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Why has this report been produced? 
 
This report is an essential part of our performance management process.  Producing this 
report allows us to objectively assess our previous performance and plan for the future 
more effectively.  The report also demonstrates our commitment to transparency.  As a 
Service we believe that our stakeholders should be involved in shaping our work and also 
know how we are performing against our proposals.   
 
Public Protection Service 
 
In 2012 the Government introduced a Regulators Code to provide a flexible, principles 
based framework for regulatory delivery. The Regulators Code has been developed to 
support and enable regulators to design their service and enforcement policies in a manner 
that best suits the needs of businesses and other regulated entities. The code states that: 
 

• Regulators should carry out their activities in a way that supports those they 
regulate to comply and grow  

• Regulators should provide simple and straightforward ways to engage with 
those they regulate and hear their views  

• Regulators should base their regulatory activities on risk  
• Regulators should share information about compliance and risk 
• Regulators should ensure clear information, guidance and advice is available 

to help those they regulate meet their responsibilities to comply 
• Regulators should ensure that their approach to their regulatory activities is 

transparent 
 
We have produced a document to explain what you can expect of Regulatory Services in 
Cornwall Council.  Whether you run a business, are an employee or a member of the public, 
we are committed to providing you with an efficient, courteous and helpful service. Our 
response to the Regulators Code can be found on the Cornwall Council web site and tells 
you how we aim to do this and what standards we will meet.  This report contributes to this 
fulfilling this aim. 
 
Library & Information Service 
 
The Library & Information Service produces an annual performance report which is shared 
with all internal and external stakeholders.  A copy is available upon request by contacting 
the Library Support Officers at supportofficers@cornwall.gov.uk.   
 
Registration Service 
 
The Registration Service produces an annual performance report to provide assurance to the 
Registrar General in relation to service delivery, performance, public protection & counter 
fraud and the requirements set out in the Registration Acts.  A copy is available upon 
request by contacting registration@cornwall.gov.uk.   
 
 
  

https://www.gov.uk/government/publications/regulators-code
mailto:supportofficers@cornwall.gov.uk
mailto:registration@cornwall.gov.uk


3 
 

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, 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. 
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Our Customers 
 
The quality of the service we deliver to our customers is a key measure of our success. 
Customer satisfaction is extremely important to our Service and each member of staff is 
committed to maintaining and improving our performance in this area.  
 

Our Customers 2017/18 

Public Protection 

Public Protection Service Requests received  21,742 

Public Protection Regulatory Inspections 3,332 

Number of Licensing Applications received 7950 

Number of businesses contacting the BRS Hub 1,666  

Library & Information Service 

Library & Information Service Requests received 319,602 

Number of E-leisure downloads (e.g. e-books)  213,819 

Number of Library loans 1,706,529 

Registration Service 

Registration Service Birth Registrations  4185 

Registration Service Death Registrations 6153 

Registration Service Notices of Marriage/Civil Partnerships 4028 

Measures of Responses 

Percentage of Freedom of Information requests responded to on 
time  

100% 
(192) 

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

Total Service Complaints Received 88 

Percentage of Step 1 complaints upheld 34% 
(29 of 86 cases) 

Level of satisfaction of business and commercial customers 97% 

Level of satisfaction of Public Protection customers 86% 

Level of satisfaction of Registration Service customer 99% 

Level of satisfaction of Library & Information Service customers 89% 

 
As well as responding to service requests, we also undertake an essential prosecution / 
enforcement role in accordance with an Enforcement Policy. Neighbourhoods & Public 
Protection also collates a number of statutory repots including a Customer Feedback Report 
and an annual Enforcement Report.   

https://www.cornwall.gov.uk/media/18979270/enforcement-policy.pdf
https://www.cornwall.gov.uk/environment-and-planning/environmental-health/feedback-and-reports/
https://www.cornwall.gov.uk/environment-and-planning/environmental-health/feedback-and-reports/
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Our objectives for 2017 to 2018 
 
Our Service Plan which covered the 2017 to 2018 period was ambitious but necessary to 
continue our improvement journey.  At this time of innovation and change, we need to 
ensure our vision remains at the heart of our work.   
 
Our Vision 
 
“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. 
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What have we achieved? 
 
The following section provides an overview of the progress and the achievements delivered 
in each of our 5 priorities during the last year.  A detailed performance summary is included 
in the next section.  The five priorities will continue to be at the heart of the service delivery 
for 2018-19.  
 
  

Working on behalf of the 
Food Standards Agency, 
using a grant of over 
£385,000 over 5 years, 
we helped to prevent the 
contamination of the food 
chain by undertaking 
animal feeding stuffs 
inspections. 

We have helped to ensure 
the viability of Cornwall’s 
shellfish industry. 

91% of businesses that 
had been non-compliant 
with the law have been 
supported/brought back 
into compliance  

More than 100 
suspected victims of 
scam mail and bogus 

phone calls were visited 
at their home by our 

team of Trading 
Standards Volunteers 

Priority 1 
Community Health 

and Wellbeing 
 

We will protect and 
improve health, wellbeing 

and safety by targeted 
advice, community 
engagement and 

enforcement action. 

8052 children took part in 
the Summer Reading 
Challenge across 
Cornwall’s Libraries 
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The Service responded to 
2,180 reports of 

abandoned vehicles, 535 
reports of fly tipping and 

763 stray dogs 

Priority 2 
Environment 

 
We will protect and 
improve Cornwall’s 

environment to safeguard 
people by providing 

targeted advice, 
community engagement 
and enforcement action. 

 

Our Dog Welfare and 
Enforcement team were 
awarded a Gold Footprint 
award by the RSPCA for 
an amazing seventh year 
in a row 

We have identified in excess of 
55,000 areas of land that could 

potentially affected by 
contamination and through the 
planning process we ensured 

that 991 sites affected by land 
contamination were either 

investigated or remediated in 
2017-18 

     

We successfully won a 
grant of £236,450 to 

retrofit hydrogen 
electrolysers to Cornwall 
Council (CORMAC) fleet 

vehicles 

965 samples of private 
water supplies were taken 
and analysed to ensure the 
wholesomeness and safety 

of the water 
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The Hub achieved a 
commercial customer 

satisfaction rate of 99% 

2017 saw another successful 
Made in Cornwall Christmas 
Fair, with around 90 members 
making their way to Truro 
over the 5 day event to 
showcase their locally made 
products. 

 

More than 2,000 pouches 
of illegal tobacco and 
1,000 packets of illegal 
cigarettes were seized, 
amounting to more than 
1,000 days of life saved in 
Cornwall 

We continue to work 
with DEFRA on the 

future of Protected Food 
Names, an area that is 
important to Cornwall 

Priority 3 
Economy 

 
We will support economic 

growth and consumer 
confidence by providing 

targeted advice, 
community engagement 
and enforcement action. 

More than 66 local 
businesses have now 
become members of the Buy 
with Confidence Trading 
Standards accreditation 
scheme 

22,967 Penalty Charge 
Notices (PCN’s) were 
issued to vehicles parked 
in contravention of parking 
restrictions and 8,625 
PCN’s were issued in car 
parks 
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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. 

 

National award winning 
“Better Business for All” 
partnership (2 years in 
succession) for regulatory 
support service’s provided to 
local businesses, integrated 
with the Cornwall & Isles of 
Scilly Growth & Skills Hub. 

Priority 4 
Sustainable Services 

 
We will be innovative in 

Service delivery, securing 
income, efficiencies and 

use intelligence to focus on 
community priorities. 

Our civil parking 
enforcement team 
responded to 1,984 
nuisance parking 
complaints and  
participated in a 

number of community  
environmental nuisance 

and safety projects. 

The Registration Service 
participated in a 
performance improvement 
initiative overseen by the 
General Register Office.  We 
achieved the highest level of 
performance improvement 
nationally. 
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Achieved British Standards 
Institute (BSI)18001 Health 
& Safety and Wellbeing 
registration status.    

We have received 225 
nominations and 12 
winners in the 
employee award 
scheme 

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. 

Corporate, 
Regional & National 
awards won in 
recognition of our 
high performing 
staff and service 

Public Protection took part in 
the Government’s Ethical 
Business Regulation Pilot 
and have clarified our values 
and behaviours for our 
Public Protection Service.  

100% of 192 FOI 
requests responded to 
on time and 99% of 
4,161 CON29 requests 
responded to on time 
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Our performance 2017 to 2018 
 
Community Health & Wellbeing 
Our Objectives 

• CHW1: To contribute to the reduction in the major causes of ill-health and in particular as a result of tobacco, alcohol and obesity 
• CHW2: To ensure a safe, healthy and sustainable food chain (farm to fork) 
• CHW3: To ensure safe and healthy workplaces and Communities 
• CHW4: To ensure registration services are accessible and meet the needs of customers 
• CHW5: To support the National Libraries Framework of reading, health, information, digital and learning 
• CHW6: To identify disadvantaged groups that will benefit from the support available from the Libraries and Information Service, in line with the National 

framework 
• 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 
KPI 

/Indicator Measures 2017/18 Target 2017/18 Year 
End Actual 

2017/18 
Performance 

Direction of 
Travel Type 

NP196 
Successful formal action against 
identified illegal suppliers of tobacco or 
alcohol. 

Increase in cases 
dealt with in 

2016/17 
1,023   PI 

NPP179b 
Value of money prevented from being 
lost to scammers and doorstep 
fraudsters. 

An increase in 
monies saved during 

2016/17 
£112,690   PI 

NPP133a 
Ensure that 96% of high risk food outlets 
achieving less than a score of 3 star 
improve standards to a satisfactory level 

96% 97%   PI 

NPP133a 

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% 97%   PI 

NPP21a 

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

432 384  
 

PI 

NPP146 

Support for Farms: Percentage of non-
compliant Feed & Farm premises 
supported back into compliance 
 
 
 
 
 

80% 88%   PI 
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KPI 
/Indicator Measures 2017/18 Target 2017/18 Year 

End Actual 
2017/18 

Performance 
Direction of 

Travel Type 

NPP169 
To undertake intervention visits to 
households which have been targeted by 
"Scammers" 

120 108   PI 

NPP179a 

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. 
 

147 reported 
incidents 

compared to 
139 reports in 

2016/17 

  PI 

NPP186 % of Registration Service customers 
satisfied with the service they received. 90% 99%   PI 

NPP188 

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

63% completions 
80% participation 

rate 
69%   PI 

NPP190 Increase number of users of e-resources 
(for example e-books and magazines) 

Increased downloads 
of 10% over 
2016/17 

122,104   PI 
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Our performance 2017 to 2018 
 
Environment 
Our Objectives 

• ENV1: Cleaner and safer neighbourhoods through reduction of environmental crime, stray dogs and noise nuisance ENV2: Cleaner and safer land 
• ENV2: Cleaner and safer land  
• ENV3: Cleaner and safer water 
• ENV3: Cleaner and safer water 
• ENV4: Cleaner and safer air 
• ENV5:  Effective enforcement operation in line with the Traffic Management Act 2004 

 
KPI 

/Indicator Measures 2017/18 Target 2017/18 Year 
End Actual 

2017/18 
Performance Direction of Travel Type 

NPP138 

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

26% 44%   PI 

NPP135 % of seized stray dogs returned to 
their owners 85% 91   PI 

NPP137 
Number of targeted proactive patrols 
and improvement of cleanliness rating 
for routine patrols 

500 patrols 618   PI 

NPP173 
Effective resolution of noise nuisance 
investigations within appropriate 
timeframe 

55% Q3 - 58%   PI 

NPP139 % of Private Water Supplies made 
wholesome following an intervention 85% 95%   PI 

NPP195 Enforcement requests responded to 85% 
 100%   PI 
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Our performance 2017 to 2018 
Economy 
Our Objectives 

• ENV5:  Effective enforcement operation in line with the Traffic Management Act 2004 
• 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  
• ECON3: To support the local economy through the delivery of high quality ceremony services 
• ECON4: To support people through information learning with partnership working 

 
KPI 

/Indicator Measures 2017/18 Target 2017/18 Year 
End Actual 

2017/18 
Performance Direction of Travel Type 

NPP147 

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

80% 76%   PI 

NPP175 
Delivery of successful accreditation 
schemes, with a focus on Made in 
Cornwall 

272 No data No data No data PI 

NPP153 Tackling Problem Trade Sectors 

Reduction of 
10% in 
consumer 
complaints 
against problem 
trade sectors. 

36% reduction   PI 

NPP154 To continue to monitor Consumer 
Detriment 

Cornwall’s 
consumers 
reported over 
£18Million loss or 
detriment in 
2016/17. 

Reported 
figure of 

£7,259,127 
 

 PI/Management 
Info 

NPP191 Ceremony income 
Target tbc – new 
measure  
 

£1,422,962   PI 
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Our performance 2017 to 2018 
Sustainable Services 
Our Objectives 

• SUSTAIN1: To effectively prioritise services based upon risk to the community and businesses 
• SUSTAIN2: To realise £285K Efficiency Target over 3 year plan, delivered and governed through our Efficiency Programme 
• SUSTAIN3: To generate income to support the sustainable regulatory operating model, delivered and governed through our Commercial Programme 
• SUSTAIN4: To deliver the budget on target 
• 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 
• SUSTAIN6: To identify sufficient and sustainable buildings to deliver the Library 

 
KPI 

/Indicator Measures 2017/18 Target 2017/18 Year End 
Actual 

2017/18 
Performance Direction of Travel Type 

NPP0406b Cashable savings against 
targets £2.176 £0.392   PI 

NPP12 Commercial customer 
satisfaction measures 87% 97%   Survey 

NPP0206b Forecast outturn against 
budget £5.548 £7.069   Management 

Info 

NPP199 

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

60% 49%  Survey next due 
in 2019/20 PI 

       

The Neighbourhoods and Public Protection budget was re-profiled during 2017/18 to reflect the time required to deliver the complex programmes 
by the service.  At year end, the final outturn position equates to an over-spend of £0.152m compared with the budget re-profile carried out 
earlier in the financial year.  The position is predominantly due to the factors detailed below: 
• Libraries & Information Services had a shortfall in savings aligned to Libraries Transformation Programme in this financial year of £0.040m 
variance against the re-profiled budget position.  
• Public Protection Services are reporting an overspend of £0.112m variance against the re-profiled budget position 
• Income shortfall of £0.087m in relation to the Commercial Programme.  Commercial income finished below the re-profiled target while statutory 
income receipts exceeded target for the year. 
• Additional costs against budget of £0.025m were incurred mainly in relation to legal disbursements.                  
• Neighbourhoods & Public Protection management had a shortfall in savings aligned to the services Efficiency Programme of £0.075m along with 
a shortfall in the savings aligned to the Digital Improvement Plan of £0.089m. The delays to implementation have been recognised centrally and 
IS are showing the corresponding under spend in their programme. 
. 
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Our performance 2017 to 2018 
 
Our People 
Our Objectives 
PEOPLE1: To ensure that we have the right culture, skills and high performing people in the right place to deliver our vision and priorities. 
PEOPLE2: Be recognised as a high performing organisation that is resilient to future challenges 
PEOPLE3: Ensure the Health, Safety and Wellbeing of our people 
PEOPLE4: To offer solutions to staff to enable them to deliver the Library and Information Service 
PEOPLE5: To ensure that we are operating as one cohesive Service and make the most of opportunities to deliver high quality services 
 

KPI /Indicator Measures 2017/18 Target 2017/18 Year End 
Actual 2017/18 Performance Direction of Travel Type 

NPPSS2 

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

65% No Data No Data No Data PI 

NPPSS3 

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

30% No Data No Data No Data PI 

NPPFOI2  
% of Con 29 (land 
search) requests 
responded to on time 

90% 99%   PI 

NPPFOI1 % of FOI requests 
completed on time 90% 100%   PI 

NPP1 

% of step 1 
complaints 
responded to within 
10 working days 

90% 93%   PI 

NPP9 % of step 1 
complaints upheld 20% 36%   PI 

NPP26 

% of step 2 
complaints 
responded to within 
20 working days 
 
 
 

80% 80%   PI 
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NPP12 

The percentage of 
business customers 
stating they were 
fairly treated/ 
contact was helpful/ 
satisfied with 
regulatory services 

87% 97%   PI 

NPP160 
 

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

85% 86%   PI 

NPP180a 
 

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

90% 89%   PI 

NPP180b 

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

90% 96%   PI 

NPP192 

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

90% 89%  No Data PI 

NPPPSA1 

Monitoring of staff 
sickness to reduce 
long term and short 
term absence 

4% No data No data  PI 
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Our strategic programmes 2017 to 2018 
 
 

Programme Status Narrative 

Better Business for All Programme On Target 

Good progress against work plan deliverables 
over the year. In May Cornwall’s BBFA 

partnership won (Govt BEIS) best partnership 
in the Country award. Ongoing improvements 

to service delivery (regulatory business 
support) have been validated by high business 
satisfaction levels, especially services accessed 
through the Business Regulatory Support Hub 

(99%), which has provided regulatory business 
support to over 1,600 local businesses during 

2017. 

Efficiency Programme Failing 

This Programme is failing due to corporate 
implementation delays.  The Service is 

pursuing those projects/actions that lie within 
its control with reasonable success.  For 

example, productivity/efficiency improvements, 
customer service and information governance 

have made good progress.  However, the 
Service’s requirement to improve technology in 

respect of core software, mobile device 
hardware and migration on-line continues to be 
dependent on corporate priorities and we can 
only move at the speed of the Digital Cornwall 

Programme. This means that the efficiency 
savings target for 2018-2019 is at serious risk 

and that is the reason for the overall RAG 
status, despite the progress made in some 

projects. .   
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People Programme Behind Schedule 

The RAG rating remains Amber at year end due 
to the complexity of the culture work stream, 

and delays to implementing the 
Communications plan due to available resource 
and corporate support.  Public Protection draft 
values have been shared with managers and 
feedback has been positive, and these will be 

implemented in April 2018.  The 
communication template is being trialled to 

improve and simplify comms across the 
service. The People Programme Board has 

been established as the governance board for 
Health, Safety and Wellbeing.  An Action Plan 

has been drafted and the board will ensure the 
appropriate resource and accountability is in 
place for the service to continue to meet its 

duties, and to support the transition to the ISO 
standard.   

Commercial Programme Behind Schedule 

The status of the commercial programme is 
now Amber, with the end of year service 

budget coming in marginally below the full 
income target requirement. Primary Authority 

has now moved from Red to Amber which 
strengthens the overall RAG rating for the 

programme.  Despite the success of being only 
marginally below our full target, it has been 

identified that the increase for the next 
financial year will be too challenging and 

therefore unachievable. As a result, action is 
being taken along the principles of our 

operating model, and to give the service the 
highest possible opportunity to achieve the 
2018/19 income targets a review of the E&I 
team and the supporting “Technical Support” 

team is being carried out.  
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This review will ensure the right capability is 
in-situ, to enable the commercial programme 
to refocus and deliver the correct expertise to 
support Public Protection in meeting its revised 

income targets. 

Library & Transformation Programme Behind Schedule 

The programme remains at Amber as the 
revised savings forecasts of £0.865m is within 
the agreed cost tolerance. Although there are 
internal and external capacity issues and other 
reasons that cause slippage to agreed transfer 
dates the programme is successfully devolving 
sites month on month. Redruth and Camelford 
were transferred to the town councils in April 

and a number of others will be devolved 
throughout the summer.  The programme will 

be completed by the 31st March 19. 
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What does the future hold? 
 
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 & Information Service primarily through devolution of the day 
to day running of local library & information services to Town & 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 & 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 a new four 
year Service Plan.   
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