Notice of Meeting

Overview & Scrutiny
Committee
Date:

Wednesday, 19 September 2018

Time:

17:30

Venue:

Conference Room 1, Beech Hurst, Weyhill Road, Andover,
Hampshire, SP10 3AJ

For further information or enquiries please contact:
Caroline Lovelock - 01264 368014
email clovelock@testvalley.gov.uk
Legal and Democratic Service
Test Valley Borough Council,
Beech Hurst, Weyhill Road,
Andover, Hampshire,
SP10 3AJ
www.testvalley.gov.uk

The recommendations contained in the Agenda are made by the Officers and
these recommendations may or may not be accepted by the Committee.

PUBLIC PARTICIPATION SCHEME
If members of the public wish to address the meeting they should notify the
Legal and Democratic Service at the Council's Beech Hurst office by noon
on the working day before the meeting.
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Overview & Scrutiny Committee
Wednesday, 19 September 2018
AGENDA

The order of these items may change as a result of members
of the public wishing to speak

1

Apologies

2

Public Participation

3

Declarations of Interest

4

Urgent Items

5

Minutes of the meeting held on 25 July 2018

6

Call in Items

7

Urgent decisions taken since last meeting

8

Update on Panels
Lead Members to update the Committee on the progress of their
Panels (10 mins)

9

Policing in Test Valley
Presentation by Chief Inspector Thorne and Inspector Taylor on
policing in Test Valley (60 mins)

10

Annual Report on Complaints
Annual summary of complaints dealt with under the Council's
formalised procedure 2017/18 for consideration (20 mins)
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5 - 53

11

Planning Panel's Final Report

54 - 57

To consider the recommendations of the Planning Panel on the
role and operation of the Planning Control Committee and the
two area Planning Committees (20 mins)
12

Parking (Car Park and Streets) Panel Scoping

58 - 60

To consider the draft scoping template for the Parking (Car Park
and Streets) Panel (20 mins)
13

Work Programme Report

61 - 71

To enable Members to keep the Committee's future work
programme under review (10 mins)
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ITEM 10

Annual Report on Complaints

Report of the Chief Executive (Portfolio: Corporate)

Recommended:
That the annual report be considered and endorsed.
SUMMARY:


The Chief Executive and Services together dealt with 189 complaints under the
Council’s formal procedure, in the year 2017/18.



The Local Government and Social Care Ombudsman (LGSCO) made
preliminary enquiries about 8 complaints relating to TVBC and began an
investigation into 3 of these for the year ended 31 March 2018.

1

Background
To facilitate the periodic monitoring of complaints and review by this
Committee each year, Services are required to prepare an annual summary of
complaints dealt with under the Council’s formalised procedure (the year runs
from 1 April 2017 to 31 March 2018).

1.1

A complaint is defined within the Council as: “an expression of dissatisfaction,
however made, about the standard of service, action or lack of action by the
Council, or its staff, affecting an individual customer or group of customers.”
Complaints recorded under the formal procedure (and dealt with in this
summary report) do not include those ‘first time’ representations which were
effectively requests for a service and dealt with as such. Accordingly, a new
report of a missed bin, or a broken swing, for example, would not be
registered and dealt with as a complaint, but as a request for action. Of
course, in the event that the Council failed to respond to the ‘request’
appropriately, then that may generate a complaint. Appeals against the level
of Housing Benefit or Council Tax Support awarded are not treated as
complaints but are dealt with under a separate appeals route.

2

Complaints 2017/18

2.1

In the year 2017/18 there were 189 service level complaints (those dealt with
by more than one service at the same time are counted as one complaint).
From these 189 complaints, 12 were escalated to the Chief Executive and 8
were the subject of LGSCO enquiries.
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This year sees a significant decrease of 77 complaints in the number of
complaints received from the previous year (266 in 2016/17).

Number of complaints 2014 - 2018
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The number of complaints has declined this year after a relatively stable three
years, despite the increase in housing and population in the borough, as
shown below.

The total estimated population of Test Valley compared
to the total number of complaints received by Test Valley
Borough Council (2015-2017)
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Customer Service unit figures for the year indicate that they received over
86,100 telephone calls which has decreased from 93,200 the previous year.
The number of face to face contacts for the year was 13,112, a decrease from
17,995 the previous year. The website received over 262,000 unique visitors
for 2017/18. A unique visitor is an individual that uses the website, however an
individual may use the website numerous times. Therefore, the number of
times the site was entered better illustrates the use of the website and these
totalled over 505,650 sessions for 2017/18.
It should be noted that the data for the website is not complete for the year
due to the website upgrade, which meant two weeks of statistics were not
collected. Nevertheless, it still indicates an increase in visitors to the website,
from 229,500 unique visitors last year.
The number of telephone contacts continues to decrease from previous years,
and this can be attributed to the new self serve processes put in place, to
enable and encourage customers to do their business with the Council
electronically. Overall, the total number of customer contacts for 2017/18 has
reduced from the previous year: approximately 340,700 in 2016/17 to
approximately 328,700 in 2017/18.

Volume of Contact 2014-2018
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150000
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50000
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Volume of Contact via CSU telephone and face to face and unique web visits

The following table gives a breakdown of the number of complaints which
continues to account for significantly less than 1% of overall transactions, and
falls well within accepted customer service industry standards.
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Stage of complaints
process

Number of complaints

Service level

189

Chief Executive escalations

12 (from the 189 above)

Local Government and
Social Care Ombudsman

8

2.2

The annual complaints logs contain personal information that should not be
published. This corresponds with the Ombudsman’s view that it is neither
necessary, nor desirable, for the Council to make such details public. As a
result the information provided in this report is largely statistical in nature.
Councillors should refer to the Complaints and Communications Officer if they
require more details about a specific case.

2.3

Specific Service Considerations
The number of complaints and compliments received can be broken down
across the services as follows:

Service

Number of
complaints

As a % overall

Compliments

Environmental

92

48.68

137

Estates and Economic

28

14.81

5

Planning & Building

14

7.41

66

Housing &
Environmental Health

13

6.88

3

Revenues (incl CSU)

13

6.88

19

Communities & Leisure

11

5.82

21

Legal & Democratic

7

3.70

Not logged

Cross Service

9

4.76

n/a

Chief Executive

2

1.06

Not logged

Page 8 of 71

Test Valley Borough Council – Overview and Scrutiny Committee – 19 September 2018

CEX escalations from
the 189 service level
complaints

12

6.35

n/a

The number of complaints for each service does not, of course, necessarily
provide a direct correlation with the standard of customer service provided,
and that these overall results cannot be treated in isolation. Each of these
service results are heavily influenced by the type of business transacted by
that service, for example, the number of customer facing transactions carried
out, the public profile of the actions carried out by that service, and whether
the customer has alternative formal routes for redress or appeal.
Environmental Services
The Environmental Service receives the highest number of complaints but
these are very low when considering the number of interactions it has with the
public. For example, in 2017/18, the Environmental Service provided waste
and recycling collections to 54,000 properties within Test Valley each week.
This totals over 2,800,000 collections a year. Using this example, the number
of complaints received equates to only 0.003% of collections. It is also notable
the number of complaints is significantly lower than last year.
Planning and Building Service
For 2017/18, the Planning and Building Service dealt with 4246 planning
related matters, comprising of 1567 planning applications, 431 pre-app
enquiries, 909 condition discharge applications, 624 tree applications and they
also dealt with 715 planning enforcement cases. Against this background, the
figures show that the number of complaints received against the volume of
work undertaken by the Planning and Building Service equates only to
approximately 0.3% of the work carried out.
The Service has had a number of staff vacancies filled over the last year and
as a consequence, delays in dealing with cases have significantly improved.
This may have also contributed to the reduction in complaints for this service.
2.4

An analysis of the root cause of complaints received has shown that the
majority of complaints can be categorised into four main types:
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Type of complaint

Percentage

Council error/incorrect action

31

Unhappy with decision/action
taken by Council

30

Staff conduct

11

No response received/poor
communication

6

Other

22

Trends 2015-2018
45%
40%
Council error/incorrect
action

35%
30%

Unhappy with decision taken

25%
20%
15%

No response/poor
communications

10%

Staff conduct

5%
0%
2015/16

2.5

2016/17

2017/18

Learning points
The Council treats every complaint received as an opportunity to identify
learning outcomes and improve service provision.
These complaints are valuable not only in identifying service improvements
but in improving public perception and satisfaction with the Council as a
whole. Each complaint can be an opportunity to make changes or service
improvements on a small or greater scale.
Annexes 3 – 9 are reports that provide specific detail on a selection of
complaints within different services as examples to illustrate this. The report
on the escalated complaints to the Chief Executive (Annex 3) details every
complaint that progressed to Stage 2 of the complaints process.
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Examples of some of the learning points and improvements made as a result
of complaints during 2017/18 include:

2.6



Managers continuing to use trends identified in the learning outcomes to
resolve recurring issues and using examples of these complaints for
training and discussion in team meetings.



Review of, and amendments made, to information provided on the Council
website regarding Universal Credit and benefits.



Training on using the portable Hearing Loop and refresher Equalities
Training.



All Penalty Charge Notice appeal correspondence will include the officer’s
name in addition to their signature on the letters.

Time taken to respond
The Council’s service standard is to respond in full to a complaint within 10
working days of receipt, or if this is not possible within that time (for example,
because of the complexity of the complaint, the number of third parties
involved or awaiting additional information), a holding response is sent to the
customer. This standard continues to be met in the majority of the complaints.
When a complaint is escalated to stage 2, the Chief Executive has 15 working
days to respond. This standard was met in the majority of the complaint
responses. Where this is not possible, the complainants are made aware that
there will be a delay.

2.7

Unreasonable or unreasonably persistent complainants
There are currently no complainants determined as vexatious.

3

The Local Government and Social Care Ombudsman

3.1

The Local Government and Social Care Ombudsman (LGSCO) has
undergone a series of organisational and procedural changes over the past
three years, including the recent change of name to include Social Care in
their title.
The Ombudsman produces an annual letter which is attached as Annex 1.
Annex 2 contains a guide to understanding the statistics provided. The
number of complaints or enquiries received by the LGSCO does not
necessarily match with the number of complaints progressed to the LGSCO by
the Council. This is because in some cases, complainants approaching the
LGSCO directly may be given advice or be referred to another organisation
and the Council may not be aware of this. The LGSCO will also refer a
complainant back to the Council if the complaint has not completed the local
authority’s complaints procedure and in some cases, these may not come
back to the Council.
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3.2

During the year 2017/18 the Council received 8 initial complaint enquiries from
the LGSCO of which only 3 were investigated.
The table below also includes two complaints counted on the 2016/17 report
as they were under investigation but were not completed within that year.

INVESTIGATED
Date
23 Feb
17

Subject Matter
Complaint from
previous year as
investigation not
completed in 2016/17

Action Taken

LGSCO outcome

CEX previously reviewed
the information and found
no evidence of
maladministration regarding
this application.

Decision: The Council
failed to include its
assessment of the impact of
two new ground floor
windows in the report
Escalated to LGSCO as
recommending planning
complainant unhappy
permission be granted for a
with the responses
residential extension. This
Information and copies of
received regarding the
fault did not affect the
alleged maladministration correspondence sent to
Council’s decision to grant
LGSCO as requested.
in the handling of a
planning permission and
planning application.
therefore did not cause the
Investigation completed on complainant any significant
Complaint also alleges
27 June 2017 with final
lack of visibility and
injustice. This complaint
record keeping of some decision issued.
was found to have fault
data relevant to the
with no injustice.
application.
LGSCO advised of
investigation and request
for information.

14 Mar
17

Complaint from
previous year as
investigation not
completed in 2016/17

Information and copies of
correspondence sent to
LGSCO as requested.

Decision: The evidence
shows Members had the
correct staff information
before them when they
Investigation completed on granted the permission. It
Further complaint
1 June 2017 with final
was open to Members to
submitted to LGSCO
decision issued.
refuse the application if they
regarding a planning
considered the staff
application and that the
numbers accessing the site
Council did not take into
gave grounds for that
account the increased
refusal. There was no fault
number of staff intending
by the Council’s
to use the site when
Enforcement Officer (EO)
granting the latest
when responding to Mrs X’s
permission at Committee.
reports of problems on the
access road.
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The complainant also
believes that there is a
lack of enforcement
which has resulted in the
access lane and adjacent
footpaths being unsafe
for use as well as
unacceptable noise to
their property.
26 May
17

Complaint regarding the
perceived lack of
consultation process
provided for the Andover
Leisure Centre re-build.

LGSCO request for
correspondence, CEX letter
providing clarification on the
tender.
This previously went to
the LGSCO who declined
to investigate as it was
premature. However, After
the stage 2 response, this
complaint then returned
from the Ombudsman as an
enquiry.

Decision: There was no
fault in the way the Council
reached the decision to
replace Andover Leisure
Centre with a new facility on
the same site.

Investigation completed on
3 August 2017 with final
decision issued.
23 Jan
18

LGSCO investigating only
part of the complaint
regarding the Andover
Airfield site development.
Specifically that the
Council “assumed
responsibility from the
developer for installing
acoustic fencing but failed
to do so” as sections of
the fencing have yet to be
installed.

Request for information and Decision: The Ombudsman
response by 27 April 2018. found no fault by the
Council in how it attempted
to install acoustic fencing to
mitigate the noise from a
Decision given 26 June
business park near the
2018
complainant’s home.
However, the
Ombudsman did find fault
by the Council with
regards to its delay in
bringing this matter to a
conclusion. This caused
the complainant
Request for information
unnecessary frustration.
and response by 27 April
The Council agreed to pay
2018.
the complainant a
financial sum of £200 in
recognition of this.
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26 Feb
18

Complaint escalated to
Decision given 14 Jun 2018
the LGSCO regarding
rodent activity allegedly
stemming from the
neighbouring garden
which the complainant
believes to result from the
state of the garden.

Decision: There was no
fault by the Council in
reaching a considered and
informed decision not to
take formal action against
the neighbour in question.

NOT INVESTIGATED
Date

Subject Matter

Action Taken

27 Apr
17

Complaint regarding the
delay in dealing with a
Penalty Charge Notice
appeal.

The Council was not aware
this had gone to the
LGSCO until request for
information from LGSCO
received.

7 Jun 17 Complaint of lack of
Action by Environmental
Health regarding alleged
noise nuisance from
wood chipper to CEX.

CEX response sent to
LGSCO when issued on 13
July 2017 explaining that as
a short lived incident, it
constituted inconvenience
but not a statutory nuisance
and on that basis the
Council did not propose to
take any further action.

LGSCO outcome

Not investigated:
Summary: We will not
investigate this complaint
about the Council’s delay in
responding to the
complainant’s appeal
Decision issued on 10 May against a parking penalty.
They can appeal against
17.
the penalty to the Traffic
Penalty Tribunal. It is
reasonable to expect them
to do this and so the
complaint is outside our
legal remit. The
complainant is not caused
any significant injustice by
the Council delay and so
even if this did not apply we
would not investigate.

Decision issued 31 July
2017.
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Decision: The Ombudsman
does not have grounds to
investigate this complaint
about the Council’s failure
to take action under health
and safety legislation
regarding noise from a
wood chipper. This is
because there is no sign
that fault by the Council has
caused the complainant an
injustice to warrant our
involvement.
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3 Oct 17 Complaint about planning The Council was not aware
permission for a
this had gone to the
development near them. LGSCO until email from
LGSCO received, detailing
decision to not investigate.

The Ombudsman will not
investigate this complaint
because there is insufficient
personal injustice caused to
the complainants by the
Council’s decision.

Decision issued on 3 Oct
17.
6 Dec 17 Complaint regarding the
handling of a planning
application.

LGSCO requested previous LGSCO decision to not
investigate.
correspondence.
Decision issued on 27 Feb
18.

29 Jan
18

3.3

This is because it is unlikely
that they will find fault with
the Council’s actions.

Complaint regarding the
debt collection of a
parking ticket charge by
bailiffs.

Decision issued on 5-Feb- Not investigated:
18
Complaint received by
LGSCO and not
investigated as it had not
yet completed the Council’s
The complainant has tried
complaints procedure.
to avoid paying the
penalty charge however
the evidence provided
has contradicted their
statements and the
penalty charge is
legitimate. The
enforcement agents have
been asked to progress
the debt recovery.

The LGSCO publish the statistics for all local authorities each year. This
enables a comparison to be made between comparable authorities based on
the CIPFA (Chartered Institute of Public Finance and Accountancy) ‘Nearest
Neighbours Model’. The model provides a “family group” of local authorities
that are comparable for bench-marking purposes. However, it is important to
note that this is not an exact comparison due to the unique nature of each
authority and the services they provide, as well as the geographical area and
related issues. It can therefore only be used for ascertaining an approximate
and informal bench-mark.
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Authority Name

Total
complaints
assessed

Decision:
Complaint
not upheld

Decision:
Complaint
upheld

Test Valley Borough Council

8

2

1

Ashford Borough Council

16

1

0

East Hampshire District Council

11

4

1

South Oxfordshire District Council

12

0

3

Vale of White Horse District
Council

20

0

5

4

Other matters

4.1

The reporting of complaints is embedded in the Council’s performance
management process, giving further opportunity for issues to be raised
throughout the year, and for wider corporate trends to be identified should they
arise.

5.

Conclusion
Complaints at service level have significantly decreased this year, after
remaining largely static over the past three years. The number of complaints
escalated to the Chief Executive has also decreased this year from 24 in
2016/17 to 12 in 2017/18. The decline may be due to higher staff levels in
some services, as well as better dissemination of complaint handling
outcomes and feedback by services, to improve practice across the board.
Heads of Services continue to be encouraged to escalate the complaint to the
Chief Executive in the interests of efficiency and the Council continues to
signpost complaints to the LGSCO as recommended.

5.1

Complaints raised via social media, including Twitter and Facebook, continue
to be monitored by the Communications Team with both CSU and the
Communication Team responding to Twitter enquiries and monitoring
Facebook messages.

5.2

The consistency of complaints reporting suggests that the complaints process
continues to work effectively. Where necessary, trends are identified and
managed by individual Services. The Complaints and Communications Officer
will continue to work closely with Services to identify ways to effectively
manage and resolve complaints.

5.3

The Committee is requested to consider the annual complaints report for
2017/18.
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Background Papers (Local Government Act 1972 Section 100D)
Confidentiality
It is considered that this report does not contain exempt information within the
meaning of Schedule 12A of the Local Government Act 1972, as amended, and can
be made public.
No of Annexes:

9

Author:

Rebecca Rodford

Ext:

8109

File Ref:
Report to:

Overview and
Committee

Scrutiny Date:
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18 July 2018
By email
Roger Tetstall
Chief Executive
Test Valley Borough Council

Dear Roger Tetstall,
Annual Review letter 2018
I write to you with our annual summary of statistics on the complaints made to the
Local Government and Social Care Ombudsman (LGSCO) about your authority for the year
ended 31 March 2018. The enclosed tables present the number of complaints and enquiries
received about your authority and the decisions we made during the period. I hope this
information will prove helpful in assessing your authority’s performance in handling
complaints.
Complaint statistics
In providing these statistics, I would stress that the volume of complaints does not, in itself,
indicate the quality of the council’s performance. High volumes of complaints can be a sign
of an open, learning organisation, as well as sometimes being an early warning of wider
problems. Low complaint volumes can be a worrying sign that an organisation is not alive to
user feedback, rather than always being an indicator that all is well. So, I would encourage
you to use these figures as the start of a conversation, rather than an absolute measure of
corporate health. One of the most significant statistics attached is the number of upheld
complaints. This shows how frequently we find fault with the council when we investigate.
Equally importantly, we also give a figure for the number of cases where we decided your
authority had offered a satisfactory remedy during the local complaints process. Both figures
provide important insights.
I want to emphasise the statistics in this letter reflect the data we hold, and may not
necessarily align with the data your authority holds. For example, our numbers include
enquiries from people we signpost back to the authority, some of whom may never contact
you.
In line with usual practice, we are publishing our annual data for all authorities on our
website, alongside an annual review of local government complaints. The aim of this is to be
transparent and provide information that aids the scrutiny of local services.

Page 18 of 71

Future development of annual review letters
Last year, we highlighted our plans to move away from a simplistic focus on complaint
volumes and instead turn focus onto the lessons that can be learned and the wider
improvements we can achieve through our recommendations to improve services for the
many. We have produced a new corporate strategy for 2018-21 which commits us to more
comprehensibly publish information about the outcomes of our investigations and the
occasions our recommendations result in improvements to local services.
We will be providing this broader range of data for the first time in next year’s letters, as well as
creating an interactive map of local authority performance on our website. We believe this
will lead to improved transparency of our work, as well as providing increased recognition to
the improvements councils have agreed to make following our interventions. We will
therefore be seeking views from councils on the future format of our annual letters early next
year.
Supporting local scrutiny
One of the purposes of our annual letters to councils is to help ensure learning from
complaints informs scrutiny at the local level. Sharing the learning from our investigations
and supporting the democratic scrutiny of public services continues to be one of our key
priorities. We have created a dedicated section of our website which contains a host of
information to help scrutiny committees and councillors to hold their authority to account –
complaints data, decision statements, public interest reports, focus reports and scrutiny
questions. This can be found at www.lgo.org.uk/scrutiny I would be grateful if you could
encourage your elected members and scrutiny committees to make use of these resources.
Learning from complaints to improve services
We share the issues we see in our investigations to help councils learn from the issues
others have experienced and avoid making the same mistakes. We do this through the
reports and other resources we publish. Over the last year, we have seen examples of
councils adopting a positive attitude towards complaints and working constructively with us
to remedy injustices and take on board the learning from our cases. In one great example, a
county council has seized the opportunity to entirely redesign how its occupational therapists
work with all of it districts, to improve partnership working and increase transparency for the
public. This originated from a single complaint. This is the sort of culture we all benefit from –
one that takes the learning from complaints and uses it to improve services.
Complaint handling training
We have a well-established and successful training programme supporting local authorities
and independent care providers to help improve local complaint handling. In 2017-18 we
delivered 58 courses, training more than 800 people. We also set up a network of council
link officers to promote and share best practice in complaint handling, and hosted a series of
seminars for that group. To find out more visit www.lgo.org.uk/training.
Yours sincerely,

Michael King
Local Government and Social Care Ombudsman
Chair, Commission for Local Administration in England
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Local Authority Report:
For the Period Ending:

Test Valley Borough Council
31/03/2018

For further information on how to interpret our statistics, please visit our website:
http://www.lgo.org.uk/information-centre/reports/annual-review-reports/interpreting-local-authority-statistics

Complaints and enquiries received
Adult Care
Services

Benefits and
Tax

Corporate
and Other
Services

Education
and
Children’s
Services

Environment
Services

Highways
and
Transport

Housing

Planning and
Development

Other

Total

0

0

2

0

3

2

0

5

0

12

Decisions made
Incomplete or
Invalid

1

Detailed Investigations

Advice Given

Referred
back for
Local
Resolution

Closed After
Initial
Enquiries

Not Upheld

Upheld

Uphold Rate

Total

0

3

5

3

1

25%

13

Notes

Complaints Remedied

Our uphold rate is calculated in relation to the total number of detailed investigations.
The number of remedied complaints may not equal the number of upheld complaints.
This is because, while we may uphold a complaint because we find fault, we may not
always find grounds to say that fault caused injustice that ought to be remedied.
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by LGO

Satisfactorily by
Authority before LGO
Involvement

0

0
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ANNEX 2

Interpreting LGSCO complaints data
Received cases
This is the number of complaints and enquiries we received within a given period.
You should be cautious when using these statistics to monitor the performance of
organisations within our jurisdiction. This is because the number of new cases we
receive doesn’t simply depend on the number of problems people have with local
services. There are lots of other factors to consider. For example:








Demographics. An organisation that serves a large population is likely to see more
complaints reach us. This could also influence the kind of complaints that are made
to us. For example, a community that includes a high proportion of older people may
raise more complaints about adult social care services.
Local conditions. Sometimes, one-off events can generate multiple complaints
about the same organisation. For example, we might receive several complaints
from people who oppose a council’s decision to grant planning permission for a large
housing development.
Expectations. Not everyone who receives a poor service goes on to raise a
complaint with us and some people are less likely to complain than others. So a fall
in the number of received complaints may reflect lower expectations rather than an
improvement in services.
Signposting. A high number of received complaints might reflect an organisation
that is good at letting people know they can ask us for an independent investigation.
Decided cases
This is the number of decisions we make on the cases we see. It is important to
know that not all complaints and enquiries are appropriate to investigate. We report
our decisions by the following outcomes:









Invalid or incomplete. We were not given enough information to consider the issue.
Advice given. We provided early advice, or explained where to go for the right help.
Referred back for local resolution. We found the complaint was brought to us too
early because the organisation involved was not given the chance to consider it first.
Closed after initial enquiries. We assessed the complaint but decided against
completing a full investigation. This might be because the law says we’re not allowed
to investigate it, or because it would not be an effective use of public funds if we did.
Upheld. We completed a detailed investigation and found evidence of fault, or we
found the organisation accepted fault early on.
Not upheld. We completed a detailed investigation but did not find evidence of fault.
Our uphold rate shows how often we find organisations get things wrong. It is
expressed as a percentage of the detailed investigations we complete.
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Remedied cases
When we find fault in the way an organisation carries out its duties, we consider
whether this caused an injustice to the person who was affected. If so, we make
recommendations about what the organisation should do to put things right.




Complaints remedied by authority. This is the number of cases in which we
decided that, while it did get things wrong, the organisation took satisfactory action to
remedy the injustice caused.
Complaints remedied by LGO. This is the number of cases which required our
direct intervention to put things right for the person who was affected.
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ANNEX 3

Chief Executive escalations and cross service complaints 2017/2018
Across service complaints summary
CEX service complaints:
Number of cross service complaints:
Number of escalations to the Chief Executive:
Of these 12 escalated complaints:
Referrals to the LGSCO

Escalated complaints breakdown:
Planning enforcement
Planning applications
Environmental Health matters
Benefits and Council Tax
PCN
Other planning

2
9
12

8, of which the LGSCO declined
to investigate 5.

2
3
3
2
1
1

1
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CEX service complaints and/or cross service complaints

Lessons
Learnt/Changes made

Date

Subject Matter

Response

20-Oct-17

CEX complaint:
Complaint regarding Andover and
Romsey town shopping survey.
Complainant is unhappy that their
age was a barrier to them taking
part.

DB explained regarding the age limits set To reinforce instructions
by survey.
to explain the statistical
requirements before
rejecting.

10-Oct-17

CEX complaint:
DB explained that Telephone Preference
Complainant’s number is registered Service does not restrict from marketing
with telephone preference service
surveys.
but received a call about Romsey
and Andover survey 2017.

16-Jun-17

Cross-service complaint with
REVS, CSU and ENV:
Complainant has a mobility disability
and is deaf. They made a complaint
about the way they were dealt with
and staff conduct, in addition to
complaints regarding bin collection
and council tax support.

Letter from Complaints and
Communications Officer offering an
apology and also clarification regarding
bin collection and council tax support.

2
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Date of
Closure
23-Oct-17

11-Oct-17

The matter was raised
30-Jun-17
with the Equalities Officer
and further training will be
provided on using the
portable Hearing Loop.
Refresher Equalities
Training will also be
provided.
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27-Jul-17

Cross-service complaint with
H&EH, P&B (trees), C&L (trees)
and L&D:
Ongoing complaint regarding the
maintenance of neighbouring
property’s garden and rats.
This complaint was also escalated
to CEX.

This complaint previously completed the
complaints procedure and was
investigated by the LGSCO who decided:
The Council has properly considered use
of its discretionary powers to deal with
problems caused by the poor condition of
the garden of a private home. It has taken
practical action to help those affected.
There is no fault in the Council’s actions.

To continue to do our
Current
utmost to reconcile the
expectations of the public
with our legal position.

As there may be change in the situation,
this is again being investigated, primarily
by H&EH.
08-Aug-17

Cross-service complaint with
ENV and CSU:
Complaint that this is the third time
that their bin and their neighbour's
bin have been missed. Their bins
have always been put outside the
same place for the last 7 years on a
Tuesday. The complainant has
noticed in the past 2 months that
other neighbour's bins are also not
being collected.

Bin was collected and email sent in
response apologising to the complainant
for the Council’s omission. They were
also advised that the call had been
listened to by the Customer Services
Team Leader who considered that the
member of staff had dealt with the matter
in an appropriate manner.

The second part of the complaint is
how they believed they were spoken
to when they phoned up reception.

3
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To ensure that the
10-Aug-2017
feedback loop is
complete with frontline
staff to avoid repetition of
missed bins.
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22-Aug-17

Cross-service complaint with
H&EH and P&B:
Complaint regarding health and
safety concerns in regard to Pizza
Hut on Mylen Road, and in regard to
the relevant planning application
requirements.

CEX response to confirm that the
Complaint ongoing.
complaint is on hold as it is considered
premature. The matters raised will be
dealt with by the appropriate services.
This remains a live matter, to be dealt
with by the Planning and Building Service
and by the Environmental Health team
where necessary, as previously
explained.

13-Sept-17

Clarification also provided that as far as
Food Hygiene regulations are concerned,
the extraction facilities in the kitchen
comply with these legal requirements.

Ongoing.

10-Nov-17

19-Oct-17
Further response from complainant
who believes, in essence, that the
CEX response dismissed their
complaint and that it was incorrect.

Further CEX response: Having had
further advice from the EH officer, we are
not able to accept the complainant’s
contentions and the matter remains in
hand.
Complainant continues to correspond.

31-Oct-17

Cross-service complaint with
C&L and ENV:
Complaint regarding the refusal of
an application for a kerb set (a
particular type of grave marker that
covers the entire grave) in Woodley
Cemetery. The complainants are
also unhappy about grass clippings

Explanation given on the Council abiding
by the regulations relating to cemeteries
and confirmed that we will ensure
standards are kept up regarding grave
side maintenance.

4
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For the Grounds
17-Nov-17
Maintenance Manager to
monitor standards to see
what improvements can
be made going forward.
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on the grave and would prefer to
maintain the area themselves.
4-Nov-17

Cross-service complaint with
HEH and C&L:
Complainant believes there is a rat
problem on the green area by Town
Mills, Andover.

Response sent confirming that following a To manage the balance
report in early October, C&L requested
between feeding the
that the Pest Control Officer undertake a ducks and public health.
rodent control treatment and that
treatment is still continuing. The treatment
was started on 11 October and the officer
has been visiting at least once each
week. Treatments can take some time to
complete, particularly in public areas
where the options for safe rodenticide
treatments are limited.

08-Nov-17

10-Nov-17

Cross-service complaint with
ENV and HEH: Complaint about
treatment received by the Housing
team in regards to the housing list.
The complaint also includes the
removal of the complainant’s
caravan and it allegedly being
broken into by Enforcement Team.

Response provided to explain that there
was no contact made regarding the
enforcement notice on the caravan and
the database was checked so it was
assumed abandoned.

24-Nov-17

The caravan was returned to the
complainant once notified that it was not
abandoned.
Clarification also given on the housing
issues.

11-Nov-17

Cross-service complaint with IT
and EED:
Complainant is unhappy with the
letter received detailing the planned
review of traffic management in East
Andover as it contains errors. The

Response to:

IT are reviewing
alternative methods for
1. apologise for the grammatical errors in delivery of emails to
Councillors.
the letter.
2. explain that the non-delivery of

5
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29-Mar-18

second part of the complaint is the
non-delivery of emails to a
Councillor’s email address with no
indication.

Councillors’ emails arises from an
international practice introduced by some
ISPs and is beyond the Council’s control.

Cross-service complaint with
CEX, REVS and ENV:
Complainant had received TV News
and their Council Tax bill and their
complaint covered the increase in
Council Tax, garden waste services
and recycling, the cost of TV News
to print and distribute, and the
infrastructure and parking issues in
Romsey.

Response from Complaints officer
collating all service responses. Response
explained the council tax increase,
provided clarification around garden
waste and recycling, detailed cost
information and reasons for printing TV
news and clarified matter around current
Highways works in Romsey.

13-Apr-18

Complaints escalated to the Chief Executive

Date

Subject Matter

Response

Lessons
Learnt/Changes made

25-May-17

Escalated complaint of noise
CEX response to reiterate Council’s
stemming from nearby development responsibility and clarification on
site.
acceptable noise. Evidenced steps taken
by EH throughout the period of the
complaint to monitor noise.

6
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Date of
Closure

Date

Subject Matter

Response

Lessons
Learnt/Changes made

26-May-17

Escalated complaint as unhappy
with HoS response regarding
handling of planning application.

CEX response addressing concerns
raised and attaching officers report. The
HoS had emailed with an explanation and
also an apology regarding the delay in
their complaint response.

To recognise the
importance of
responding to
complainants promptly
and that delays lead to
frustration and
entrenched positions
being taken. Staff and
managers have been
reminded of the
importance of dealing
with complaints more
promptly. Service to
monitor complaints
more proactively.

16-Jun-17

To remember the
importance of dealing
with complaints as
promptly as possible.

20-Jun-17

CEX response providing clarification and
reiterating previous responses.
30-Jun-17

Second response requesting
clarification of certain points made
by CEX.

21-Aug-18

Third letter received.

7-Jun-17

Complaint regarding failure of ANPR CEX response apologising for delay in
system at Andover Business Park. HoS response and providing explanation
of the issues that occurred.

14-Jun-17

Escalated complaint as unhappy
with HoS response and felt
complaint against planning officer
and handling of the planning
application was not recorded
correctly or fully encapsulated their
concerns.

Further CEX response reiterating
previous response and signposting again
to the LGSCO.

CEX response reiterating HoS response
that there is no evidence of misconduct
by planning officer. Other points
addressed.

Complainant unhappy with how the Second CEX response reiterating the

7
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Date

Subject Matter

Response

Lessons
Learnt/Changes made

24-Aug-17

case officer treated her and others
involved in the planning application
on land adjacent to their property.
Concern was also expressed that
the application regarding the
footpath is of local public interest
and has not been dealt with
appropriately.

above and signposting again to LGSCO.

23-Jun-17

Escalated complaint regarding the
alleged noise nuisance from wood
chipper.

CEX response reiterating the half hour
event wouldn’t warrant statutory nuisance
and the EH team dealt with his concerns
appropriately.

Date of
Closure
13-Sep-17

To be sensitive to the
difficulty of managing
expectations of the
public.

13-July-17

This complaint went to the LGSCO and is
noted on their letter, attached in the
report. Their decision was to not
investigate.
27-Jun-17

Complaint escalated as complainant CEX reiterated previous responses with
is unhappy with HoS response
emphasis on legal framework on PCN.
regarding their Penalty Charge
No evidence of alleged misconduct.
Notice (PCN). Also alleged further
misconduct by officer.

12-Jul-17
Further emails as unhappy with

Email from complaints officer to confirm

8
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Date

27-Jul-17

Subject Matter

Response

CEX response and requested
details of how officer was
investigated regarding alleged
misconduct.

CEX and Hos investigated as detailed in
response, including the outcome and
therefore signposted to LGSCO.

Escalated cross-service complaint
with H&EH, P&B (trees), C&L
(trees) and L&D:

This complaint previously completed the
complaints procedure and was
investigated by the LGO who decided:
The Council has properly considered use
of its discretionary powers to deal with
problems caused by the poor condition of
the garden of a private home. It has taken
practical action to help those affected.
There is no fault in the Council’s actions.

Ongoing complaint regarding the
maintenance of neighbouring
property’s garden and rats.

Lessons
Learnt/Changes made

To continue to do our
outmost to reconcile the
expectations of the
public with our legal
position.

Date of
Closure

Current

As there may be change in the situation,
this is again being investigated, primarily
by H&EH.
4-Aug-17

Complainant unhappy with Hos
response and escalated to CEX.
Complaint alleging they have been
discriminated against as a disabled
person with regards to their housing
situation and homelessness
application.

CEX response reiterating that the Council
has made significant efforts to resolve the
matter and therefore do not agree that we
have failed in our housing duties or that
the Council has discriminated against the
complainant.

28-Sept-17

Repeat complaint re planning
application and alleged lack of
enforcement.

A scheduled site visit took place and the
Council received legal advice regarding
enforcement and met with the owners

9
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Date

7-Nov-17

Subject Matter

Complaint regarding the provision of
a path on a development. The
complainant is unhappy with
previous responses from P&B.

Response

Lessons
Learnt/Changes made

and representatives to discuss the next
steps. Complainant advised of
requirements put in place and that
enforcement will proceed if these
requirements are not met.

complainants promptly
and delays lead to
frustration and
entrenched positions
being taken. Staff and
managers have been
reminded of the
importance of dealing
with complaints more
promptly. Service to
monitor complaints more
proactively.

Cex letter clarifying that the issues raised
are currently the subject of consideration
by the Planning and Building Service, in
relation to the applicant’s proposals to
modify the section 106 agreement.

Complaints were taken
into account in the
consideration of the
relevant planning
application.

Date of
Closure

24-Nov-17

The complainant’s letter has been
passed to the planning officer dealing
with the application to fully take into
account all their representations prior to
the determination of the application.
Currently with LGSCO.
19-Mar-18

Escalated complaint regarding the CEX response with further clarification
To maintain awareness
alleged failure of the Planning
given, and considers no fault in how P&B of the subjective nature
department to deal with breaches of dealt with matter. All of the resident’s
of design in the planning

10
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Date

Subject Matter

Response

Lessons
Learnt/Changes made

planning consent including how the
application and approval were
handled.

complaints have been investigated and
the enforcement team continues to liaise
with agent where relevant.

process.

Date of
Closure

Acknowledged that the opinion of design
is subjective process which will engender
differences in opinion.
Currently with LGSCO.
27-Mar-18

Escalated complaint requesting
CEX response reiterating HoS response
compensation for an underpayment and that compensation is not justified in
of Housing Benefit.
this case.
The HoS had reviewed the case and at
no time were benefit assessments
queried. The case was picked up
following a routine review of students.
Compensation not relevant as the
Council was not made aware there was a
problem or that the customer was
struggling with their rent payments.
However the Council agreed to refund
the court costs.

11
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ANNEX 4

Community & Leisure Services Annual Complaints Log 2017/18
Complaints summary
Total number of complaints

11

Of these 11 complaints:
Escalations to Chief Executive
Escalations to the LGSCO

0
1

Multi-service complaints

1

Unhappy with Council decision
Tree works
Delay/ Lack of response
Other

4
2
1
4
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Examples of complaints that resulted in explicit learning points or service improvements (2)
Date

Subject Matter

Response

Lessons Learnt/ Changes made

Date of Closure

3-May-17

Complainant is concerned at
the way in which works to a
wildlife habitat has been
carried out and without
consultation with the Parish
Council.

Letter sent explaining why the
works had been carried out
and an explanation stating that
there is no obligation to consult
with the Parish Council.

Matter raised with officers. There was a
good level of communication generally
but due to the visual impact of the
works, this difference could have been
explained more explicitly.

10-May-18
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Date

Subject Matter

Response

Lessons Learnt/ Changes made

17-Oct-17

Complaint regarding the
promised provision of a
badminton venue for a club
during the period of the
Andover Leisure centre
rebuild.

Response provided by a
To maintain a high level of
Councillor to explain the
communication and contact with key
difficulties the Council has had stakeholder groups.
in providing alternative venues
for the very specific needs of
the group. The response gave
assurance that a considerable
amount of effort has been
expended providing alternative
venues for the group,
particularly in trying to arrange
accommodation for activities at
another venue. An alternative
venue was found and
equipment was purchased (by
the Council) in order for the
club to share with another club
locally.
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ANNEX 5

Estates and Economic Development Services Annual Complaints Log 2017/18
Complaints summary
Total number of complaints

28

Of these 28 complaints:
Escalations to Chief Executive
Escalations to the LGSCO

1
2

Multi-service complaints

1

Staff conduct
Parking enforcement
Penalty Charge Notices
Premises matters
Other

2
12
7
3
4
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Examples of complaints that resulted in explicit learning points or service improvements (2)
Date

Subject Matter

Response

Lessons Learnt/ Changes made

13-Jul-17

Complainant unhappy with
the way in which a parking
enforcement appeal was
dealt with by the parking
team and by the
correspondence sent to them.

HoS letter with clarification on All PCN appeal reply letters to include
why the letter was dealt with as the officers name in addition to
an appeal. Also confirming that signature on appeal correspondence.
In future all correspondence
will include the officer’s name.

20-Jul-17

9-Feb-18

The complainant is upset with
the way a parking warden
spoke to them when receiving
a PCN.

Email sent to apologise for the
behaviour and assured the
customer that this was not the
CEO's intention to come
across in that manner.

20-Feb-18

CEOs alerted to how others may
perceive behaviour and to make sure
that they display appropriate behaviour
at all times to members of the public.
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ANNEX 6

Environmental Services Annual Complaints Log 2017/18
Complaints summary
Total number of complaints

92

Of these 92 complaints:
Escalations to Chief Executive
Escalations to the LGSCO

0
0

Multi-service complaints

3

Bin collections
Garden Waste scheme
Lack of response/action
Damage to property
Crew/Officer conduct
Grass cutting/grounds maintenance
Other

25
6
11
8
31
6
5
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Example of complaint that resulted in explicit learning points or service improvements (20)
Date

Subject Matter

Response

Lessons Learnt/ Changes made

19-Apr-17

Resident's fence was
Resident contacted with an
damaged by the grass cutter. apology and posts to be
replaced.

Discussion with crew regarding the
impact of the situation for the customer.

21-Apr-17

8-May-17

Complaint that the crew are
always missing the green
waste bin and the customer is
having to phone in every
time.

Waste Collection Supervisor
(S) visited and spoke to the
customer. Arranged for bin to
be emptied and spoke with the
crew who knew this property
and they believe the bin is not
always presented.

Crew are aware and the Supervisor has
asked them to write any issues onto
their work sheet including if bin is not
presented.

16-May-17

12-May-17

Repeat complaint that the bin
has not been emptied. The
resident forgot to move it to
the edge of the pavement but
they don't think that's an
unreasonable distance for it
to be collected from.

WCS(S) visited property but
Crew made aware of location for bin to
there was no response from
be returned to. Crew made aware of
the resident. They emptied the assisted status.
bin and spoke to the crew who
are now returning the bin to
the appropriate place.
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15-May-17

Repeat complaint that the
bins are not put back where
they have asked them to be
and this has happened on
several occasions.

W&R Supervisor visited
Agency staff not to visit this property in
customer to discuss the issue. future.
The resident explained that the
issue was raised some time
ago and the bin had been
going back as agreed. Photos
taken of where the resident
wants the bin to go, and these
have been shown to the crew,
who seemed to be aware.
Supervisor asked crew to
ensure that a permanent
member of the team collects
from this property in future.
Customer happy with the
resolution.

27-Jul-17

Complaint that bins are being
left behind disabled relative's
mobility vehicle. Customer
has previously asked for the
bin not to be left obstructing
this but has not received a
response.

W&R Manager apologised for Discussion with crew regarding the
the inconvenience caused.
impact of the situation for the customer.
Raised issue with WCTL(N)
who subsequently raised it with
the crew. Practice should stop
immediately, contact details
provided if happens again.

31-Jul-17

Second time complaining
about bad service on
collection of rubbish.
Previously agreed for
collection every Tuesday but
this was not collected last
Tuesday.

WCTL(S) ensured collection
took place 1 August. This
customer has sacks for waste
due to position of property.
Collection was missed due to
different driver last week.

16-May-17

28-Jul-17

Agreed where waste will be left in future, 1-Aug-17
no room outside of property.
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17-Aug-17

Complaint that waste
collection operatives should
not be allowed to smoke
whilst working and using the
machinery as it is not very
professional.

Unable to respond to customer Supervisors instructed to remind
as no contact details provided. operatives re smoking policy.

7-Sep-17

Customer subscribed to
garden waste collection
service in July but has had to
call three times as garden
waste bag has not been
emptied.

Passed to WCTL(S) Leader to W&R Team Leader spoke to the Garden 11-Sep-17
investigate and contact
Waste team - team will ensure collected
customer. Customer is on the in future.
database. GW collected and
customer contacted.

12-Sep-17

Bins missed for three weeks. WCS(S) investigated. Issues Discussion to be had with landowners with cars blocking access and suggested hatching be put onto road to
this is to be raised with
avoid bin access being restricted.
landowners. Bins emptied.

13-Sep-17

18-Sep-17

Bins missed with regularity.
Customer has contacted
TVBC several times to have
the crew return and empty
bins. Reason for this call is
garden waste has been
missed again and customer
now has additional waste that
needs to be collected.

22-Sep-17

WCS(S) to investigate and
contact customer. WCTL(S)
spoke with garden waste team
and the missed garden waste
has been collected. WCTL(S)
to speak with the waste
collection teams. Spoke to
customer to apologise.

Discussion with waste collection crew,
and garden waste collection crew
regarding the impact of the situation for
the customer.
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26-Sep-17

Report as resident suspects SSS(S) investigated with
Staff to be reminded in team brief that
council operatives urinating in operatives. They were on site they are always being observed by the
church yard.
to see whether the grass was public.
dry enough to cut - not
urinating as reported.

2-Oct-17

Customer feels wrongly
accused of putting unsuitable
items in brown bin but
believes the offending bin
belongs to neighbour.

BSO checked contamination
Crew reminded to check address before 3-Oct-17
spreadsheet and crew sheets - log/tag completed.
confirmed the data held is not
for customer’s address. W&R
Manager called customer to
discuss and apologised for the
error. W&R Team Leader
discussed with the waste
collection crew and reminded
them to check address before
logging/tagging.

12-Oct-17

Has had to keep phoning to
ask for grass at the junction
of Romsey on to Whinwhistle
Road to be cut as it is
causing visibility obstruction.

SSS(S) cut the grass as
requested. Apologised to
customer as this was missed
on last rural cut visit.

13-Oct-17

Third time of complaining.
Customer on assisted list,
bins not being returned to
point of collection, being left
blocking access from the
house.

Returned Friday to replace bin. Crew reminded to be aware of assisted
collection and return location of bin.

SSS(S) to ensure it is cut in future.
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20-Oct-17

Complaint that their empty
bin was not returned to
collection point and was left
in the road. Customer had
reported this the previous
week and is not happy that it
has happened again.

SS Manager called customer Photo of exact location for bin provided
to advise he would investigate. for crew/discussed with crew.
Street Scene Manager and
W&R Team Leader visited
customer to discuss. Photo
was taken of the position
where the bin should be left.
Issue discussed with crew and
photo shown to clarify.

24-Oct-17

7-Nov-17

Crew left all the bins in the
road and as it is a very
narrow road, their car was
unable to pass where the
bins have been left.

WCTL(S) spoke to customer - WCS(S) Monitoring.
crew are now placing bins
back as normal.

9-Nov-17

8-Nov-17

Bin not fully cleared, crew
WCS(N) arranged for bins to
took bags from bin by hand. be emptied. Crew spoken to,
Loose items at the bottom of to ensure no repeat.
bin were left as bin was not
tipped into the lorry.

10-Jan-18

Crew are not returning bins to WCS(N) spoke to crew. Crew Crew reminded to return to bins in future 10-Jan-18
the collection point. Previous reminded to returns bins in
crew have always wheeled
future.
them back up the hill.
Customer asked crew to
move the bins back but they
refused.

Discussion with crew regarding the
impact of the situation for the customer.
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8-Mar-18

Recycle lorry churned up
verge and gravel, and the
pavement tarmac is also
pulled up. The lorry also
blocked access to driveway.

WCS(N) visited property today File note created. Driver will not be
with SSSC(N). Repair will be using this route again.
carried out and the customer is
very happy with outcome.

13-Mar-18

Letter received following red
tag being placed on bin.
Customer asking what is
causing contamination as
nothing identified on tag. This
is not the first time a tag has
been issued.

W&R Manager offered apology
for bin being tagged as it
appears it was tagged in error.
Offer to return to empty bin
was declined as customer felt
they still have enough bin
capacity.

9-Mar-18

Response to customer dealt with by
16-Mar-18
CEX - W&R Manager suggested it
would be worth suggesting bin is clearly
marked with house number to make
identifying bin easier and avoid future
issues.
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ANNEX 7

Housing & Environmental Health Services Annual Complaints Log 2017/18
Complaints summary
Total number of complaints

13

Of these 13 complaints:
Escalations to Chief Executive
Escalations to the LGSCO

4
2

Multi-service complaints

2

Unhappy with Council decision
Delay/ Lack of response
Enforcement
Other

5
2
5
1

Example of complaint that resulted in explicit learning points or service improvements (1)
Date

Subject Matter

Response

Lessons Learnt/ Changes made
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Date

Subject Matter

Response

Lessons Learnt/ Changes made

30-Nov-17

The complainant submitted a
request for pest control and
paid the fee. They have not
been contacted and they are
upset as they have not got
the service they have paid
for.

Apology given. Arranged for a To ensure services are provided in a
contractor to contact the
prompt and efficient manner.
complainant and arrange to
visit them the next day to do a
pest treatment. The Council
reimbursed the fee paid by the
complainant. HoS contacted
the complainant who is
satisfied with the outcome.
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ANNEX 8

Planning & Building Services Annual Complaints Log 2017/18
Complaints summary
Total number of complaints

14

Of these 14 complaints:
Escalations to Chief Executive
Escalations to the LGSCO
Multi-service complaints

6
5
1

Unhappy with planning application
decision
Enforcement
Delays/ lack of response
Advice given
Other

4
5
2
2
1
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Example of complaint that resulted in explicit learning points or service improvements (3)
Date

Subject Matter

Response

Lessons Learnt/ Changes made

Date of Closure

24-Apr-17

Complainant is unhappy with
handling of an application
and with the delay in dealing
with both application and
complaint.

HoS response with
explanation. Apology also
emailed regarding delay in
complaint response.

Recognising the importance of
responding to complainants promptly
and delays lead to frustration and
entrenched positions being taken. Staff
and managers have been reminded of
the importance of dealing with
complaints more promptly. Service to
monitor complaints more proactively.

17-May-17

3-Oct-17

Incorrect info from Tree Team
concerning TPOs and
Conservation area in
Stockbridge.

Apology given for incorrect
information provided by
administrative staff and agreed
to pay the applicant’s costs.

Additional staff training has been given 26-Oct-17
to avoid this reoccurring. Staff have
been advised also to ensure they have
all the information they need before they
provide advice and to provide a holding
response while they gather the
information necessary to give a full
reply.

Dissatisfied with the advice
given by the tree team.
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Date

Subject Matter

Response

Lessons Learnt/ Changes made

Date of Closure

06-Mar-18

Complaint made and
Planning Officer
acknowledged saying they
would respond in mid Feb,
but complainant still not
received anything in 8 weeks.

Email sent by HoS to
apologise for the delay and
clarification provided on
original complaint.

Recognising the importance of
responding to complainants promptly
and delays lead to frustration and
entrenched positions being taken. Staff
and managers have been reminded of
the importance of dealing with
complaints more promptly. Service to
monitor complaints more proactively

12-Apr-18
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ANNEX 9

Revenues (Including Customer Services) Annual Complaints Log 2017/18
Complaints summary
Total number of complaints

13

Of these 13 complaints:
Escalations to Chief Executive
Escalations to the LGSCO

1
0

Multi-service complaints

4

Unhappy with decision
Universal Credit and Benefits
Staff conduct
Other

7
2
2
2

Examples of complaints that resulted in explicit learning points or service improvements (4)
Date

Subject Matter

Response

Lessons Learnt/ Changes made
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Date

Subject Matter

Response

Lessons Learnt/ Changes made

4-Apr-17

Customer rang up with a
HOS listened to telephone call The advisor was working across two
garden waste renewal
and sent apology by e-mail
teams and needed further training
enquiry and was unhappy
and clarified renewal process. regarding renewal process.
with the way the advisor dealt
with them.

7-Apr-17

19-May-17

Complainant is unhappy with
the decision to make
payments of Housing Benefit
direct to tenant when a
safeguard arrangement is
already in place to pay
landlord.

Assistant Benefits Manager
Reminder to team of safeguarding
responded to the landlord and arrangements.
apologised for not collecting all
information when making
decision to change payee.
Payment of final HB amount
due made to landlord.

30-May-17

4-Oct-17

Complainant unhappy with
actions taken in respect of
Council Tax Support claim as
they believe their special
needs were not being taken
into account.

HOS held a face to face
Vulnerability issued raised at the next
interview listening to all the
team meeting and vulnerability training
issues and apologised.
arranged for all benefits staff.
Explained all the processes
and that conflicting information
was sent to us by the DWP.
Reviewed claim documents
and requested backdate
awarded as this was the
remedy the customer was
seeking.

4-Oct-17
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Date

Subject Matter

Response

Lessons Learnt/ Changes made

Date of Closure

6-Dec-17

Complaint regarding the
confusion between whether
Housing Benefits or Universal
Credit is applicable. The
complainant claimed the
information on the TVBC
website is misleading and
caused distress when trying
to sort out their child's
situation regarding supported
living.

HOS telephoned customer to
discuss problems. Followed
information on website and
applied for housing costs via
Universal Credit, Service
Centre told customer this was
incorrect as was living in
supported accommodation had
to apply for HB. The property is
supported accommodation so
information from DWP was
incorrect. HOS followed this up
with DWP and confirmed
housing costs would be
included in first payment of
UC.

Amendment made to the website to say
if in supported accommodation ring the
benefits team for advice. DWP have
clarified that TVBC do not have access
to UC Full Service information so team
have been advised how to deal with
customer queries in the future.

13-Dec-17

HoS rang the complainant to
confirm the information from
the service centre and advised
claim for Housing Benefit
would be closed. Also advised
that the Council will look at
providing clearer information
on website.
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ITEM 11

Planning Panel’s Final Report

Report of the Planning Panel Lead Member of the Planning Panel

Suggested Recommendations:
1.

That Members are encouraged to meet with new Planning Officers in order
to build a rapport.

2.

That a programme of planning training for Members be compiled and
regular updates be received.

3.

That the composition of Planning Control Committee comprise of 14
Members (The Chairman and Vice-chairman of each of the two Area
Committees plus the Portfolio Holder and nine members to balance of
northern and southern members as far as possible, as from Annual Council
in May 2019.

4.

That the area Committees continue as currently.

SUMMARY:


The Overview and Scrutiny Committee appointed a member Panel to review the
role and operation of the Planning Control Committee and the two area Planning
Committees and to gain a better understanding of how the Planning Committees
operated and produce recommendations for their future role, structure and
composition.

1

Introduction

1.1

An Overview and Scrutiny Committee (OSCOM) Task and Finish panel was set
up in 2016 to review TVBC’s Plans and Planning Process to examine the role of
the Plans Panel, the area planning committees and the Planning Control
Committee (PCC).

1.2

That Panel submitted its report to OSCOM on 16 October 2016 and a number of
recommendations on the Planning Advisory Panel and on how planning
committees operate were recommended to Cabinet.

1.3

The Panel at that time did not review the role and operation of the Planning
Control Committee and the two area planning committees and therefore a phase
2 of the Panel was to look at these areas.
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2

Background

2.1

The Planning Panel was set up on 22 November 2017 and comprised of
Councillor Hibberd (Lead Member) together with Councillors Baverstock, Few
Brown, Finlay, Jeffrey, Neal and Hatley and Hawke (co-opted). The Panel was
tasked to look at the role, functional operation, structure and composition and
effectiveness of the Planning Control and two area committees.

2.2

The Planning Panel met on (5) occasions to review whether the three
Committees;





Still had a valid role to play in the Borough Council’s planning process in
their current form.
Fulfilled their function.
Had a structure and composition which reflected the knowledge of
planning required and
Produced outcomes which stood up to robust scrutiny.

3

Corporate Objectives and Priorities

3.1

The review would help to underpin the rationale for the way in which planning
decisions are made in future, thus supporting the objective of “Enhancing and
preserving our Built and Natural environment”. It may also recommend “doing
things differently” and hoped to achieve the final result of “doing things better”.

4

Membership of the Area Planning Committees

4.1

The Panel had not explored alternative models and benefits of alternative
numbers of members at this stage. The previous Planning Panel had surveyed
Members and found that Members were keen to retain the current system.
Residents would expect their ward councillors to represent them and no new
evidence had come forward to the contrary.

4.2

The Panel had hoped to attend other Local Authorities and the New Forest Parks
planning committee but unfortunately it had been difficult to pin down a date that
could be agreed.

4.3

Therefore it was agreed that there should not be any change to the membership
of the area planning committees.

5

Membership of Planning Control Committee

5.1

The Panel had previously suggested reducing the Planning Control Committee to
10 comprising the Chairman and Vice-Chairman of each of the two Area
Committees plus the Portfolio Holder and two nominated Members from each of
the Area Committees plus one Member to achieve a balance of northern and
southern members.
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5.2

As mentioned at the previous panel it was more important to balance northern
and southern members than political proportionality as far as possible. It was
also felt that it would be complicated for NAPC and SAPC to nominate two
members from each committee to sit on Planning Control as it would be difficult
to achieve a political and a north/south balance, in this way.

5.3

Therefore it was agreed that the membership of PCC should comprise of 14
members comprising of the Chairman and Vice-Chairman of each of the two
Area Committees plus the Portfolio Holder and nine members to a balance of
northern and southern members as far as possible.

5.4

Members discussed the suggestion that members should not being able to sit on
the Planning Control Committee in their first term of office and felt that this could
disadvantage new members if they had previous experience in other Local
Authorities or Bodies.

6

Training

6.1

The Panel were keen to emphasize the importance of Members attending
planning training in the report. Members should be actively encouraged to attend
planning training before taking part in planning meetings. It was advised that
Members could not be prohibited from attending or taking part in a planning
meeting if they had not attended training and Members could not be forced to
attend training but the importance of training needs to be recognised. Members
should be encouraged to attend training from within their Groups.

6.2

Members on Planning Control Committee should be actively encouraged to
attend training to make sure they are not undermining Council Policy or at risk of
costs. Members need to be experienced in planning matters. It was suggested
that training should be monitored not only by officers but also within Members’
own Groups. It was also suggested that the role of planning champion could be
created to actively encourage members to attend training. It was suggested that
maybe the Chairman of NAPC or SAPC could champion this.

6.3

Rolling programme of planning training
The Head of Planning and Building had explained that it was difficult to set out a
rolling programme of planning training without knowing what training is required
and this is also dependant on any changes to planning legislation which may
come forward. It was suggested that Members should feed back any training
requirements to the Head of Planning and Building especially if there is any
specific training they would like to undertake.

7

Communication

7.1

Members should be encouraged to introduce themselves to new officers and to
communication with them and continue to have a dialogue on a regular basis in
order to build relationships and rapport. Members should also be encouraged to
discuss any issues pertinent to an application. Officers are there to give advice
to Members in accordance with legislation and policy matters in order to give
members the information needed to make an informed decision.
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7.2

The Head of Planning and Building had referred to the discussion held following
SAPC on 21 November 2017 where it was noted that there was some conflict
between Members and officers at meetings. The Head of Planning and Building
had explained that there is a Member Code of Conduct which set out the
expected standards of conduct by Members and a Protocol for Member and
Officer Relations to guide Members and officers in their relations with one
another in a way that promotes openness and propriety and secures impartiality
in the provision of officer advice and the management of services. It was
suggested that the Head of Legal be asked to review the Protocol and/or guide to
include a reference to communication and dialogue with planning officers.

7.3

It was suggested that new planning officers could be available from 5pm prior to
area committees so that Members could introduce themselves.

8

Planning Advisory Service

8.1

The Panel were aware that the Planning Advisory Service would be undertaking
an independent review of the Council’s planning Committees in the autumn and
would make be making recommendations on how best the Planning Committees
should be made up and the relationship of the area committees with the Planning
Control Committee. The Panel were aware that their recommendations regarding
the Planning Committees could change following that review.

9

Options

9.1

There are a number of recommendations that would require a change to the
Constitution and would therefore need to be considered at Council.

10

Conclusion

10.1

The Panel has reviewed the role, structure and composition of the three planning
committees and the outcomes will help to underpin the rationale for the way in
which planning decisions are made in future.

Background Papers (Local Government Act 1972 Section 100D)
Confidentiality
It is considered that this report does not contain exempt information within the
meaning of Schedule 12A of the Local Government Act 1972, as amended, and can
be made public.
No of Annexes:
Author:

Councillor Hibberd

Ext:

8014

OSCOM

Date:

19 September 2018

File Ref:
Report to:
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ITEM 12

Parking (Car Park and Streets) Panel Scoping

Report of the Lead Member: (Portfolio: Planning)

Recommended that the Parking (Car Park and Streets) scoping template to be
approved.
SUMMARY:


The Committee is requested to consider the draft scoping template for the
Parking (Car Park and Streets) Task and Finish Panel and comment thereon.

Background Papers (Local Government Act 1972 Section 100D)

Confidentiality
It is considered that this report does not contain exempt information within the
meaning of Schedule 12A of the Local Government Act 1972, as amended, and can
be made public.

No of Annexes:

One

Author:

Councillor Baverstock

Ext:

8014

OSCOM

Date:

19 September 2018

File Ref:
Report to:
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ANNEX

Part 2 - Scoping Form
Test Valley Borough Council Overview & Scrutiny Committee
Panel Reviews - Scoping Template
1

Corporate Priority/Service Area (may be more than one)
Estates & Economic Development
Planning Policy

2

Lead Member(s)/Chairman of Panel
Cllr Baverstock
Panel members

Panel Members

3

North
Cllr Cockaday
Cllr Hawke

South
Cllr C Dowden
Cllr A Johnston

Portfolio Holder(s)
Cllr Adams King

4

Key Areas of Focus





Residential Streets – new development
o Parking provision and standards (including enforcement)
o Size of parking spaces
Public Car Parks
o Size of parking spaces - increased size of modern cars ( 6"
longer and 3" wider) this also affects size of garages in older
developments.
o Underground car parking
o Park and Ride
o Disabled parking
o Technology
Regulations/guidance covering parking of commercial vehicles in
residential areas.
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5

What will be developed or reviewed?
Planning Guidance and included in the Local Plan, lobbying Government for
new legislation relating to parking of commercial vehicles in residential areas.

6

Rationale – Why now/why at all?
Increased number of housing estates which don’t provide significant parking
for todays lifestyles.
More user friendly public car parks including designated spaces for larger
vehicles and the misuse and abuse of car parks by the public

7

Anticipated Benefits
Accessibility for residents in residential areas and better public parking may
help support the Town Centre economy.

8

Resource Implications
Additional funding to implement any recommendations

9

Are there any Partner Organisations involved in the Project? If so,
which?
In-house (iTransport Car Park Study)
Private car parking operators
HCC

10 Does the Project require Public Involvement?
Yes

11 How will the Project assist the achievement of a Corporate Priority or
Priorities?
Live – Ensuring that new housing developments provide residents with a
quality environment in which to live.
Work – delivering the right parking facilities to help support our town centres.
Enjoy – improving parking at leisure facilities for the Borough.
12 What do you want OSCOM to do now?
Agree the scope
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ITEM 13

Programme of Work for the
Overview & Scrutiny Committee

Report of Head of Legal and Democratic Services

Recommended:
The Committee is requested to:
1.

Review the outcomes on the work programme and recommendations
update.

2.

Approve the future work programme.

SUMMARY:


The purpose of this report is to enable members to keep the Committee’s future
work programme and recommendations update under review.

1.

Background

1.1

The OSCOM Work Programme is presented at Annex 1 for review and
approval.

1.2

The OSCOM Task and Finish Panels update is presented at Annex 2 for the
Committee’s review and comments.

1.3

The Cabinet Work Programme is attached at Annex 3 for the Committee to
consider.

Background Papers (Local Government Act 1972 Section 100D)
None
Confidentiality
It is considered that this report does not contain exempt information within the
meaning of Schedule 12A of the Local Government Act 1972, as amended, and can
be made public.
No of Annexes:

3

Author:

Caroline Lovelock

Ext:

8014

Overview and Scrutiny
Committee

Date:

19 September 2018

File Ref:
Report to:
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ANNEX 1

OVERVIEW & SCRUTINY WORK PROGRAMME 2018/19

17 OCTOBER (ANDOVER)
Round Table Discussion on
the Corporate Plan
Drug prevention services in the
Borough
Annual Audit Report
Report back on proposals from
the Public Involvement Panel
14 NOVEMBER (ANDOVER)
Round Table Discussion on
the Corporate Plan
Budget Panel Report Draft
Budget and Fees and Charges
12 DECEMBER (ROMSEY)
Economy in Test Valley
21 JANUARY (ROMSEY)
Budget Strategy Update

*

Scrutiny Indicator Key:
1 : Holding to Account

*Scrutiny
Indicator

Requested by

3

Committee

3

Cllr C Dowden

2

Committee

3

Committee

3

Committee

4

Committee

2

Committee

Look at Economy policy and results (Economic Development Officer) (20 mins)

1

Committee

To check the results of the Budget Panel chaired by the Vice Chairman and make sure all is
satisfactory (Vice-Chairman) (20 mins)

2 : Performance Management

Purpose of Report
(Responsible Officer/ Member)

To consider the emerging outcomes from the public engagement work. (Policy Manager)
To understand the multi agency support available in the borough for people with drug dependency
(Community Engagement Manager) (20 mins)
To receive the report
(Head of Finance/Auditor Manager) (20 mins)
Report back on the Public Involvement Panel’s recommendations following review by the Member
and Community Development Group. (Policy Manager) (20 mins)
To consider the outcomes of the emerging evidence gathered by the public engagement work.
(Policy Manager)
To consider the draft Budget Panel report
(Vice Chairman) (20 mins)

3 : Policy Review
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BRIEFING NOTES
2017

Date Circulated
The use of the Rendezvous in Andover (Head of Estates)

6 April 2017

March

Car Park Management (Engineering and Transport Manager)
Affordable Housing Update (Head of Housing and Environmental Health)

18 May 2017
3 March 2017

April

Ways in which the vibrancy of the Town Centre can be measured (David Gleave, Economic
Development Manager)

31 March 2017

June

Risk Management (Principal Auditor)
Equalities Scheme (Corporate Director)
Art Strategy including Public Art Commissions (Head of Community and Leisure)

12 June 2017

July

The role of Licensing in Test Valley (Licensing Manager)

25 July 2017

August

Supporting families update (Community Manager)
Crime and Disorder update (Community Engagement Manager – Community Safety)

12 June 2017
13 June 2017

November

Elections discussion
Parking discussion (confidential)
Flytipping discussion

8 November 2017
8 November 2017
16 November 2017

March

Affordable Housing Update (Head of Housing and Environmental Health)

19 March 2018

May

Safeguarding Children & Vulnerable Adults (Community Engagement Manager)

22 May 2018

June

Test Valley Partnership Annual Review (Policy Manager)
Risk Management (Principal Auditor)

31 July 2018

25 July 2017

2018

2019
February

Contribute and be part of a strong community. Review of Corporate Plan Objective (Andy Ferrier)

Date to be agreed
*

Scrutiny Indicator Key:
1 : Holding to Account

2 : Performance Management

3 : Policy Review
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Hampshire County Waste Strategy
Review of Community Toilet Scheme

*

Scrutiny Indicator Key:
1 : Holding to Account

2 : Performance Management

3 : Policy Review
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ANNEX 2
Panel

Lead Member

Progress Update

Report back to
OSCOM

Completed Panels
Community Safety Panel

Councillor Baverstock

Phase 1 complete Phase 2 final report in July

Review of Call In Process

Councillor C Dowden

Recommendations to Cabinet on 19 April 2017 and Council
agreed recommendations on 6 September 2017.

Communications and Procurement Panel

Councillor J Cockaday

Considered on 25 October 2017 recommendations to Cabinet
agreed on 18 November 2017

3 August 2016

Scoping document agreed by OSCOM on 20 September 2017

Public Involvement Panel

Councillor Baverstock

Report back

21 March 2018

Recommendation to Cabinet

18 April 2018

Findings of the Panel referred to the Member and Community
Development working group to develop proposals further and to
report back to OSCOM with proposed actions for onward
submission to Cabinet

Ongoing Panels

Planning Panel

Councillor Hibberd

Scoping template agreed

22 November 2017

Report back

25 July 2018

Panel’s final report to OSCOM

19 September 2018
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Meeting to be arranged early January to review the options for
the Council Tax Support Scheme 2019/2020
Report back
Council Tax Support Scheme

Councillor Baverstock

21 March 2018

Recommendation to Cabinet on options 5, 6 and 7
Cabinet agreed to undertake consultations on options 5, 6 and
7 with a slight amendment to option 5

18 April 2018

Panel to reconvene to consider the results of the consultation.

Parking (Car Park and Streets) Panel

Councillor Baverstock

First meeting held on 6 July to agree scoping template
Scoping template to OSCOM
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Cabinet Work Programme
Further information
1.
This is a formal notice under Regulation 9 of The Local Authorities (Executive Arrangements)(Meetings and Access to
Information)(England) Regulations 2012. This edition supersedes all previous editions.
2.
Documents submitted to the Cabinet or Cabinet Member(s) for decision will be in the form of a formal report, which if public
and non-urgent, will be available for public inspection on this website at least 5 clear working days before the date that the
decision is due to be made.
3.
Background papers for such reports are listed in this Programme where their identity is known in advance of the report being
written.
4.
Documents shown will be available from the Democratic Services Manager at Test Valley Borough Council, Beech Hurst,
Weyhill Road, Andover, Hants, SP10 3AJ. They can also be contacted at admin@testvalley.gov.uk.
5.
Please note that additional documents relevant to those matters mentioned in the Work Programme may be submitted to the
decision maker.
6.
Whilst the majority of the Cabinet’s business at the meetings listed in this Work Programme will be open to the public and
media organisations to attend, this is formal notice under the above regulations that part of the Cabinet meetings listed in
this Work Programme may be held in private because the agenda and reports for the meeting will contain exempt
information under Part 1 of Schedule 12A to the Local Government (Access to Information) Act 1985 (as amended) and that
the public interest in withholding the information outweighs the public interest in disclosing it.
6.
To view details of the members of the Council’s Cabinet who will be making these decisions, please click the link below:
Cabinet Members
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KEY DECISIONS
A key decision is one which is likely
1.

to result in the local authority incurring expenditure which is, or the making of savings which are, significant having regard to
the local authority’s budget for the service or function to which the decision relates;
or

2.

to be significant in terms of its effect on communities living or working in an area comprising two or more wards or electoral
divisions in the area of the local authority.

The Council’s thresholds are
a.

Decisions on spending which are within the annual budgets
approved by the Council

NO THRESHOLD

NOT KEY DECISION

b.

Decisions on cash flow, investments and borrowings.

NO THRESHOLD

NOT KEY DECISION

c.

Decisions for spending or savings outside the budget, or
included in the annual budget with reservations.

SPENDING EXCESS OF £75,000 PER ITEM IS A KEY
DECISION

Arrangements for making representations to the cabinet regarding decisions contained within the work programme
A member of the public may address the Cabinet in accordance with the Public Participation Scheme. Notice must be given to the
Democratic Services Manager by noon on the day before the meeting.
Members of the public are welcome to write to the appropriate Head of Service as listed in the Work Programme on any matter
where a decision is to be made.
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Date of
Decision
(Location)

Item

Key
Decision
Decision maker

May include
information
which is not
to be made
public*
No

Documents to be
Submitted for
Consideration

Head of
Service

Report of the Housing
and Environmental
Health Portfolio Holder

Head of
Housing and
Environmental
Health

Notice of
proposed
decision
first
published
13 Aug
2018

12 Sep
18
(A)

Designated Protected
Areas (DPAs)

Yes

Cabinet
and
Council

12 Sep
18
(A)

Andover Business
Improvement District

Yes

Cabinet

Yes

Report of the
Economic
Development and
Tourism Portfolio
Holder

Head of
Estates and
Economic
Development

13 Aug
2018

12 Sep
18
(A)

Management of
Abbotswood Area of Nature
Conservation and
Ecological Mitigation

No

Cabinet

No

Report of the
Community and
Leisure Portfolio
Holder

Head of
Community
and Leisure

13 Aug
2018

12 Sep
18
(A)

Proposal to recognise fallen
service persons not
recorded on the Andover
WW1 war memorial

No

Cabinet

No

Report of the
Community and
Leisure Portfolio
Holder

Head of
Community
and Leisure

13 Aug
2018

12 Sept
18
(A)

Corporate Financial
Monitoring (4 months)

No

Cabinet

No

Report of the Finance
Portfolio Holder

Head of
Finance

13 Aug
2018
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Date of
Decision
(Location)

Item

Key
Decision
Decision maker

10 Oct
18
(A)

Valley Housing Matters

Yes

Cabinet

May include
information
which is not
to be made
public*
Yes

10 Oct
18
(A)

Medium Term Financial
Strategy

No

Cabinet

No

Report of the Finance
Portfolio Holder

Head of
Finance

13 Aug
2018

10 Oct
18
(A)

Fees and Charges

No

Cabinet

No

Report of the Finance
Portfolio Holder

Head of
Finance

13 Aug
2018

07 Nov
18
(A)

Asset Management Plan
Update

No

Cabinet

No

Report of the Finance
Portfolio Holder

Head of
Finance

13 Aug
2018

07 Nov
18
(A)

Capital Programme update

No

Cabinet

No

Report of the Finance
Portfolio Holder

Head of
Finance

13 Aug
2018

07 Nov
18
(A)

Corporate Financial
Monitoring (6 months)

No

Cabinet

No

Report of the Finance
Portfolio Holder

Head of
Finance

13 Aug
2018
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Documents to be
Submitted for
Consideration

Head of
Service

Report of the Finance
Portfolio Holder

Acting Head
of Revenues
(Local
Taxation and
Project
Enterprise)

Notice of
proposed
decision
first
published
13 Aug
2018

Test Valley Borough Council – Overview and Scrutiny Committee – 19 September 2018

Date of
Decision
(Location)

07 Nov
(A)

Item

Gambling Act 2005 –
Statement of Licensing
Principles

Key
Decision
Decision maker

No

Cabinet

May include
information
which is not
to be made
public*
No

Documents to be
Submitted for
Consideration

Head of
Service

Report of the
Corporate Portfolio
Holder

Head of Legal
and
Democratic

Notice of
proposed
decision
first
published
10 Sept
2018

* Members of the public will be excluded from the discussion during the consideration of these reports in the event that they contain
information which is not to be made public in accordance with the relevant legal provisions.

DELAYED/DELETED ITEMS
Original
Date Of
Decision
10 Oct 18
(A)

Item

Delayed/Deleted

Corporate Financial Monitoring Delayed
(6 months)

Reason For
Delay/Deletion

Informed By

Date Informed

End of year figures not
ready until end of
September report would
not be ready for agenda

Head of Finance

28 Aug 2018
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