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Everything we do supports 
Cornwall’s 532,300 residents, 
10 million day trippers, 
4 million staying visitors 
and recipients of products 
produced in Cornwall, 
as well as over 50,000 
businesses in Cornwall.
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Foreword

Edwina Hannaford
Portfolio Holder 
for Neighbourhoods

Sue James
Portfolio Holder 
for Environment and 
Public Protection

Paul Masters
Strategic Director 
Neighbourhoods

Welcome to the N&PP Service Plan 2018/19-2021/22

Last year saw the creation of this service, bringing together Public Protection functions 
of environmental health, trading standards, licensing and port health, with the Library 
and Information Service, Registration Service and Civil Parking Enforcement.

Whilst these services cover a broad range of functions and may appear 
quite different in their make-up and outlook, they are bound by their 
ambition to inform, support and protect residents, businesses and 
visitors that make up our communities.

At the heart of the service is the desire to lead the way through 
innovation in order to address the competing challenges of increasing 
demand on the service, rising expectation of standards and access in 
customer service and diminishing budgets.

Most notably the service is pioneering two new operating models 
in order to achieve sustainability at the same time as securing high 
quality service delivery. These include the transformation of the Library 
and Information Service primarily through devolution of the day to day 
running of local library and information services to Town and Parish 
Councils and other community groups. Ultimately this will deliver 
a service run in true partnership, where Cornwall Council retain the 
overall responsibility for the service, but it is owned and shaped at a 
local level to match local need.

In addition the Public Protection functions have adopted a more 
commercial and sustainable approach to delivering business support 
aimed at helping businesses achieve regulatory compliance with the 
added benefits of saving time and money, and in some cases also 
gaining competitive advantage.

Both of these pioneering transformation programmes will be fully 
delivered under this service plan.

Other leading innovations include working with the government to 
see how the regulation of businesses can evolve and improve and this 
is being trialled through a project called Ethical Business Regulation. 
Also, the registration function is currently developing new high quality 
ceremony offers (such as marriage and naming ceremonies) in order to 
support the local economy and generate further income for the service 
to re-invest in improving the overall registration offer.

Allan Hampshire
Service Director 
Neighbourhoods and 
Public Protection
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Under pinning the services ambition to lead, 
Underpinning the service’s ambition to lead, 
innovate and find new ways of delivering 
higher quality lower costs services is an 
engaged, capable and motivated workforce.

This plan sets out our vision, priorities and 
activities over the next four years and includes 
how we will support and empower our staff to 
deliver on our ambitions.

 At the heart of the service is 
the desire to lead the way through 
innovation in order to address the 
competing challenges of increasing 
demand on the service, rising 
expectation of standards and access 
in customer service and diminishing 
budgets.

Winners of the Regulatory Delivery 
Award for 2016/17 and 2017/18



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 Service
• Business Standards and Registration 

Service

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 countywide network of offices and 
staff ensure that we are there to support and help 
people in happy and sad stages of their lives.

1 Our service
Supporting | Protecting | Innovating

Our public protection services include advising, 
supporting, licensing and enforcing legal 
compliance within Cornwall’s business community 
to ensure a fair trading economy, protecting 
public health and improving standards of animal 
welfare. We protect vulnerable consumers 
against rogue traders but also promote and 
support businesses that trade fairly. We deliver 
services 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 civil 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 sets out our priorities over the 
next four years and informs how we manage our 
resources to meet the needs of our communities 
and how we will measure our 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 for what we aim to 
achieve.  These priorities are aligned to Cornwall 
Council’s Cabinet Priorities and Business Plan.  
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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. 

Our Service Priorities and Objectives
Our five priorities 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, 
and are aligned to the relevant Cabinet priorities.  

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 values describe the way that we 
deliver our service with a focus on excellent results for 
customers and Cornwall.

Our priorities for Cornwall

We will protect and improve health, wellbeing 
and safety by providing information, advice, 
and enforcement action, in partnership with our 
communities.
Long term success measure:  Reduction in  
doorstep crime by 2022.

Healthy Cornwall Sustainable Services
We will be innovative in Service delivery, through 
devolution, securing income, efficiencies and use of 
intelligence to focus on community priorities.
Long term success measure:  53% of the 
Neighbourhoods and Public Protection Service  
self-funded by 2022, through generation of  
income and operating efficiencies.  

Green and prosperous Cornwall
We will protect and improve Cornwall’s environment 
to safeguard people and support economic growth 
and consumer confidence, by providing targeted 
advice, and enforcement action, in partnership with our 
communities.
Long term success measure:  To improve resident 
satisfaction with their local neighbourhoods 
regarding environmental nuisance by 20% (62% 
overall) by 2022.

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.
Long term success measures: Customer satisfaction 
levels above 90% and Staff engagement levels above 
corporate average by 2022.

Democratic Cornwall
Provide residents and visitors with access to services 
so that they may contribute to and benefit from the 
local community and national society.
Long term success measure:  To create a sustainable 
and high quality Library and information Service in 
partnership with local communities, focusing  
resources on those in need, by 2020.
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Delivering our priorities innovatively
We are ambitious in our priorities and we continue 
to strive to deliver high quality services to our 
customers in the context of reducing service 
budgets and increasing demands.  In response to 
these challenges, we have developed innovative 
operating models to protect core services and 
deliver value for money.

These innovative approaches require us to work 
differently and trial new solutions to the challenges 
we are facing.  For example, we have taken part in 
the Government’s Ethical Business Regulation 
Pilot to develop a different approach for working 
with businesses based on their culture and values.  
We are also contributing to the Council’s Future 
Group to simplify the way Local Authorities 
regulate and deliver services. 

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 
identify how to run these services at a local level.  

This transformational work includes:

 Targeted transfer of Cornwall Council Library 
and Information services and associated 
staff 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 and Information Services 
Transformation Programme.

 Support the improvements to front end 
delivery in the Libraries as identified and 
implemented within the Digital Cornwall 
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 has four primary objectives: 

 Cost effective and sustainable regulatory 
delivery

 Help businesses improve standards (compliance 
with legal requirements) in order to be more 
competitive and productive

 Reduce unnecessary regulatory burdens on 
businesses

 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. 

We are developing a Community Enforcement 
Programme for delivery over the next four years 
to improve how we work with the community and 
how we respond to residents’ service requests 
regarding environmental nuisance (for example 
litter, rubbish, fly tipping and dog fouling). 
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Our service fulfils a diverse range of duties that are delivered 
through 3 front facing service delivery units and 2 service support 
teams. Our service structure ensures that we have the right 
resources and skills to deliver our priorities and objectives.

3 Our service structure

Service Director 
Neighbourhoods and Public Protection

Allan Hampshire

Enterprise and 
 Innovation Manager

Brett Holmes

Enterprise and  
Innovation Team

Head of Business  
Standards and  

Registration Services

Stuart Benson

Port Health

Fair Trading

Commercial Food 
and Safety

Registration Service

Quality Standards 
and Animal Health

Head of Community 
Protection, Licensing and 

Enforcement Services

Mark Luxton

Head of Library and  
Information Services

Julie Zessimedes

Service Improvement 
and Efficiency Manager

Emma Childs

Community  
Protection

Environmental  
Protection and  

Licensing  
Compliance

Civil  Parking  
Enforcement

Licensing

Education Library 
Service

Library and  
Information  Service

Library Programme 
Team

Technical Support 
Team

Performance and 
Systems Team
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Services: Functions:

• Library and Information Service
• Mobile Library Services
• Education Library Service
• Early Years’ Service 
• Library and Information Service  
  Support
• Library and Information  
  Programme support

• 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

•  Support to the Library and Information Service  
   management team

•  Programme support to the Library and Information Service  
    Transformation Programme

What we do
Library and 
information 
service

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.
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Services: Functions:

• Community Protection
• Civil Parking Enforcement
• Environmental Protection  
   and Licensing Compliance
• Licensing

• Air quality strategy and management
• Provision of business regulatory support and advice
• Contaminated land policy and management 
• Dog control and enforcement
• Environmental permitting (businesses) 
• Statutory nuisance investigation incl. noise, odour
• Environmental crime enforcement including fly tipping, 
  abandoned vehicles, littering, dog fouling, Public Space 
  Protection Orders
• Licensing policy development, processing, compliance   
  and enforcement
• Civil parking enforcement duties

• Planning consultations (enviro. consultee)
• Public health funerals

•  Water (drinking and bathing) quality and standards

What we do
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, licensing, noise nuisance, dog 
welfare and civil parking enforcement.  In delivering 
our duties we undertake educational activities, provide 
advice and support and enforce legal compliance.  
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Services: Functions:

• Registration Service
• Quality Standards and 
  Animal Health
• Fair Trading
• Commercial Food and Safety
• Port Health

• Registration 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 business, 
  premises and vessels for Food Hygiene, Health and 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
• Callibration, testing and inspection of weights and  
  measures equipment
• Tailored business support services such as the Food Hygiene 
  Rating Scheme, Buy With Confidence, Made in Cornwall, 
  Product of Cornwall, and Primary Authority

What we do
Business 
standards 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 controlling infectious disease in humans 
or livestock on farms.  We deliver Registration Services for 
births, deaths, marriages/civil ceremonies and citizenship 
ceremonies throughout the County.   
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Services: Functions:

• Performance and Systems
• Technical Support

• Customer support 
• Service 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 service 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 and invoices

• Information governance, freedom of information requests  
  and data protection support and co-ordination
• Administrative support and co-ordination
• Complaints, comments and compliments co-ordination  
  and reporting

• Public Health Funeral administrative support

What we do
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.
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Services: Functions:

Enterprise and Innovation Team • Strategy development and implementation
• Product support and delivery including Sustainable  
  Regulatory Solution packages
• Operation of Business Regulatory Support Hub
• Successful growth and delivery of our Primary  
   Authority partnerships
• Business Development including market research  
  and marketing support
• Income tracking,  measures and robust accounting 
• Upskilling, mentoring, training and support for officers on
  commercial activity
• Better Business For All alignment to Business Regulatory
  Support, including working with other Government agencies
  on developing new ways to deliver 
  regulatory services.

What we do
Enterprise and 
innovation team

We support the development and implementation of 
the sustainable operating model, including providing 
tailored regulatory business support services through a 
customer focused single point of contact hub.

Business Regulatory 
Support Hub

Tel: 0300 1234 212
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 Whilst these services cover a broad range of functions 
and may appear quite different in their make-up and outlook, 
they are bound by their ambition to inform, support and 
protect residents, businesses and visitors that make up our 
communities.

15    Four year service plan 2018/19 - 2021/22



4 Intelligence key themes
To ensure we have developed our service priorities based on an understanding of our community needs 
and risks, we consider relevant intelligence and then use this to inform our priorities and objectives.  We 
have completed a PESTLE analysis to take account of Political, Economical, Sociological, Technological, and 
Environmental risks, changes, and legislation.  A summary of the headline intelligence that informed our 
community focussed priorities is presented in the infographics below.  Further information is provided in 
the ‘Delivering our Priorities’ section regarding specific intelligence for delivery of our objectives.

Healthy Cornwall

75% of premature 
death and disability are caused 
by 5 lifestyle behaviours 
(smoking, alcohol, physical 
inactivity, diet and social 
isolation). 20% of NHS costs 
are associated with these 5 
behaviours.

smoking related deaths 
per year in Cornwall

1,000

ILLEGAL 
TOBACCO

1,000 
days of life saved in 
2017/18 through seizure of 
illegal tobacco

intervention visits 
made to victims of 
scam mail in 2017/18

over 
100 965

confirmed number 
of people suffering 
from food poison 
in 2017/18

805
Animal welfare issues 
reported in 2016/17

13 tonnes  
of cigarette waste 
discarded as street litter

Green and Prosperous Cornwall

>8,600
food premises in Cornwall.

commercial 
farm holdings 

Over 
4,500 

Cornwall has a large 
number of people with 
mental health needs 
together with a large 
number of people at 
increased risk of mental 
health problems.

Cancer, respiratory disease, 
musculo-skeletal problems and 
cardiovascular disease, cause the 
majority of deaths in Cornwall.

CO2

Housing and transport 
emissions account 
for over 60% of CO2 
emissions

33% from domestic 
fuel consumption and 

29% by transport

Between 2009-2013 no river in 
Cornwall was classed as having 
high water quality.

The “Cornwall brand”  
is very tangible and includes   
quality food (award-winning  
chefs, restaurants, and four  
specifically Cornish 
 “protected food names”)

9  
areas are failing  

national air quality  
standards.
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18.5%
of children 
in Cornwall live in  
low income families

Around 68,600 people  
(12.7% of the population of Cornwall  
live in the 20% most deprived  
communities in England. This equates  
to approx. 34,400 households.

20%

24.3% of the population of 
Cornwall is aged 65 
or over compared to  17.9% 

13% of four to 11-year-olds living in deprived 
areas of Cornwall took part in the national 
Summer Reading Challenge compared to 26% 
at the highest performing schools nationally. 
By mapping schools in areas of deprivation we 

will target our resources to support these schools and pupils to 
improve these rates and narrow the gap.

£1.5  

Estimated turnover of 
the agri-food sector. 

billion

Some 3,200 hospitality premises 
issued with alcohol and entertainment 
licences (2nd highest in Country after 
Westminster – more than Birmingham, 
Bristol and Manchester) 

>120m
Cornish Pasties produced each 
year (c £300 million turnover)

Administer over 

2,800 
temporary event notices (for temporary 
indoor/outdoor events and extensions to 
alcohol/entertainment licences) – highest 
in the Country. >2,000 

noise nuisance complaints are 
reported to the Council each year 
which have big impacts on health 
and wellbeing of those affected, 
which can cause stress and sleep 
deprivation that can impact on 
sufferers day to day work and 
lead to mental health issues, as 
well as negative impacts on our 
local economy.

98.5% of Cornwall businesses are 
small or micro level

Businesses in Cornwall are, on average, smaller in terms 
of employee numbers than the national average.  

Cornwall Council 

receives over  
4,000 incidents 

of fly tipping and over 

2,000 reports of 

abandoned vehicles 

each year.

Cornwall’s geographical shape and position  
make infrastructure delivery challenging -  
Dispersed and sparsely populated  
settlement pattern combined with  
Cornwall’s coastline present issues  
of accessibility and challenges  
for equal provision of services. 

Democratic Cornwall

17.3% of households do not have access to a car, 
while over 68% of the cars in Cornwall are over 
six years old, reflecting that, for many, a car is an 
expensive necessity rather than a luxury.  

Car ownership in Cornwall 
is not a sign of wealth

72% of Key Stage 2 children  
are reaching the national expected reading  
level.  However, there is a significant attainment  
gap between higher and lower achievers across  
the county.

The service dealt with

745 stray dogs  
in 2017-18, 92% were 
returned to their owners.

  

>50% of children  
in some areas of Cornwall, reach the 
expected reading level.  At Early Years, this 
occurs in 2 neighbourhoods; 7 at Key Stage1 
and 12 at Key Stage 2. About half of these 
neighbourhoods were also among the most 
deprived in the country.

in England. 
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5 Our customers
You said | We did

We are committed 
to good customer 
service in line with the 
Council’s Customer 
Promise.  Our 
customer satisfaction 
and the feedback on 
our services delivered 

21,742
Public Protection 
Service Requests 
received 

are important to us.  We seek customer feedback 
through a variety of methods including customer 
questionnaires, face to face at events, over the 
telephone, through social media, our website, and 
mystery shoppers.  We listen to feedback and use 
this to inform changes we need to make to the 
way we deliver our services.

The Council’s resident survey of 2017 indicated 
that although residents were satisfied with the 
Cornwall as a place to live, the Council could 
strengthen its offering in some areas that are 
relevant to our service, such as keeping residents 
informed, access to Libraries, and dealing with 
environmental nuisance (litter, rubbish, fly tipping 
and dog fouling). 

Library and Information Service 
• Service Requests received 

(Information Service) 319,602

• Number of e-leisure downloads  
(eg ebooks)  213,819

• Number of library loans 1,706,529

100% (192)
Freedom of Information requests 
responded to on time

99% (4,161)
Con 29 requests  
responded to on time

89  
Formal 
complaints 
received

Level of satisfaction of the public/business

86% 
Public 

97% 
Business

The Residents Survey results indicated that there 
are three main things that customers want: 
reliability, convenience and trustworthiness. 
The Council has updated its customer promise in 
response to the feedback from this survey, and we 
will raise customer satisfaction by improving how 
we live up to this promise.      

We are aware that not all residents responding to 
the survey are service users.  We collect feedback 
from our customers in many ways and our service 
customer satisfaction levels are high.  

To increase our understanding of user satisfaction 
of the Library and Information Service an online 
survey was completed by library users in the 
spring 2018, and we will also be sending a survey 
direct to customers using a mobile device.  We 
are keen to engage with non–users, therefore 
there will be a survey on the Cornwall Council 
webpages.  This information will be particularly 
useful as we can evaluate performance post 
devolution of local library services.

With regards to the Registration Service, we 
are also completing a review of the ceremonies 
function which involves taking a new approach in 
delivering a customer centred and valued service.  
Although the satisfaction rating of Registration 
Service customers is extremely high at 99% 
and we continue to receive fantastic customer 
compliments, there are still many opportunities 
for improvement and we will be taking this work 
forward into 2018/19.
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During 2017/18 the Registration Service 
completed:
4185 Birth registrations  
6153 Death registrations  
529 Declarations of Births and Deaths
285 Re-registrations 
4028 Notices of marriage/civil partnership
Over  3098 Ceremonies  
4408 certificates issued from archived registers

32%  
(29 of 89 cases)
Step 1 complaints 
upheld or partially 
upheld

6  
Local 
Government 
Ombudsman 
cases

1 partially 
upheld

• We have engaged with Cornwall residents 
on policies that affect large areas of Cornwall, 
these pull together feedback from residents 
on matters that are of local concern.  For 
example, consultations on Public Spaces 
Protection Orders for dog fouling controls, 
engagement with Town and Parish Councils 
regarding Library devolution, consultations 
with Clean Air Groups and Highways and 
CORMAC in relation to air quality.   

• We work together with other council 
services, community network panels, partners 
and third party organisations for the best 
possible outcomes on conflicting complaints.  
For example, we undertake independent 
reviews of complicated complaints and 
we work with the Local Government 
Ombudsman to resolve complaints.  Learning 
from complaints is shared with our service 
managers.

1,666  
Business contacting the Business 
Regulatory Support Hub

3,332 
Regulatory 
inspections

7950 
Licences  
dealt with

The service as a whole works hard to tackle key 
recommendations of resident and customer 
feedback and identified the following priorities 
for improvement this year to meet our customer 
promise:  

• We are closely monitoring our response 
times to ensure we respond efficiently and 
keep our customers informed of progress and 
outcomes. 

• Training on customer soft skills has been 
delivered across our services to enhance our 
Registration services ceremonies, Library 
and Information services staff to enhance 
questioning skills and information desks, and 
Public Protection to enhance business support 
skills.

• We will ensure that the information we 
provide is current, easily accessible in all 
formats and does not disadvantage anyone.  
For example, we will keep our websites and 
social media platforms updated.  Library and 
Information services provide e-learning books 
and links with voluntary sectors to allow for 
accessibility for everyone, along with access 
to a variety of events and activities from baby 
rhyme times to dementia clubs.  Businesses 
are provided with online regulatory support to 
enhance their delivery.
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6 Our achievements

Reflecting back on last year’s achievements 
In November 2017 our service came together to create the Neighbourhoods and Public Protection 
Service.  Whilst forming a new multi-disciplinary service inevitably posed some challenges, what has 
shone through from all areas of the service is the passion, dedication and sheer professionalism of our 
staff.  The result of which has been some fantastic work leading to some outstanding results for our 
customers and residents.  Below is just a flavour of some of the great work delivered by our service over 
2017.  A full end of year report is available on our webpages here.  

Healthy Cornwall
Fair trading

After receiving over 120 reports of doorstep fraud 
across Cornwall, with members of the public losing 
an estimated £500,000 to fraudsters, our Fair Trading 
team has intervened to recover money and prevent 
further losses of over £100,000, more than twice the 
amount recovered or prevented from being lost in 
2016/17.  Four prosecutions were brought before the 
Courts with one fraudster being sent to prison for 
18 months and three others receiving suspended 
prison sentences. The team also secured its first 
Criminal Behaviour Order prohibiting one doorstep  
con-man from cold-calling for five years.

Quality standards and animal health 

Supported by Food Standards Agency grant 
monies of some £385,000 over 5 years, we 
prevented the contamination of the food chain by 
undertaking animal feeding stuffs inspections and 
sampling visits.

We continue to work with DEFRA on the future UK 
legal framework for Protected Food Names. This 
is very important for Cornwall’s economy since 
effective legal protection is required to continue 
for Cornish Pasties, Cornish Clotted Cream, 
Cornish Sardines and Fal Oysters after the UK is no 
longer a member of the European Union.

We have also launched the Product of Cornwall 
scheme, an origin assurance scheme, focused 
around primary produce, and minimally 
processed products.  The logo is awarded to 
those businesses that meet the criteria and whose 
traceability can be seen to produce genuinely 
Cornish products.  Launched in May 2017 the 
scheme is supported by celebrity chef Paul 
Ainsworth.

Serious incidents of farm animal welfare breaches 
were prosecuted successfully and do not reflect 
the high standards of welfare normally associated 
with Cornwall’s farmers.

Commercial food and safety

There are over 8,700 registered food businesses 
in Cornwall and over 3,000 livestock farms so 
our officers carry out a huge amount of work 
to protect the food chain “from farm to fork”. 

 Direct endorsement by Trading 
Standards has given new customers genuine 
confidence about using our services.

More than 100 suspected victims of scam mail and 
bogus phone calls were visited at their home by our 
team of Trading Standards Volunteers. Advice and 
information was provided as well as help in dealing 
with the incessant flood of scam mail and bogus 
calls. During one intervention our volunteers took 
away 120kg (19 stones) worth of scam mail. It should 
be emphasised that the above criminal activities 
seek to exploit the most vulnerable members of our 
community and are conducted in an organised and 
pitiless manner. It is widely believed that most of 
these crimes go unreported but the team continues 
to pursue known offenders and to deprive them 
of their criminal benefit (using “proceeds of crime” 
powers), whilst seeking to raise public awareness to 
prevent others from falling victim. 
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For example, in terms of food safety, 91% of 
businesses that had been non-compliant with the 
law were supported/brought back to compliance 
(against a target of 90%).

We have been at the forefront of the development 
of a variety of business support services, such 
as “Gain and Retain” which successfully assists 
businesses to achieve and maintain high National 
Food Hygiene Rating (NFHRS) scores. As a result 
96% gained a rating of 3 stars or higher (the 
maximum being 5). 

We have investigated over 965 incidents of food 
poisoning and infectious disease. These efforts 
have included the investigation and successful 
prosecution of serious food safety and health and 
safety incidents with consequences including 
fatalities. 

Green and Prosperous Cornwall
Community and environmental protection

Our Dog Welfare and Enforcement team were 
awarded a Gold Footprint award by the RSPCA for 
an amazing seventh year in a row in recognition 
of excellent standards of dog welfare and 
enforcement. 

We launched a new approach to support the 
Council’s planning application process in relation 
to air quality, contaminated land, noise and odour 
impacts on new developments.   This innovation  
reduces risk, increases certainty  and  improves 
the customer experience for applicants. 

Three new Air Quality Management Areas 
(AQMA’s) have been declared across Cornwall and 
we have worked with our partners to improve 
environmental road traffic pollution levels.  We 
successfully won a grant of £236,450 to retrofit 
hydrogen electrolysers to Cornwall Council 
(CORMAC) fleet vehicles. The aim of the trial was 
to determine the impact of the electrolysers on 
emissions and fuel consumption and the Service is 
currently working with an independent company 
to evaluate potential real world emission benefits 
from this technology.  

In 2017/18, we have taken seven successful 
prosecutions against businesses committing fly 
tipping offences.  Cornwall Council receive around 
4,000 reports of fly tipping on public and private 
land a year.  

We have a risk based inspection programme 
to ensure the safety of private drinking water 
supplies and last year we inspected 178 
supplies and made safe 38 that were deemed 
unwholesome. 

 We are positive that without the ongoing 
support and advice, from our local food safety 
officer, we would not have been able to 
implement the hygiene and policy regime that is 
required for a modern clean kitchen.

Jill and Colin Fletcher, The Bush Inn, Morwenstow.

 Great service for me at the beginning of my 
business venture. Government website can be 
complex to navigate. This advice gave me clear 
signposts to the legislative aspects of starting a 
business, and chronological route I need to take. 
Thanks very much.

Port Health

We have ensured the viability of Cornwall’s 
shellfish industry. We have recently been asked 
by the Food Standards Agency to pilot “active 
management” sampling for shellfish beds as part 
of a review of hygiene controls in shellfisheries. In 
carrying out our statutory duty to inspect ships 
we have protected Cornwall and the UK against 
the entry of a variety of potentially lethal diseases.
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Civil parking enforcement

We are committed to modernising parking 
in Cornwall to make it more responsive and 
productive. We are working with town and 
parish councils and local communities to address 
the issues of traffic and parking. Last year we 
completed a Positive Parking review, with four 
main principles:-

• Utilise Pay on Foot systems

• Marketing and branding to change public 
image from enforcement to compliance and 
stewardship

• Review number and deployment of officers

• On line reporting of non-compliance issues.

Democratic Cornwall
Library and Information Services

The Summer Reading Challenge is the UK’s 
biggest free reading for pleasure promotion for 
children and took over libraries in Cornwall this 
Summer. This year 8052 children took part in the 
challenge! As well as additional children, under 
4’s, took part with special pre-school materials. 
The influx of those taking part was handled by 
staff as well as the 58 young people (12-24) who 
volunteered in our libraries over the Summer.

The Library amd Information Service 
Transformation Programme has now transferred a 
number of libraries to Town and Parish Councils. St 
Austell Library, Falmouth Library and Information 

Service, Penryn Library Service, Camelford Library 
and Information Service and Redruth Library and 
Information Service are now managed locally by 
the Town Councils. 7 more sites are due to transfer 
up to September 2018.   The Programme will be 
completed by the 31st March 2019.  Cornwall 
Council will continue to support and provide 
the books and other resources and IT. This will 
maintain the statutory obligation to provide 
a free accessible library service Cornwall wide 
but will have the benefits of increased opening 
hours, community hub buildings and events and 
activities delivered in line with local need.

Registration service

 I would like to record my 
appreciation for the service provided by 
Cornwall libraries. I am a regular borrower 
both for myself and my grandchildren. 
I find the range of books available 
excellent. I find the staff at the library 
very helpful and it is always a lovely 
environment to take my grandchildren 
into. Thankyou!

 Just wanted to say thank you very much 
for making the ceremony so cheerful.  We had a 
lovely day.

The Service participated in a performance 
improvement initiative overseen by the General 
Register Office.  We achieved the highest level of 
performance improvement nationally. The scale of 
services delivered can be gauged by the fact that, 
in 2017/18 alone, we completed approximately:-

4185 Birth registrations, 6153 Death registrations, 
529 Declarations of Births and Deaths, 285 Re-
registrations, 4028 Notices of marriage/civil 
partnership, over 3098 Ceremonies, and 4408 
certificates issued from archived registers.
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Sustainable services
A small team of Cornish residents volunteered to 
help the Fair Trading team to deliver interventions 
with victims of postal scams and to deliver 
community engagement activities. This team 
is now well established and is a great example 
of the community coming together to protect 
vulnerable people while boosting the capacity of 
our team.

The service has been recognised nationally this 
year and won the Regulatory Delivery Award 
for Business Support for 2017 for the second 
year running Better Regulation Awards 2017. 
This recognises the innovative approach for 
implementing a single regulatory support service 
that is integrated with the Cornwall and  
Isles of Scilly Growth and Skills Hub.  

We have helped over 2,000 new business 
enterprises/ business start-ups; supported over 
180 businesses that export goods; provided 
over 25,000 businesses with tailored regulatory 
support. We are pleased to have achieved 99% 
business satisfaction levels for services delivered.

Our people
One and All employee awards

We are delighted that so many of our staff have 
been nominated and/or have won awards for the 
One and All Employee Awards scheme since the 
award scheme commenced in April 2017.  Many 
of our nominations come from residents who 
receive and recognise the service that our staff 
undertakes on a daily basis. 

As a service we have received 225 nominations 
and 12 winners in the employee award scheme 
since April 2017 as follows:

Working together             65
Resourceful                       45
Personal responsibility     112
Engaging leadership         3

We are also pleased to achieve our British 
Standards Inspectorate (BSI) Health, Safety and 
Wellbeing maintenance, acknowledging the work 
we do to ensure the health, safety and wellbeing 
of our staff. 

 The customer thanks the registrar so 
much (regarding registering a death referral) 
because she did more than she needed to 
and made an unpleasant situation as easy to 
bare as possible.

 I applaud Cornwall’s innovative approach, 
which has real potential to help publicans 
negotiate the red tape around licensing, saving 
everyone time and money, creating a one stop 
shop for businesses like pubs which can need 
more than one licence.

Brigid Simmonds, Chief Executive.
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Our People (as at April 1 2018)

Registration Service

Library and Information 
Service site staff

40.4  119

95.5  134

Education Library Service 5 5

Community Protection 29.6 34

Civil Parking 
Enforcement

46.8 48 

Fair Trading 12.8 14

Commercial Food 
and Safety

25.8 28

Licensing 20.1 24

Environmental 
Protection

25 27

Port Health 5.65  7

Quality Standards and 
Animal Health

15.9 17

Full Time 
Equivalents

Customer Facing Services

Employees

Enterprise and Innovation 6.5  7

Library Programme Team 4  4

Technical Support 19.5 24

Performance and Systems 7.8 8

Service Leadership 7.8 8

Service Support Teams

Totals    368.15       508

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. 

7 Our resources
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Our budget

Of the £11.893M gross budget for the service, just 
under half (£5.787M) 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.

 

Service Budget
Gross Expenditure 
£m

Service Leadership 0.295
Performance and Systems 0.393
Technical Support 0.428
Port Health Authority 0.286
Enterprise and Innovation 0.281
Environmental Protection 0.685
Community Protection 1.477
Licensing 0.653
Licensing Compliance 0.288
Commercial Food and Safety 1.294
Quality Standards and Animal 
Health

0.860

Fair Trading 0.563
Library and Information Service 2.799
Registration Service 0.974
Total Neighbourhood and  
Public Protection Service 
budget

Gross Expenditure Income Net Budget
£11.276m £5.688m £ 5.588m
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8 Delivering our 
priorities and objectives

Priority 1
Healthy Cornwall
We will protect and improve 
health, wellbeing and safety by 
providing information, advice, and 
enforcement action, in partnership 
with our communities.

Our objectives

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

 To ensure a safe, healthy and sustainable food chain.

 To ensure safe and healthy workplaces and communities.

Why 
Why are we doing this? 

 1 in 5 cigarettes consumed in Cornwall comes 
from an illegal source and over 1000 people a 
year die in Cornwall due to smoking.

 Cornwall is worse than the national average for 
smoking prevalence, as over one in ten 15 year 
olds are regular smokers; with a further one in 
twenty being occasional smokers. 

 There are over 8500 food businesses in Cornwall 
that produce food for human consumption.  

 965 cases of food poisoning or infectious 
disease were reported in Cornwall in 2017. 
areas and human food chains.

 Agriculture and fishing are two of the 
economic pillars of the Cornish Community. 
Protecting the reputation and stability of the 
farming and shellfish industries in Cornwall 
follows closely the importance of ensuring the 
safety of the animal feed, shellfish harvesting 
areas and human food chains.

 More than 120 doorstep fraud incidents were 
reported to the Council in 2017/18. Almost all 
victims were retired and trying to enjoy an 
independent life in their own home.

 386 Accidents reported to Cornwall Council 
through the RIDDOR notification system in 
2017 
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Long term success 
measure: Reduction in 
doorstep crime by 2022.

Delivery 
How will we deliver this objective?

 We will work to prevent the illegal sales 
of alcohol and tobacco through reactive 
investigations, pro-active community 
engagement and promotion of the ‘No Proof 
of Age - No Sale’ training package.

 Delivery of effective risk-based targeted 
intervention of licensed entities (e.g. alcohol 
licensed premises, taxi operators). 

 We will investigate all infectious diseases 
reported to us in conjunction with Public 
Health England to prevent their spread 
through the food chain and transmission 
through people.

 We will ensure a safe food chain by undertaking 
targeted risk based interventions looking at 
food safety, food standards, animal health 
and feed hygiene identified in the Food and 
Feed Plan.  We will also respond reactively to 
consumer complaints about food businesses.

 We will undertake sampling throughout the 
food chain to ensure that food is safe to eat 
and is what it is described as.

 We will support a successful and sustainable 
food economy through provision of targeted 
advice and accreditation schemes, for example 
Buy with Confidence and Made in Cornwall. 

  We will help protect the public by the 
prevention of communicable disease entering 
the UK through targeted interventions at the 
sea ports and airports of Cornwall and ensure 
that hygienic standards are maintained on 
ships and aircraft that visit Cornwall. 

 Continued support for the Cornish fish and 
shellfish industry through programmed 
monitoring of shellfish and water from classified 
harvesting areas across the county ensuring the 
shellfish and fish products from Cornish waters 
are safe to enter the food chain.   

 We will robustly enforce animal health and 
welfare legislation, on farm, in markets and 
during transportation, in order to protect the 
integrity of the food chain, minimise disease 
risks and protect animal welfare.

 We will undertake intervention visits to protect 
vulnerable residents from doorstep crime and 
fraud from mass marketing scams.  We will 
maintain the level of reporting of doorstep 
fraud to enable effective and timely responses 
to all reports that bring offenders to account 
and reduce financial loss by victims.

 Protecting employees and the general public 
from health and safety hazards through the 
completion of planned high risk health and 
safety interventions. 
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Success 
How will we know we’ve been 
successful?

 Successful formal action against identified 
illegal suppliers of tobacco or alcohol.

 An increased proportion of businesses will 
achieve better food safety standards and fewer 
will be rated as non-compliant.  

 Infectious disease outbreaks will have been 
effectively controlled and the number of 
infectious diseases linked to food businesses 
will have decreased.   

 Increased food establishment ‘National Food 
Hygiene Rating Scheme’ (NFHRS) scores.

 Non-compliant Animal Health and Welfare 
premises will be brought back into compliance 
through advice, guidance and where necessary 
enforcement action.

 All of Cornwall’s shellfish harvesting will remain 
healthy and viable, and advice and support 
services will be made available for local 
businesses to open up new areas.  

 Food poisoning will be prevented, and when 
it is necessary, we will manage the temporary 
closure of shellfish harvesting areas.

 There will be a reduction in financial loss 
suffered by local residents through consumer 
frauds and unfair business practices.

 Reduction of accidents and ill health from 
occupational hazards in the workplace and the 
community (RIDDOR reporting).
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Priority 2
Green and  
properous Cornwall
We will protect and improve 
Cornwall’s environment to safeguard 
people and support economic 
growth and consumer confidence, 
by providing targeted advice, and 
enforcement action, in partnership 
with our communities.

Why 
Why are we doing this?

 Over 700 stray dogs are picked up each year, 
and dog fouling is often cited as the main 
environmental concern by our communities. 

 Over 2,000 noise nuisance complaints are 
reported to the Council each year which have 
big impacts on health and wellbeing of those 
affected, which can cause stress and sleep 
deprivation that can lead to mental health 
issues, as well as negative impacts on our local 
economy. 

 Cornwall has an historic legacy of 
contaminated land.

 There are over 4,000 incidents of fly tipping 
and over 2,000 reports of abandoned vehicles 
each year.

 Cornwall has over 400 beaches (90 designated) 
and bathing water quality can be affected 
under certain environmental conditions 
leading to a risk of ill health.

 There are almost 4,000 private water supplies 
across Cornwall that supply domestic 
and commercial properties which are not 
connected to a mains water supply. 

Our Objectives
 Cornwall will have cleaner and safer neighbourhoods 
through the reduction of environmental crime, stray dogs 
and noise nuisance. 

 Cornwall will have cleaner and safer land, air and water.

 To regulate and support a fair, responsible and competitive 
trading environment.

 To ensure effective civil parking enforcement operation. 

 To support business success through the provision of 
expert regulatory advice.

 Over 200 people in Cornwall die prematurely 
each year due to exposure to poor air quality 
and road traffic air pollution in some areas 
of Cornwall has the potential to cause health 
problems. 

 There are over 50,000 businesses believed to 
be operating in Cornwall with 98.5% of them 
being small or micro businesses. Nearly 70% 
of local businesses say that they are better 
or more competitive when they comply with 
regulations. 

 Approximately 9,000 business licences are 
issued each year.

 The majority of businesses in Cornwall employ 
less than 10 people. Less than 3% have more 
than 50 employees. 

 Tourism is worth over £1,000 million each year 
in Cornwall.

 Rogue Traders, particularly those engaged in 
cold calling at the homes of vulnerable people, 
cost Cornish residents in excess of £500,000 
during 2017/18. The extent of these crimes is 
often significantly under-reported, so the true 
figure is likely to be much higher. 

 Businesses that are not compliant with trading 
standards laws can pose a risk to the public 
and distort the economy.

 On average a wedding could contribute 
£25,000 to the local economy through 
expenditure with local businesses.
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 We will work with businesses to help them 
achieve regulatory compliance. 

 By simplifying access to our services.

 Helping businesses to be successful through 
the provision of innovative, tailored regulatory 
business support services and a customer 
focussed single point of contact through our 
Business Regulatory Support Hub.  

 We will enable businesses to develop working 
partnerships (called Primary Authority) with 
our regulatory support services to assure and 
develop successful compliance.  

 We will take targeted action to protect 
Cornwall’s businesses from unfair, unsafe and 
illegal competition by tackling those who 
deliberately trade fraudulently, deliberately 
sell illegal products or whose negligence puts 
consumers’ rights, safety or wealth at risk.  

 Enhancing partnership working with the police 
to raise the profile of doorstep crime and rogue 
trading.

 We will use Proceeds of Crime to ensure that 
criminal enterprises that have generated income 
do not benefit from the proceeds of their crime.

 To continue to work with local agri-food 
businesses in protecting and promoting the 
“Cornish” food brand with projects such as EU 
Protected Food Names (Cornish Pasty, Cornish 
Clotted Cream, Fal Oyster, Cornish Sardines), 
the Made in Cornwall Scheme and the Product 
of Cornwall scheme. 

 Advise on and issue export certificates to food 
businesses sending products outside of the EU.   

 We will support the local economy through 
the systemic redesign and delivery of a high 
quality ceremony service 

 We will actively promote our ceremony 
services through the use of high quality media 
channels and in partnership with our Approved 
Premises and local communities.

Delivery
How will we deliver this objective?

 We will build capacity and improve 
effectiveness to deal with community-based 
issues (e.g. dog fouling, littering, parking 
contraventions) in collaboration with other 
Council services, external agencies and 
partners.   We will enforce Public Spaces 
Protection Orders.

 We will encourage responsible dog 
ownership, through our dog warden services 
and implementation of anti-dog fouling 
interventions.

 We will investigate all statutory nuisance 
complaints (noise, odour, dust, light pollution).

 We will work with the Environment Agency and 
Transport Agency to reduce  environmental 
impacts of fly tipping, abandoned vehicles and 
traffic pollution. We will check that businesses 
are demonstrating duty of care with respect to 
the waste that they produce. 

 Delivery of the Clean Air for Cornwall Strategy 
to reduce nitrogen dioxide and fine particulate 
levels caused by vehicle emissions. 

 This includes improving air quality in nine 
designated Air Quality Management Areas 
across Cornwall along with a number of specific 
projects to help tackle air quality issues. 

 Delivery of Cornwall Contaminated Land 
Inspection Strategy to protect human health, 
controlled waters, ecological systems and 
agriculture. 

 We will work closely with our colleagues in 
the Planning Service to reduce  environmental 
health impacts that may arise from the planning 
development. 

 We will ensure public health warning systems are 
in place to enable beach users to make informed 
choices at times of poor bathing water quality.

 Private water supply risk assessment, testing and 
sampling programme of establishments not 
provided with mains drinking water.  
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Long term success 
measure: To improve 
resident satisfaction 
with their local 
neighbourhoods 
regarding environmental 
nuisance by 20% (62% 
overall) by 2022.

Success 
How will we know we’ve been 
successful?

 Successful delivery of our Community 
Enforcement Programme, working with 
Fire and Community Safety, Environment 
Service, other agencies and partners including 
the Police, Town and Parish Councils and 
implementation of actions identified in the 
Councils Positive Parking Review.

 Reduction in localised environmental crime 
(e.g. dog fouling, littering, fly-tipping) and civil 
parking contraventions. 

 Dog fouling impacts minimised, effective 
response to stray dog reports, collection and 
improved dog return rates to their owners.

 Successful investigation of statutory nuisance 
complaints with improved outcomes for those 
affected.

 Effective action taken against those 
responsible for fly tipping, abandoned vehicles 
and littering.   

 Improved bathing water quality, better water 
quality monitoring and public health warning 
systems in place, reducing the likelihood of 
people becoming ill as a result of poor water 
quality. 

 Long term improvements in air quality.

 Improved quality of private water supplies 
where it was found they do not meet required 
standards.   

 Successful delivery of the Business Regulatory 
Support hub. 

 Good customer feedback of business support 
services provided. 

 Businesses can access all the licences they need 
to operate from one place.  

 Successful delivery of Better Business for All 
programme to support business success and 
growth.

 Increase of businesses brought back into 
compliance with Trading Standards law 
following an intervention.

 Increased reporting of Doorstep Crime 
incidents and a higher rate of formal action 
resulting from these

 Good levels of consumer confidence, through 
increased uptake of our business support 
accreditation schemes, such as the Made in 
Cornwall, ‘Buy With Confidence’ (a trusted 
trader scheme). 

 Implementation of a redesigned ceremony 
service.

 Good levels of customer confidence through 
increased uptake of ceremonies.

 Good levels of trader confidence through 
increased uptake of licensed approved 
premises.

 Establishment of a ceremonies website.

 Development of a new ceremonies brochure.  

 Attendance at wedding fayres. 

 Promotion of Approved Premises Scheme 
through Community Network Panels. 
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Priority 3
Democratic 
Cornwall
Provide residents and 
visitors with access to 
services so that they may 
contribute to and benefit 
from the local community 
and national society.

Why 
Why are we doing this? 

 To promote reading and lifelong learning for all 
through access to books, activities and online 
resources.

 To deliver social and learning outcomes to the 
community.

 To deliver social and learning outcomes to 
the community by targeting our services to 
community need. In line with Council Priorities, 
the Library and Information Service is seeking 
to target services where there is a recognised 
need and where the service can make a 
positive and measurable impact e.g. 

 Adult literacy is 3% less than the national 
average at 53%. Cornwall has higher than 
the national average for health & disability 
deprivation and higher than average 
probability of loneliness for those aged 65 + 

 To empower communities and individuals 
to play an active role in protecting their 
neighbourhoods. In 2017 Cornwall Council 
received event safety notifications from over 
1000 events. 

 Residents want improved digital access to our 
services including self-service capability. 

 It is a legal requirement for a customer to 
attend a registration office in person to register 
a birth, death or marriage notice. In 2017/18 the 
service registered:

• 4,185 birth events
• 6,153 death events
• 4,028 marriage notices

Our Objectives
 To ensure services are accessible and meet the needs of 
customers.

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

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

 To promote the Councils Digital service to our customers 
via the Library and Information and online  service in line 
with the Digital Cornwall Programme 

 To support and co-ordinate events safety   

 To create opportunities for communities to engage in 
protecting and supporting their communities. 

Delivery
How will we deliver this objective?

 We will develop our Registration Service 
to ensure births, deaths and marriages are 
compliant with legislation and deliver a high 
quality service for residents and visitors.

 We will deliver an Education Library Service to 
primary schools through subscription.

 We will offer a range of activities and events in 
our sites linked to the Library Offers

 We will facilitate  free digital training courses 
for residents in libraries in partnership with 
Digital Champions Network .

 To deliver a targeted service to identified 
disadvantaged groups, for example supporting 
the Summer Reading Challenge in schools in 
disadvantaged areas.

 We will maintain a Mobile Library Service to 
rural areas to improve accessibility to services.

 Act as a first point of contact for events within 
Cornwall ensuring the continued running of the 
Local Safety Advisory Group process takes place.
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Long term success 
measure: To create a 
sustainable and high quality 
Library and Information 
Service in partnership with 
local communities, focusing 
resources on those in need, 
by 2020.

 We will maintain a team of Trading Standards 
Volunteers to help intervene with victims of 
scam mail, to help deliver community education 
and engagement activity and to support our 
responses to doorstep fraud incidents.

 We will improve digital access to our services, such 
as increasing the number of licensing applications 
that can be made on line, public access to licensing 
application consultation process and more access 
to on line public registers.  

 Providing access to services for the vulnerable 
through the ‘Digital by Preference and Access 
for All’  Strategy :

• A consistent framework which all services 
sign up to in order to ensure that ‘vulnerable’ 
customers who need specialist face to face 
support receive a consistent approach

• Supporting those that can to access service 
and make payments online through informal 
and formal learning

• To help users reach their full potential to 
support the economy.

Success 
How will we know we’ve been 
successful?

 Registrations of births, deaths and marriages 
will be timely and legally compliant, and result 
in good customer satisfaction levels.

  Good external audit ratings for:

• General Register Office Stock and Security  
Assurance  Framework

•  General Register Office Public Protection and 
Counter-Fraud Framework

 Residents and visitors can enjoy safe and 
culturally enriching events.

 We will maintain the level of service buy back 
from schools

 Qualitative and quantitative feedback from 
participants and partners

 Number of Digital training courses delivered 
maintained or increased

 An increase in the amount of people using 
the leisure e-resources available through the 
Library and Information Service webpage.

 An increased  percentage of engagement with 
the Summer Reading Challenge at the targeted 
schools 

 Issues and visits at the mobile library will be 
maintained  

 Residents and visitors can enjoy safe and 
culturally enriching events.

 Improved customer satisfaction

 % increase in on-line licensing applications 

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

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

 Increase number of users of e-resources (for 
example e-books and magazines) 
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Priority 4
Sustainable services
We will be innovative in Service 
delivery, through devolution, 
securing income, efficiencies 
and use intelligence to focus on 
community priorities. 

Why 
Why are we doing this? 

 Service budgets are reducing by 14% over the 
next 4 years and we need to develop plans 
to continue to deliver high quality services in 
different ways.

 To ensure that front facing service delivery 
teams have the right resources, processes, 
plans and systems in place to deliver 
effectively.

 To deliver sustainable service delivery, support 
income generation, deliver efficiencies and 
provide intelligence led plans inform risk based 
decision making. 

Our Objectives
 To effectively prioritise services based upon risk to the 
community and businesses.

 To deliver the Library and Information Service 
Transformation 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

 To deliver the budget on target through realising efficiency 
savings and generating additional income to sustain core 
service delivery.

 To ensure community and business needs are 
understood and resources are targeted at risks.

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

 Statutory services delivered

Delivery
How will we deliver this objective? 

 We will maintain a sustainable Library and 
Information Service for Cornwall through 
delivery of the Library and Information 
Service Transformation Programme.

 We will review and update our commercial 
strategy to develop, promote and deliver a 
range of chargeable business support products 
on a cost recovery basis.

 We will build capacity and improve 
effectiveness to deal with community-based 
issues (e.g. dog fouling, littering, parking 
contraventions) in collaboration with other 
Council services, external agencies and 
partners.

 We will undertake a full service review of the 
registration service.

 Effective management of our budgets, 
including cost recovery income streams and 
debt recovery management.

 Development of our risk based intelligence 
and analysis to inform prioritised allocation of 
resource against risk.

 We will implement technological 
improvements, for example through the 
Council’s Digital Cornwall Programme and 
Mobile Working, to enable us to support the 
delivery of efficiencies, including improved 
customer access through e-forms.

 Support Officers through the provision of 
efficient and co-ordinated Technical and 
Service Support arrangements.

 Maintain the effective working relationships 
with specialist resources such as the national 
Money-lending team, Trading Standards 
Volunteers, and the SW Scambusters team.

 Increased use of digital forensics to investigate 
and prosecute criminal networks.
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Long term success 
measure:  53% of 
the Neighbourhoods 
and Public Protection 
Service self-funded 
by 2022, through 
generation of income 
and operating 
efficiencies.  

Success 
How will we know we’ve been 
successful?

 Library and Information Service 
Transformation Programme achieved within 
savings target by April 2019.

 The provision of better technology for our staff 
to deliver services more efficiently, such as 
greater mobile and remote working through 
our Efficiency Programme and the Council’s 
Digital Cornwall programme.

 Implementation programme for Registration 
Service agreed.

 Relocation of archived records to Kressen 
Kernow.

 New commercial products launched with 
positive customer feedback.

 Successful delivery of the Public Protection 
Commercial Programme and Sustainable 
Operating model. 

 Continued work to support Cornwall’s 
vulnerable consumers from scams and mass 
marketing frauds and maintained commitment 
to the National Scams Hub.

 Prevention of crime and the identification of 
criminal networks and organised crime groups.
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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.

Why 
are we doing this? 

 To ensure the health, safety and wellbeing of 
our staff.

 To ensure we have talented, competent, and 
qualified staff working in an effective and 
efficient manner.

 To deliver professional expert advice to our 
customers and communities. 

 To offer solutions to enable staff to deliver 
differently as a result of significant change 
programmes.

Delivery 
How will we deliver this objective? 

 Build leadership capability and skills at all 
levels within the workforce and seek ways of 
promoting a positive behavioural culture.

 Develop succession plans to increase career 
development opportunities and minimise the 
loss of critical knowledge and skills.

 Embed our Performance Management 
Framework, including Integrated Performance 
Reporting and Risk Management. 

 Ensure appropriate governance arrangements 
are in place to support the effective delivery of 
our plans.  

 We will put effective health safety and 
wellbeing governance in place, with visible, 
active leadership from senior managers.

 Continue to work within the British Standards 
Institute’s Framework for Health, Safety and 
Wellbeing and prepare to transition to the new 
ISO 45001 Standard. 

 We will develop our workforce plans to ensure 
we have the right people, with the right skills 
at the right time to meet current and future 
demands. We will identify opportunities for 
cross skilling staff and developing an agile 
workforce to address our reducing resources.   

Our Objectives
 To be recognised as a high performing organisation that is 
resilient to future challenges.

 To ensure the health, safety and wellbeing of our people 
and have the right resources in the right place.

 To ensure that we have the right culture to support our 
people to successfully deliver our vision and priorities.
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Long term success 
measures: Customer 
satisfaction levels 
above 90% and Staff 
engagement levels 
above corporate 
average by 2022.

Success 
How will we know we’ve been 
successful?

 Establishment of the registration service 
training plan.

 Establishment of lone working policy and 
procedures for registration staff.

 Risk assessments in place for all registration 
offices. 

 Establishment of the ‘gap’ between ISO 45001 
and the registration services.  

 Good performance against Corporate 
People measures, for example, Performance 
Development System reviews (PDS), Sickness, 
staff engagement, and morale.  

 Corporate, Regional and National Awards won 
in recognition of our high performing staff and 
service.

 High levels of customer satisfaction levels, 
demonstrating that we understand customer 
needs and learn from feedback. 

 Compliance with Information Management 
measures.  

 Compliance with the British Standards Institute 
Framework for Health, Safety and Wellbeing 
and ISO 45001 Standards.    

 Successful delivery against our People 
Programme Plan. 

 Increased satisfaction levels measured 
annually.
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How we contribute to the Council’s 
Business Plan and Strategies
Cornwall Council has identified five priority 
themes and sets out how these will be delivered 
in the Council’s Business Plan for 2018-22.  Our 
service priorities are aligned to the Council 
priorities as set out in this plan.  Appendix 1 
provides details of what we will deliver and 
explains how we will measure success against our 
priorities and key objectives.

9 Success measures 
and 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.  
Appendix 1 provides details of our measures and 
targets.

Our Risks - What might stop us? 
Our Service Leadership Team review risks to 
successful delivery of our Service Plan in line with 
our Integrated Performance Reporting and ensure 
that mitigating actions are in place. It is important 
that we understand risks so that we are able to 
plan to reduce the likelihood and impact of them 
on our service delivery. 
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If you would like this information in another 
format or language please contact: 

Cornwall Council, County Hall, 
Treyew Road, Truro TR1 3AY

or email: enquiries@cornwall.gov.uk 
telephone: 0300 1234 100  
www.cornwall.gov.uk

Key Contacts
For further information on the Service Plan 
please contact:

Allan Hampshire 
Service Director Neighbourhoods and Public 
Protection

Stuart Benson 
Head of Business Standards and Registration

Mark Luxton 
Head of Community Protection, Licensing and 
Enforcement

Julie Zessimedes  
Head of Library and Information Service

Emma Childs 
Service Improvement and Efficiency Manager

Brett Holmes 
Enterprise and Innovation ManagerFollow us on Twitter  

@BRS_Cornwall

Facebook 
@BusinessRegulatorySupport

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