progress on the first Performance Management Action Plan has been good. In addition to 
progress on the agreed activities, the role of the Performance Lead and Performance 
Coordinators Groups has developed well and good working links have been established 
between key colleagues who make a contribution in this area.  The Action Plan for the next 
twelve months builds on these achievements and provides a robust basis for embedding 
performance management in Herefordshire in a real and tangible way. 

Risk Management 

The Council scored 2 out of a possible 4 for the performance management aspect of the 
Corporate Performance Assessment.  The consequent Improvement Plan, which was 
approved by the Audit Commission, set out the need to have a more consistent approach to 
performance management.  Performance Management is both an area of focus and a 
support to improving service scores in the Corporate Performance Assessment.  There is a 
strong and significant correlation between Councils’ score on performance management and 
their overall assessment by the Audit Commission.  Improving our approach therefore is 
essential in supporting the Council to either maintain our Good status or receive an Excellent 
assessment in the next Corporate Performance Assessment.  Without taking any action the 
assessment of risk is: 

 Likelihood:  -Likely 

 Impact  -Significant 

This gives an assessment of medium risk. 

An agreed and fully implemented action plan reduces the risk to low by changing the 
likelihood to unlikely. 

Consultees 

None. 

Options 

There are no alternative options. 

Background Papers 

Performance Management Framework 
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 Further information on the subject of this report is available from 

Marie Rosenthal, County Secretary and Solicitor on 01432 260200 

LGOandComplaintsPanel0.doc  

LOCAL GOVERNMENT OMBUDSMAN COMPLAINTS AND 
COMPLAINTS PANEL - 2003/04 

PROGRAMME AREA RESPONSIBILITY: AUDIT AND PERFORMANCE 
MANAGEMENT 

CABINET  3RD JUNE, 2004 
 
Wards Affected 

County-wide 

Purpose 

To note the figures for complaints determined by the Local Government Ombudsman and 
the Complaints Panel for the year ended 31 March 2004. 

Key Decision  

This is not a Key Decision.   

Recommendation 

THAT the report be noted. 

Reasons 

To note the Council’s performance. 

Considerations 

1. The Local Government Ombudsman’s office investigates complaints about councils 
with the aim of putting things right if they have gone wrong : it is unbiased and 
independent.  Ombudsman have similar powers to the High Court to order anyone to 
produce information or documents for their investigation.  Their investigations are 
carried out in private and there is no charge for their service.  They provide an 
invaluable service to users of public services and are an independent means of 
monitoring aspects of council performance. 

2. The Council’s Best Value Performance Improvement Plan 2002/03 set targets for the 
number of complaints to the Ombudsman classified as maladministration.  There 
have been no such findings against the Council since it was set up in 1998.  The 
table below shows the total number of complaints determined by the Ombudsman for 
Herefordshire in 2003/04 and the three previous years. 
 2000/01 2001/02 2002/03 2003/04 
Total number of complaints 
determined by the Ombudsman 

37 27 36 35 

Total number of complaints to the 
Ombudsman settled locally. 

8 5 5 3 

AGENDA ITEM 5
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3. As shown above, the majority of the complaints were found by the Ombudsman to be 
unfounded.  In three cases however, the Council did agree to take some further 
action to resolve the complaint. 

4. The table below sets out the number of complaints received by the Ombudsman by 
Directorate for 2003/04.   

Directorate LS NM OD OJ Total 
Environment 1 9 6 8 24 
Education 1   1 2 
Policy and Community   2  2 
Social Care and Strategic Housing  3 1 1 5 
Treasurers   1  1 
County Secretary and Solicitor 1    1 
Chief Executive     0 

Total 3 12 10 10 35 

 Key: LS  – Complaint settled locally (no report) 
  NM  – No or insufficient evidence of maladministration 
  OD  – Ombudsman’s Discretion (i.e. not proceeded with for a variety of reasons) 
  OJ  – Outside Ombudsman’s Jurisdiction  

Response Times 

5. The table below shows the average time the council takes to respond to the 
Ombudsman’s first enquiries on a complaint.  It is measured in calendar days from 
the date they send their letter/fax/email to the date that they receive a substantive 
response from the Council.   

 First Enquiries 
 No. of First Enquiries Avg no. of days to respond

2003/04 16 36.7 
2002/03 24 33.1 
2001/02 21 29.4 

 
Complaints Panel  

6. The Complaints Panel meet to hear unresolved complaints from members of the 
public following review at level 1 (by the local manager) and level 2 (by Director).  
The Panel comprises the Chief Executive and two Group Leaders advised by the 
County Secretary and Solicitor.  During 2003/04 it heard 8 complaints.  One was 
upheld and one was partially upheld. 

Directorate/ 
Department 

No. of Complaints / Section Outcome 

County Treasurer’s 2 – Council Tax 
1 – Revenue & Benefits Services 

Not Upheld 
Partially Upheld 

Environment 2 – Planning 
2 – Engineering & Transportation 
1 – Env. Health & Trading Standards 

1 Upheld – 1 Not 
Upheld 
Not Upheld 
Not Upheld 
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Alternative Options 

There are no alternative options. 

Risk Management 

Ombudsman findings of maladministration can result in compensation liability and risk the 
Council’s reputation. 

Consultees 

None identified. 

Background Papers 

Ombudsman correspondence file. 
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