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Foreword 
 

 

Geoff Brown 
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Paul Masters 

Strategic Director for 
Neighbourhoods 
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Service Director 
Neighbourhoods and 
Public Protection 

 

Welcome to the Neighbourhoods and Public Protection 
Service Plan for 2017-18.  In April 2016 we set out our 
three year plan for the Public Protection Service, which is 
still available for further details of our service and longer 
term priorities.  Since that plan was written, the Council 
has re-structured into four Directorates to provide a 
more joined up service to the people of Cornwall 
focussing on residents’ needs.   

This change has also bought together the Libraries and 
Information Service, Registration Service, Parking 
Enforcement Team and Public Protection Service to 
create a new Neighbourhoods and Public Protection 
Service.  We are part of the Neighbourhoods Directorate, 
and have a key role in ensuring that the neighbourhoods 
of Cornwall are places which are clean, safe and active 
with resilient local communities. 

The purpose of this plan is to provide clarity on what we 
aim to deliver in 2017-18, and the transitional 
arrangements required to establish the new 
Neighbourhoods and Public Protection Service.  

Our new Service has a strong aspiration to lead the way 
in designing and trialling new sustainable models of 
service delivery that are of high quality, shaped around 
our customers’ needs, and delivered by motivated and 
engaged staff.  

This plan sets out our vision, priorities and activities to 
achieve our aspirations over the next year. 
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1 Our Service 
 
The Neighbourhoods and Public Protection Service deliver a number of statutory 
responsibilities as part of Cornwall Council. We deliver a range of regulatory and 
place based community services through our three customer facing functions: 
 

Library and Information Service  
Community Protection, Licensing and Enforcement 
Business Standards and Registration 

 
Whilst moving towards a new service model, our Library and Information Service 
remains key to our vision around place and neighbourhoods. We will lead a 
service that oversees devolved library and information services alongside direct 
control and running of a number of others together with mobile and community 
models as well as an infrastructure that ensures Cornwall receives a service that 
meets our statutory requirements. 
 
Our Registration Service is essential to our residents and their life events - 
births, deaths and marriages. A County wide network of offices and staff ensure 
that we are there to support and help people in happy and sad stages of their 
lives. 
 
Our public protection services include advising, supporting and enforcing legal 
compliance within businesses trading in Cornwall to ensure a fair trading 
economy, protecting public health and improving standards of animal welfare. 
We also coordinate activities that prevent or respond to issues which threaten 
the quality of life within our neighbourhoods including those related to air, water 
and land quality, environmental crime such as littering and fly tipping, stray 
dogs, nuisance behaviour including noise issues and parking enforcement. 
 
Our Service’s role is a balance between actively providing support, advice and 
information and targeting enforcement activity against those that put public 
health, the local economy and the environment at risk. We assist businesses, 
individuals and communities to enable them to become more resilient, 
sustainable and flourish in a clean and safe environment. 
 
Everything we do supports Cornwall’s 532,300 residents, 10 million day trippers, 
4 million staying visitors and recipients of services we provide, as well as 
supporting over 50,000 businesses. 
 
Our Service Plan helps us to set out a clear direction for the Service over the 
next year and informs the management of our resources and performance.  We 
use our professional knowledge, risk based intelligence, and customer feedback 
to help shape our service priorities.  We have grouped our service delivery into 
priorities to easily communicate what we want to achieve over the next three 
years, although everything that we do contributes to our vision and delivers 
against the cross cutting outcomes.   
 
These priorities are aligned to Cornwall Council’s strategy to ensure we are 
delivering against the wider aims of the Council.  
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2 Our Vision, Priorities and Objectives 
 
Our vision is: “To engage, innovate and lead in taking new approaches in 
delivering customer centred, valued and sustainable services that 
inform, support and protect our communities’ wellbeing, environment & 
economy”. 
 
Our Service Priorities & Objectives 
 
Our five priorities and our objectives ensure that we deliver the best and most 
effective service possible for the people of Cornwall. We have three community 
focussed priorities, which describe what we are going to deliver to meet the 
needs of our community. These are supported by two service development 
priorities that describe how we are going to deliver our services. Our priorities 
are delivered through our objectives and these are described in more detail in 
section 5. Our principles describe the way that we deliver our service with a 
focus on excellent results for customers and Cornwall. 
 
                                      Community Focussed Priorities 

 

 
We will support economic

growth and consumer
confidence by providing

targeted advice, community
engagement and enforcement 

action. 
 

 
improve 

Cornwall’s

 
 

 

 

 
We will protect and  
health, wellbeing and safety by 
providing information, support, 

community engagement and 
enforcement action. 

 

 
We will be innovative in Service 

delivery, th rou gh 
devo lut ion ,  securing income, 

efficiencies and use of 
intelligence to focus on
community priorities. 

 

 

 
We will protect the health,

safety and wellbeing of our staff 
and develop their talent and 

productivity 
to ensure we are agile and 

resilient for future changes. 
 

 
• Deliver excellent results for Cornwall and our customers 
•  
• Work smart 

 

Service 
Development 
Priorities 
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3 Our Service Structure  
 
Our service fulfils a diverse range of duties that are delivered through 3 front facing service delivery units and 2 strategic support 
teams. Our service structure ensures that we have the right resources and skills to deliver our priorities and objectives.   
 

 

Allan Hampshire 
Service Director 

Neighbourhoods & Public Protection 

Brett Holmes 
 Enterprise & Innovation 

Manager 

Enterprise and Innovation 
Team 

Stuart Benson 
Head of Business Standards 

&  Registration Service 

Quality Standards & 
Animal Health 

Commercial Food & 
Safety 

Fair Trading 

Port Health Registration Service  

Mark Luxton 
Head of Community 

Protection , Licensing & 
Enforcement Service 

Community Protection 

Environmental 
Protection & Licensing 

Compliance 

Civil  Parking 
Enforcement 

Licensing 

Julie Zessimedes 
Head of Library & 

Information Service 

Education Library 
Service 

Library and Information  
Service 

Library Programme 
Team 

Emma Childs 
Service  Improvement & 

Efficiency Manager 

Performance & Systems 
Team 

Technical Support  
Team 
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What we do 
 
Libraries and Information Services 
 
We ensure the provision and promotion of local services to residents through a network of both devolved and directly run library 
and information services. The Service aims to promote reading and lifelong learning for all, and we also manage specialist 
collections, for example local history, art and maritime.    

Cornwall Council currently provides its Library and Information Service through a variety of locations and approaches including:-12 
combined Library/Information Services, 19 stand-alone Libraries, 9 stand-alone Information Services, a mobile Library/Information 
van (154 stops) and 15 ‘Micro-Libraries’.  In addition, customers are able to access the Council’s Library and Information Services 
online (e-books, forms, web chat etc.) and via the Council’s Contact Centre.  The Service also provides access to specialist services 
including education library, performing arts and specialist collection services. 

Services: 
• Libraries and Information Service 
• Mobile Library Services 
• Education Library Service 
• Early Years’ Service 
 

Functions: 
• Deal with customer enquiries and requests for service in the most appropriate ways 

e.g. sign posting or online delivery 
• Comprehensive and efficient library service including electronic resources 
• Efficient management and distribution of book stock 
• Design, promote and deliver library events to the national library offers in local 

communities 
• Deliver library and information specific training 
• Deliver an Education Library Service to primary schools through annual subscription 
• Deliver a Mobile Library Service to rural areas 
• Provide support and management for Micro Libraries 
• Support Pub is the Hub initiatives by providing book collections 
• Operate an efficient Cornwall archive service, maximising use and engagement 
• Support the delivery of the Customer Access Strategy, improving digital access to 

services 
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Community Protection, Licensing, and Enforcement 
 
We protect Cornwall’s environment and neighbourhoods from being subject to environmental or social issues that undermine 
quality of life and public health. These issues include: air quality, environmental crime, noise nuisance, dog welfare and civil 
parking enforcement.  We also advise, support, and ensure businesses achieve regulatory standards. 
 
Services: 
• Community Protection 
• Civil Parking Enforcement 
• Environmental Protection & Licensing 

Compliance 
• Licensing  

 

Functions: 
• Air quality strategy & management 
• Provision of business regulatory support and advice 
• Contaminated land policy & management  
• Dog control and enforcement 
• Environmental permitting (businesses)  
• Statutory nuisance investigation incl. noise 
• Environmental crime policy & enforcement incl. fly tipping, abandoned vehicles 
• Licensing policy development, processing, compliance  & enforcement 
• Civil Parking Enforcement duties 
• Planning consultations (enviro. consultee) 
• Public Health funerals 
• Water (drinking and bathing) quality and standards 
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Business Support and Registration 
 
We advise businesses trading in Cornwall and enforce legal compliance in order to ensure a fair trading economy, protect public 
health and improve standards of animal welfare. We deliver a range of services from inspecting restaurants to ensure food safety, 
protecting vulnerable residents from doorstep scams, to control of infectious disease in humans or livestock on farms.  We deliver 
Registration Services for births deaths and marriages throughout the County.   
Services: 
• Registration Service 
• Quality Standards & Animal Health 
• Fair Trading 
• Commercial Food & Safety 
• Port Health 

 

Functions: 
• Registrations of births, deaths, still-births, and notice of marriage and civil 

partnerships, corrections and re-registrations within legislative requirements 
• Conduct marriage ceremonies in line with legal requirements 
• Support local business growth and a confident consumer marketplace 
• Inspection, sampling, testing and investigation of businesses, premises and vessels 

for Food Hygiene, Health & Safety, Trading Standards, Animal Health, Port Health 
• Investigation of workplace accidents and food poisoning incidents 
• Protection of vulnerable residents from doorstep fraud, scams, loan sharks 
• Control of infectious disease in humans and prevention of livestock disease 

outbreaks 
• Investigation of food alerts, consumer complaints, product safety alerts 
• Calibration, testing and inspection of weights and measures equipment 
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Service Support Teams 

We support the Service in developing service plans based on sound intelligence and monitoring performance and delivery against 
those plans. We provide customer support and ensure our customers are signposted effectively to the right support.  We respond to 
customer feedback and requests for information.  Technical and administrative support to front line staff is also provided to ensure 
effective and efficient service delivery. 
Teams: 
• Library and Information Service 

Support  
• Library Devolution Programme 

support 
• Performance and Systems  
• Technical Support  
 

 

Functions: 
• Customer support. 
• Support to the library and information service management team. 
• Programme support to the Library Devolution Project.  
• Strategic support to enable effective service delivery, including performance 

management, intelligence, and risk management. 
• Supporting change, for example efficiency improvements and cultural change.  
• Support the development of Service Plans and governance support for the delivery 

of strategic programmes and projects. 
• Management of information systems and user support. 
• Provide technical support to front line staff to assist them in delivering services 

effectively. 
• Financial support, orders & invoices 
• Information governance, freedom of information requests and data protection 

support and co-ordination.  
• Administrative support and co-ordination. 

Enterprise and Innovation Team 
We support the development and implementation of the commercial strategy to include product development, market research, 
pilots and evaluation.  
Enterprise and Innovation Team Functions: 

• Commercial Strategy development and sustainable regulatory business modelling 
• Product Development, Branding, Market Research & Marketing Support 
• Commercial infrastructure  
• Operation of Business Regulatory Support Hub 
• Accountability and measures programmes 
• Develop internal & external trading partnerships 
• Promote culture change and staff commercial integration 
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4 Our Resources  
Our service operates throughout Cornwall from a number of locations across 
the county, including 40 Library sites, 12 Registration offices and three main 
council office hubs in Camborne, Truro and Bodmin, as well as a number of 
satellite offices.  
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Our Budget 

Of the £11.276M gross budget for the service, over half (£5.688M) is generated 
via income.  Income is a combination of statutory fees and charges for things 
like licences and basic marriage ceremonies, but increasingly it also includes 
recovering costs for the provision of discretionary services such as giving food 
safety advice to businesses or more bespoke and personalised marriage 
ceremonies. 

This increasing shift to provide discretionary services on a cost recovery basis is 
a direct response to both significant funding pressures, as well as an increasing 
demand for our services. 

This shift is described in more detail on the next page as part of our changing 
service operating models.  
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Service Operating Models 
 
The Service continues to face significant financial challenges over the next three 
years, with a 35% reduction in our budget for Public Protection service functions 
and £1.55M reduction in funding for our Library and Information Service budget.  
In response to these financial challenges, we have considered alternative 
operating models to protect core services and support businesses.   
 
In order to achieve the Library and Information Service budget reduction in a 
way which minimises impact on services to communities, Cornwall Council has 
been engaging with local Councils and community based organisations to assess 
whether there is an appetite to run these services at a local level.  The work of 
this project includes: 
 

1. Targeted transfer of Cornwall Council Library and Information services and 
associated staff, equipment and property assets to local community based 
organisations (including Town Councils, Parish Councils and other local 
community organisations as appropriate) as part of the Library 
Programme. 

2. Development of proposals for achieving better services for citizens and 
improved value for money for the tax payer through co-location and, 
where appropriate, integration of Cornwall Council’s local Library and 
Information Services with similar operations of other government agencies 
including Department for Work & Pensions, as part of the One Public 
Estate Programme. 

3. Support the improvements to front end delivery in the Libraries as 
identified and implemented within the Customer Access Programme. 
 

We have also developed and are implementing a sustainable regulatory 
delivery model to ensure our Public Protection functions remain effective at the 
same time as being financially viable and sustainable.  At the heart of this new 
operating model is a desire to meet clear needs/ demands for high quality 
business support, which will be provided on a discretionary, cost recovery basis.  
 
The model is supported by our Commercial Strategy and is governed by the 
Commercial Programme Board with four primary objectives: 
 

1. Cost effective and sustainable regulatory delivery 
2. Help businesses improve standards (compliance with legal requirements) 

in order to be more competitive and productive 
3. Reduce unnecessary regulatory burdens on businesses 
4. Better protection for consumers, residents, environment and economy.  

The principles of the model are that allocation of resource is prioritised by risk, 
statutory requirement and community priorities, and that in the event of income 
targets not being met staffing resources will be reduced accordingly to achieve a 
balanced budget.  
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Council Strategic Themes 

 

• Healthier and safe communities,  
• Partners working together,  
• Driving the economy, Engaging with our communities 
• Greater access to the essentials for living 

 

Priority 1 

Community Health & 
Wellbeing 

We will protect and improve 
health, wellbeing and safety by 
providing information, advice, 
community engagement and 

enforcement action. 

  

Our Objectives Our Outcomes Measures 2017/18 Target 

CHW1: To contribute to 
the reduction in the 
major causes of ill-
health and in particular 
as a result of tobacco, 
alcohol and obesity 

Improved Health & Wellbeing of 
individuals, families and communities 

Successful formal action against identified illegal suppliers of tobacco or alcohol. Increase in cases dealt with 
in 2016/17 

To extend life expectancy by reducing 
access to illegal tobacco and 
cigarettes 

Public Health measures - Child BMI, Alcohol Related Hospital Admissions  Management information 
informs pro-active delivery 

Transfer of Nippers’ Nutrition members to the new Nippers scheme by March 2018. 75% 

To safeguard mental health and 
independent living by preventing and 
detecting doorstep fraud and mass-

marketing scams. 

Interventions and support to prevent repeat victimisation of vulnerable residents. Programme of home visits 
and public education 
delivered. 

Value of money prevented from being lost to scammers and doorstep fraudsters. An increase in monies saved 
during 2016/17 

CHW2: To ensure a safe, 
healthy and sustainable 
food chain (farm to fork) 

Food interventions result in 
improvement 

Ensure that 95% of high risk food outlets achieving less than a score of 3 star improve 
standards to a satisfactory level 95% 

A sustainable food economy is 
supported in Cornwall 

Feedback from the members of the Made in Cornwall scheme is positive and improving 
 

Customer feedback  

Increase the percentage of food businesses meeting the satisfactory (legally compliant) 
rating of 3 star or more under the National Food Hygiene Rating Scheme to 96% 
 

96% 

Continuous support for the Cornish shellfish industry through weekly health monitoring of 
shellfish and sea water quality. 
 

492 samples  

Animal health and welfare maintained Support for Farms: Percentage of non-compliant Feed & Farm premises supported back 
into compliance 

80% 

CHW3: To ensure safe 
and healthy workplaces 
and Communities  

Reduction of accidents and ill health 
from occupational hazards in the 
workplace and the community 

(RIDDOR reporting) 

Completion of all planned high risk health and safety interventions.  Quarterly milestones on 
target 

A reduction in financial loss suffered 
by local residents through consumer 
frauds and unfair business practices. 

To undertake intervention visits to households which have been targeted by "Scammers" 
 

150 victims visited (25% 
increase on 2016/17) 

Tackling Doorstep Crime – to increase the reporting of doorstep fraud so as to allow 
effective and timely responses that bring offenders to account and reduce financial loss by 
victims. 
 

20% increase in number of 
doorstep fraud incidents 
reported compared to 
2016/17. 
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Our Objectives Our Outcomes Measures 2017/18 Target 

CHW4: To ensure 
registration services are 
accessible and meet the 
needs of customers 

High quality customer support 
provided through all key life events. 

Annual Performance Report to the General Register Office 
 

Annual Report 

% of Registration Service customers satisfied with the service they received. 
 

90% 
 

 
% of Registration Service Customer appointments held within the required timescale 90% 

 

CHW5: To support the 
National Libraries 
Framework of reading, 
health, information, 
digital and learning 

To promote reading and lifelong 
learning for all 

Library Universal Offer performance   88% 

To deliver social and learning 
outcomes to the community   

% of Summer Reading Challenge participation and completions through enhancement of 
the participant experience.   

63% completions 
80% participation rate 

Deliver an Education Library Service 
to primary schools through 
subscription 

Maintain the number of schools using the Education Library Service through the buyback 
scheme (for example by enhancement and marketing of the service by Business 
Development Managers 
 

84% 

CHW6: To identify 
disadvantaged groups 
that will benefit from the 
support available from 
the Libraries and 
Information Service, in 
line with the National 
framework 

To deliver a targeted service to 
identified disadvantaged groups 

Increase number of users of services of identified groups (for example low levels of 
literacy, social exclusion) 
 
 

Target tbc – new measure  
 
 
 
 

Deliver a Mobile Library Service to 
rural areas 

% increase of mobile library issues to rural areas Increase of issue of 15% 

CHW7: To promote the 
Councils Digital service 
to our customers via the 
face to face and online  
service in line with the 
Customer Access 
Strategy 

An increase in the amount of people 
using the leisure e-resources 
available through the library 
information service webpage 

Increase number of users of e-resources (for example e-books and magazines)  Increased downloads of 
10% over 2016/17 
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Our Objectives Our Outcomes Measures 2017/18 Target 

ENV1: Cleaner and safer neighbourhoods through 
reduction of environmental crime, stray dogs and 
noise nuisance 

Responsible dog ownership 

We will take action to improve the cleanliness of 
open public spaces, by 26% where dog fouling is a 
known issue 

26% 

% of seized stray dogs returned to their owners 85% 

Reduction of Environmental Crime 

"Tidy Cornwall' Environmental Measures, including fly 
tipping.  

Performance Basket on target 

Number of targeted proactive patrols and 
improvement of cleanliness rating for routine patrols 

500 patrols 

Effective resolution of noise nuisance 
Effective resolution of noise nuisance investigations 
within appropriate timeframe 

55% 

ENV2: Cleaner and safer land Contaminated Land sites managed, 
resulting in cleaner land sites 

Delivery of the Cleaner Land project 
 
 

Quarterly milestones on target 

ENV3: Cleaner and safer water 
Improvements in private water supply 
quality following intervention 
 

% of Private Water Supplies made wholesome 
following an intervention 

85% 

ENV4: Cleaner and safer air 
A long term improvement in Air Quality 
 

Delivery of the Cleaner Air project 
 

Quarterly milestones on target 

ENV5:  Effective enforcement operation in line with 
the Traffic Management Act 2004 

Compliance with Traffic Regulation 
Orders 
 
 

Incident reporting 
 
 

Number of Penalty Charge Notices 
issued 
 

Delivery of cost effective Service Level Agreements Target tbc – new measure  
 

Flexible Civil Parking Enforcement 
resourced based on community needs 
 

Enforcement requests responded to 
 

Target tbc – new measure  
 

Council Strategic Themes 

 

• Stewardship of Cornwall's assets 
• Engaging with our communities 
• Healthier and safe communities 
• Greater access to the essentials for living 

Priority 2 

Environment 

We will protect and improve 
Cornwall’s environment to 

safeguard people by providing 
targeted advice, community 

engagement and enforcement 
action 
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Council Strategic Themes 

 

• Healthier and safe communities 
• Driving the economy 
• Ambitious Cornwall 
• Partners working together 

Priority 3 

Economy 

We will support economic growth 
and consumer confidence by 
providing targeted advice, 

community engagement and 
enforcement action  

 

   

Our Objectives Our Outcomes Measures 2017/18 Target 

ECON1: To regulate and support a fair, 
responsible and competitive trading 
environment 

Good regulatory compliance levels 

% of businesses brought back into compliance with 
Trading Standards and Food Safety Law following 
an intervention 

80% 

Good levels of consumer confidence 

Delivery of successful accreditation schemes, with a 
focus on Made in Cornwall 

330 

Tackling Problem Trade Sectors Reduction of 10% in consumer 
complaints against problem 
trade sectors. 

To continue to monitor Consumer Detriment Cornwall’s consumers reported 
over £18Million loss or detriment 
in 2016/17. 

An increase in the number of businesses achieving 
accreditation through Cornwall Council Neighbourhoods 
and Public Protection Service 

An increase in the number of businesses achieving 
official Accreditation Schemes (Made in Cornwall, 
Buy With Confidence, NFHRS 5 Star, Approved 
Wedding Venue etc ) 

An increase in the number of 
businesses achieving 
accreditation by the 
Neighbourhoods & Public 
Protection Service in 2016/17. 

ECON2: To support business success 
through the provision of expert regulatory 
advice, delivered and governed through 
our Commercial Programme and the 
Better Business for All Programme 

Provision of simplified support and advice to businesses 
to improve levels of compliance and enable business 
success 

Licensing Reform Project outcomes delivered Quarterly milestones on target 

Development and implementation of the Business 
Regulatory Support Hub 

Development of Commercial Dashboard measures 
and income target met. 

Quarterly milestones on target 

Improved business access to regulatory advice Customer feedback improving 
Integration of our regulatory business support offer 
into the Cornwall & IoS Growth Hub 

Quarterly milestones on target 

Promotion and successful delivery of Better Business 
for All programme to support business growth as part 
of the Cornwall Devolution Deal 

Better Business For All Programme measures Quarterly milestones on target 

New enterprises supported BBfA measure on target 

ECON3: To support the local economy 
through the delivery of high quality 
ceremony services 

Increase the number of ceremonies held in Cornwall. Ceremony income Target tbc – new measure  
 

Excellent customer satisfaction  Customer survey results Customer feedback improving 
ECON4: To support people through 
information learning with partnership 
working  

To help users reach their full potential to support the 
economy 

Digital Champions performance report 
 
Staff evaluation report – time spent with customers 

Target tbc – new measure  
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Our Objectives Our Outcomes Measures 2017/18 Target 
SUSTAIN1: To effectively prioritise 
services based upon risk to the 
community and businesses 

Community and business needs understood and resource 
for delivery prioritised based on intelligence and risk.  

Statutory duties met to required standard and 
delivery governed through Service Plan and 
Programme governance boards. 

Quarterly performance reports on 
target 

Cashable savings against targets 100% 

An intelligence-led approach to allocation of resources and 
activity for high risk targeted activity. 

Prioritisation of investigations and interventions 
according to highest risk. 

Evidence of intelligence-led 
prioritisation across all 
operational teams. 

A focus upon the most problematic businesses 
and trade sectors. 

Evidence of increased support or 
enforcement for businesses and 
trade sectors causing most 
problems. 

SUSTAIN2: To realise £285K Efficiency 
Target over 3 year plan, delivered and 
governed through our Efficiency 
Programme 

Technological solutions identified and introduced to meet 
the future needs of the service, increase productivity, and 
deliver efficiencies.  

Suitable IT infrastructure in place to deliver 
efficiencies 

 
 

Delivery of Efficiency Programme 
milestones 

Improved Customer Access through e-forms and 
digitalisation strategy 
Investigate costs to procure and implement an 
improved Parking Enforcement system (ANPR) 

Technical Support Continuity Plan efficiencies delivered Technical Support project measures  

Licensing Review efficiencies delivered Licensing Reform project measures 

Developing appropriate measures for the 
Licensing Hub 

Quarterly milestones on target 

Added-value activities are sustained through the 
involvement of Volunteers 

A range of activities is delivered by volunteers on 
behalf of the Service. 

Positive feedback is received from 
community groups and 
Volunteers. 

Number of hours’ worth of volunteer support 
provided 

An increase in the level of 
support provided by Volunteers 
compared to 2016/17. 

SUSTAIN3: To generate income to 
support the sustainable regulatory 
operating model, delivered and 
governed through our Commercial 
Programme 

High quality and sustainable service maintained in line with 
our Commercial Strategy.  
Marketing plan produced to inform product development 
and marketing. 
Increased staff engagement and understanding of 
commercialisation.  

Commercial customer satisfaction measures Customer feedback improving 

% Forecast income against target 100% 

Commercial dashboard measures developed, 
detailing leads, impact and income.  

Commercial dashboard in place 
 
 
 
 

    

Council Strategic Themes 

• Being efficient, effective & innovative 

Priority 4 

Sustainable Services 

We will be innovative in Service 
delivery, through devolution, 
securing income, efficiencies 

and use intelligence to focus on 
community priorities  
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Our Objectives Our Outcomes Measures 2017/18 Target 
SUSTAIN4: To deliver the budget on 
target 
 

To deliver the budget on target Monthly budget monitor Monthly budget report on target 

% Forecast outturn against budget 100% 

SUSTAIN5: To deliver the Strategic 
Libraries Programme through 
devolution to the local Town and 
Parish Councils and by identifying 
alternative solutions for other sites to 
maintain Library Services for the 
Residents of Cornwall 

Library Services maintained for the residents of Cornwall 
through alternative service delivery models. 

Strategic Library Programme achieved within 
savings target by April 2018 
 

Library Programme milestones 
on target 

Improving user satisfaction from 50% to 60% in 
the annual Residents Survey 

60% 

SUSTAIN6: To identify sufficient and 
sustainable buildings to deliver the 
Library and Information offer, through 
the One Public Estate Project   

Use co-location to deliver the service through a variety of 
partners.   

One Public Estate Project measures Savings target achieved 
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Our Objectives Our Outcomes Measures 2017/18 Target 
PEOPLE1: To ensure that we have the 
right culture, skills and high performing 
people in the right place to deliver our 
vision and priorities. 

Maximise employee engagement to drive change and 
improvement 

% of Employee engagement index as part of our 
employee survey feedback 

65%  

% of Employee morale index as part of our 
employee survey feedback 

30% 

Grow and develop talent including professional, 
leadership and management training 

Completion of employee’s mandatory training 80% 

% of staff with a suitable Personal Development 
Plan in place 

80% 

People Programme measures People Programme  milestones on 
target 

PEOPLE2: Be recognised as a high 
performing organisation that is resilient to 
future challenges 
 
 
 

Effective and compliant in the way we manage 
performance and information 

% of Con 29 (land search) requests responded to 
on time 

90% 

% of FOI requests completed on time 90% 

% of step 1 complaints responded to within 10 
working days 

80% 

% of step 1 complaints upheld 20% 

% of step 2 complaints responded to within 20 
working days 

80% 

Recognised nationally as a leader in regulatory services The percentage of business customers stating 
they were fairly treated/ contact was helpful/ 
satisfied with regulatory services 

87% 

The percentage of members of the public stating 
they were fairly treated/ contact was helpful/ 
satisfied with regulatory services 

85% 

The number of National /regional awards and 
grants won and the number of completed 
pathfinder projects 

Delivery of milestones 

% of requests for service from members of public 
which are responded to within 3 working days 

90% 

% of requests for service from businesses which 
are responded to within 3 work days 

90% 

Council Strategic Themes 

 

• Being efficient, effective & innovative 
• Ambitious Cornwall 

Priority 5 

Our People 

We will protect the health, safety 
and wellbeing of our staff and 

develop their talent and productivity 
to ensure we are agile and resilient 

for future changes.. 
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Our Objectives Our Outcomes Measures 2017/18 Target 
 High levels of customer satisfaction with Library and 

Information services  
% of Library and Information Service Users  
stating they were fairly treated/ contact was 
helpful/ satisfied with Library and Information 
services 

Measure of service user satisfaction 
to be developed 

PEOPLE3: Ensure the Health, Safety and 
Wellbeing of our people 

Improved health, safety and wellbeing of our staff Monitoring of staff sickness to reduce long term 
and short terms absence 

4% 

Maintain Public Protection service BSI18001 
status and explore and cost the potential to 
extend registration to other Service areas 

Quarterly milestones on target 

PEOPLE4: To offer solutions to staff to 
enable them to deliver the Library and 
Information Service 

A highly dedicated team who can deliver a diverse 
service to our customers 

Customer feedback via Comments, complaints 
and Compliment 
 
Staff Survey Results 

Increase in staff satisfaction to over 
65% 

PEOPLE5: To ensure that we are 
operating as one cohesive Service and 
make the most of opportunities to deliver 
high quality services 

Organisational awareness within the new Service 
 
Regular communication and engagement with staff to 
support the establishment of the new service  
 
Identify opportunities for working together 

Staff engagement in service priorities and 
delivery cascaded through to individual PDS’s. 
 

People Programme milestones on 
target 
 
Staff survey targets Staff survey feedback 

 
Regular communications in place and feedback 
mechanisms 
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6 Success Measures & Risks 
How will we know we are successful? 
 
The Service has an established performance management culture to ensure that 
our priorities and objectives are successfully delivered. Service Plan delivery, 
supported by Team Plans, will be reported and managed at Team, Unit and 
Service levels through our Integrated Performance Report (IPR). The IPR will 
allow us to ascertain if we are on/ off track against our key objectives, 
understand potential issues, and take appropriate action. Our 
Service Leadership Team will act as a governance board, with key milestones 
and responsible officers identified to determine successful delivery. 
 
How we contribute to the Council’s Business Plan and Strategies 
 
Cornwall Council has recently agreed a new strategy to “create a prosperous 
Cornwall that is resilient and resourceful.  A place where communities are strong 
and where the most vulnerable are protected”.  This document shows how we 
contribute to the Council’s Business Plan strategic themes and explains how we 
will measure success against our key objectives. 
 
Our Risks - What might stop us? 
 
During the development of our Service Plan we have identified Strategic Risks 
that may stop us delivering our Service Priorities and Objectives. It is important 
that we understand these risks so that we are able to plan to reduce the 
likelihood and impact of them on our service delivery. Our Service Leadership 
Team reviews the Strategic Risks in line with our Integrated Performance 
Reporting and ensure that mitigating actions are in place. 
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Key Contacts 
For further information on the Service Plan please contact: 

Allan Hampshire 
Service Director Neighbourhoods and Public Protection 

Stuart Benson 
Head of Business Support and Registration 

Mark Luxton 
Head of Community Protection, Licensing and Enforcement 

Julie Zessimedes  
Head of Libraries and Information Service 

Emma Childs 
Service Improvement and Efficiency Manager 

Brett Holmes 
Enterprise and Innovation Manager 

Follow us for News and Updates: 

 BRS Cornwall (@BRS_Cornwall) 

 BRS Cornwall (@BusinessRegulatorySupport) 

Visit us at www.cornwall.gov.uk or for business regulatory support 

www.businessregulatorysupport.co.uk/

If you would like this information in another format or language please contact: 
Cornwall Council, County Hall, Treyew Road, Truro TR1 3AY or telephone: 0300 
1234 100 email: enquiries@cornwall.gov.uk www.cornwall.gov.uk   

https://twitter.com/BRS_Cornwall
https://www.facebook.com/BusinessRegulatorySupport
http://www.cornwall.gov.uk/
https://www.businessregulatorysupport.co.uk/
mailto:enquiries@cornwall.gov.uk
http://www.cornwall.gov.uk/
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