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Introduction  

This Business Plan is a key document for recording how service areas will work to deliver the objectives of the Council’s Corporate 

Plan 2015/16.  This plan will also be used by Directorates and Elected Members to monitor progress and achievements against the 

activities in the plan, ensuring targets are on track and delivered.   

As this Business Plan only measures Corporate activities and indicators, each service area will be required to produce an individual 

team plan and team indicators.  Team plans will be solely for the use of services to manage their teams on an ongoing basis. 

All services across the Council contribute to the overall delivery of the Corporate Plan in a variety of ways.  However, some 

services, such as Finance, are not directly mentioned in this Business Plan as performance against the objectives in the Corporate 

Plan is measured via other reporting mechanisms, for example, the Audit Committee. Similarly, there are several support services 

that are not mentioned directly but are integral to the overall delivery of the Business Plan and Corporate Plan objectives, these 

include; I.T. Services, Property Services, Finance, Legal and Strategic Support Services.     
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Our place to….. feel safe and secure 

We will provide services that develop communities and neighbourhoods so that everyone feels safe, valued and secure. 

 
What we intend to 
do…. 

By…… 
 

How….. Lead Service 
 

Measure / Success 
Criteria 

Develop initiatives to 
reduce crime and 
disorder across the 
Borough 

SS1: Working closely 
with the Police and 
other partner 
organisations to reduce 
levels of burglaries in 
hotspot locations  

Crime Jag to identify hot 
spot locations and 
emerging trends, 
establishing multi-
agency working groups 
to deliver targeted crime 
prevention advice and 
enforcement 
campaigns. 

Neighbourhood 
Services 

A significant reduction in 
burglaries 

Deliver 3 burglary 
awareness raising 
initiatives within the 
Student triangle. 

Neighbourhood 
Services 

A significant reduction in  
burglaries  
 

SS2: Reducing re-
offending by continuing 
to play a leading role in 
the rehabilitation of ex-
offenders 

Referral via Crime and 
ASB Jags, of at least 12 
new young people per 
year to local mentoring 
services. 

Neighbourhood 
Services 

All Crime – 5% 
reduction 

 To include positive 
requirements 
addressing underlying 
causes in Criminal 
Behaviour Orders and 

Neighbourhood 
Services 

All Crime – 5% 
reduction 
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What we intend to 
do…. 

By…… 
 

How….. Lead Service 
 

Measure / Success 
Criteria 

Civil Injunctions 

SS3: Reassuring 
community confidence 
by promoting the 
successes of the 
Community Safety 
Partnership’s crime 
reduction initiatives   

Development of a multi-
agency Community 
Safety Events Calendar 

Neighbourhood 
Services 

Community Safety 
Events Calendar 
produced 

Use the Council’s 
Website and alternative 
media channels, 
including Twitter & 
Facebook, to publicise 
and feedback on 
Community Safety 
Events. 

Neighbourhood 
Services 

Percentage increase in 
website hits (comparing 
yrs 14/15 to 15/16 
 
4 Twitter & Facebook 
Campaigns 

Maintain our approach 
to successfully dealing 
with antisocial behaviour 

SS4: Increasing public 
confidence that effective 
action is being taken 
against Anti-Social 
Behaviour 

Carry out a review of 
multi-agency ASB Case 
Management 
Processes, identifying 
areas of good practice 
and areas for 
development 

Neighbourhood 
Services 

Review completed and 
submitted to the 
Community Safety 
Partnership by October 
2015 

Undertake consultation 
for the development of 
new Public Space 
Protection Orders to 
replace the existing Dog 
Control Orders and 
Dogs Fouling of Land 
Orders when these 
expire in 2017.  

Regulatory Services 

Consultation completed 
to identify extent of dog 
control areas by end 
March 2016 
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What we intend to 
do…. 

By…… 
 

How….. Lead Service 
 

Measure / Success 
Criteria 

Undertake targeted 
noise monitoring 
programme for major 
events and festivals 
within the Borough, 
where potential noise 
impacts have been 
identified.  

Regulatory Services 

1. Number of events 
monitored.  
2. Compliance with 
noise and Licence 
conditions.  

Implement Revised 
Tenancy Agreement. 

Landlord Services 
New agreement in place 
by September 2015 

SS5: Reducing Anti-
Social Behaviour by 
working with partners 
and giving priority to 
tackling drug and 
alcohol fuelled incidents 

To expand the Street 
Pastors scheme to 
additional areas 

Neighbourhood 
Services 

All Crime – 5% 
reduction 

Delivery of 2 Alcohol 
Harm Reduction 
Initiatives in partnership 
with Loughborough 
University. 

Neighbourhood 
Services 

2 initiatives delivered  

Facilitate an 
environment where 
people feel safe and 
secure  

SS6: Encouraging the 
diversification of 
Loughborough town 
centre ‘night time 
economy’ to ensure it is 
available to a wide age 
group 

To deliver the amended 
town hall business plan 
by encouraging a more 
diverse audience 
including; the addition of 
a further pantomime 
week, increased use of 
gallery and balcony area 
and initiatives that focus 
on family friendly 

Leisure and Culture 
Delivery of amended 
business plan 
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What we intend to 
do…. 

By…… 
 

How….. Lead Service 
 

Measure / Success 
Criteria 

entertainment  

SS7: Ensuring that the 
Borough has 
appropriate and 
effective levels of CCTV 
Coverage 

Develop 2 new CCTV 
partnerships (with local 
businesses, Residents 
Associations or Parish 
Councils) 

Neighbourhood 
Services 

All Crime – 5% 
reduction 

Deploy  additional 
cameras in hotspot 
areas based on priority 

Neighbourhood 
Services 

New cameras deployed 
in hotspot areas 

SS8: Supporting 
government licensing 
initiatives where they 
benefit the local 
community  

Undertake targeted 
inspection programme 
for Licensed premises 
across Charnwood, in 
consultation with 
Partners.   

Regulatory Service 

1. Number of visits 
undertaken. 
2. % of premises visited 
complying with 
Licensing Conditions.  

Undertake targeted 
inspection programme 
for Gambling premises 
across Charnwood, in 
consultation with 
Partners.   

Regulatory Service 

1. Number of visits 
undertaken. 
2. % of premises visited 
complying with 
Licensing Conditions.  

Review of the Licence 
conditions for Hackney 
and Private Hire 
Vehicles. 

Regulatory Service 
New Conditions 
approved and 
implemented. 

SS9: Working with the 
Police and other local 
partners to tackle 

With the Police and 
Leicestershire County 
Council target unsafe 

Regulatory Service 
1. Number of leaflets 
distributed.  
2. Number of Joint 



7 
 

 
What we intend to 
do…. 

By…… 
 

How….. Lead Service 
 

Measure / Success 
Criteria 

pavement parking  pavement parking 
around schools, with an 
education initiative 
linked to follow up 
enforcement.   

Patrols undertaken. 
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Our place to….. grow and prosper 

We will ensure that Charnwood continues to be a prosperous and thriving Borough which embraces innovation and 

enterprise, whilst providing a wide range of employment opportunities across the Borough. 

 
What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

Promote physical and 
economic growth across 
the whole Borough 
Support economic 
development and 
regeneration within the 
Borough 

GP1: Finalising and 
adopting the local plan 
to promote suitable 
development across the 
Borough, including new 
homes, supporting 
infrastructure and 
opportunities for 
business growth, whilst 
protecting the unique 
identity of our towns and 
villages and vital green 
spaces 

Preparing the Core 
Strategy 
 
 
 
 
 

Planning & 
Regeneration 

Council decision to 
adopt the plan before 
end of June 2015. 
New homes completed 
in line with housing 
trajectory (NI 154) 
 
New affordable homes 
completed (N1 155 – 
Key indicator 2) 

GP3: Promoting 
affordable housing 
development to meet 
people’s aspirations to 
live in rented or privately 
owned homes 

By working with 
developers and 
Registered Providers to 
maximise the supply of 
affordable homes, 
including utilizing the 
Council’s land holdings 
to deliver the HRA 

Strategic and Private 
Sector Housing 

Delivery of HRA 
Business Plan new build 
programme 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

Business Plan new build 
programme. 

GP4: Working together 
with the Leicester and 
Leicestershire 
Enterprise Partnership 
(LLEP) and other 
partners to support 
priority projects: 
1) The former Astra 
Zenca Site 
2) University Science 
and Enterprise Park 
3) The Watermead 
Corridor (Thurmaston/ 
Syston) 
4) East Loughborough’s 
Industrial Heritage 
Quarter (the bell 
foundry,   
5) Great Central 
Railway and Windmill 
Road)  
Loughborough Town 
Centre (Devonshire 
Square, Baxter Gate 
and Inner Relief Road 
corridor)   

Adopt policies in the 
Core strategy to provide 
a development 
framework for the 
regeneration of the 
Borough 
 
1) progress the 
partnership working 
framework to deliver the 
bio-medical campus 
2) prepare a 
development 
masterplan for the SEP 
3) prepare a detailed 
policy framework 
through the Site 
Allocations and Policies 
Plan 
4) Prepare an action 
plan to progress the 
economic impact 
assessment and high 
level business plan 
5) Submit to LLEP a 
proposal to include 

Planning and 
Regeneration 

Adoption of the Core 
Strategy June 2015 
 
 
 
 
 
1) March 2016 
 
 
2) June 2015 
 
 
 
3) March 2016 
 
 
 
 
4) March 2016 
 
 
 
 
5) March 2016 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

these areas within a 
project under the market 
towns programme to 
realise public realm 
improvements  

 

Help businesses to 
prosper and develop 
vibrant towns and 
villages across the 
Borough 

GP5: Working with 
partners to create a 
super-fast broadband 
network in rural areas 

Supporting the 
Countywide group to 
extend super-fast 
broadband to the 
remaining 6% of the 
Borough 

Planning and 
regeneration 

Delivered by March 
2016 

GP6: Supporting rural 
tourism to increase 
prosperity across 
Charnwood 

Undertake improvement 
works to Anstey the 
Nook, Sileby and 
Barrow Car Parks, 
including resurfacing 
and re-lining. 

Regulatory Services 
Complete improvement 
works by March 2016  

Up- date the Blue Print 
for Tourism for 
Charnwood to support 
the development of: 
The Great Central 
Railway and 
connectivity of the 
Heritage offer  
Launch of StoneyWell 
Cottage and the Art and 
Craft Trail, and  

Leisure and Culture 

Tourism Blueprint 
established and action 
plan in place. 
 
Launch of marketing 
materials with Partners. 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

Go Leicestershire web 
site. 
The Loughborough 
Welcome and 
associated projects   
The rural retreat and the 
extension of the tourism 
season with focus on 
Spring, Autumn  and 
Winter   

GP9: Supporting the 
aims and 
implementation of the 
Business Improvement 
District (BID) including 
promoting 
Loughborough’s 
attractions and 
businesses and making 
it easier for people to 
find their way to and 
around Loughborough 

Working with the 
Loughborough BID, 
implement car parking 
initiatives within the 
Town Centre Car Parks, 
including selected free 
parking promotions.  

Regulatory Services 

1. Number of initiatives 
implemented. 
2. Increased number of 
cars parking within the 
Council car parks.  

Introduce a Shoppers 
Charter on the market to 
compliment the Real 
Deal scheme and use 
this as part of a markets 
promotional package. 

Leisure and Culture 

Improve customer 
satisfaction with the 
market Increase town 
centre footfall on market 
days. 

Assist in the 
Loughborough 
University “Market Town 
Project” utilising a 
vacant shop to 

Leisure and Culture 

Successful delivery of 8 
artist commissions. 
Increase town centre 
footfall.  
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

accommodate art 
projects and 
commissions aimed at 
positively promoting the 
town centre to residents, 
businesses and visitors  

Work with the BID to 
implement the second 
phase of the town 
centre signage project 
including information 
points at town centre car 
parks and other 
locations to provide 
information on 
attractions, events and 
town centre.   

Leisure and Culture 

1) Successful 
completion of the town 
centre signage project 
and installation of a 
minimum of 10 new 
signage points. 

Invest in our Council 
homes and provide 
decent homes, making 
best use of local 
business 

GP10: Providing £60 
million to repair and 
improve our council 
homes, installing 
thousands of new 
kitchens and boilers and 
other improvements  

Achieve 0% non-
decency on general 
needs properties by the 
end of 2015/16 and 
work towards the 
Charnwood Standard.   

 
Landlord Services 

0% non-decency on 
general needs 
properties by the end of 
2015/16 

Additional Objectives   

Support the work of the 
LLEP ‘Better Business 
for All’ joint project. To 
include: 

Regulatory Services 

1. Number of 
businesses accessing 
Regulatory Information 
from Business Gateway.   
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

1. Develop regulatory 
information on the 
‘Business Gateway’ site 
for businesses in 
Charnwood.  
2. Undertake a business 
surveys to identify 
priorities for BBFA 
moving forward.  
3.  Develop the role of 
the Business 
Champions within 
Charnwood. 

2. BBfA projects 
implemented.  
3. Number of start-up 
businesses receiving 
regulatory advice and 
support. 

Provide food businesses 
with advice and support 
to assist them in 
achieving the highest 
rating level within the 
National Food Hygiene 
Rating Scheme 

Regulatory Services 

KI3 - Number of 
businesses achieving a 
rating of Level 3 or 
above  

For the centenary of 
Ladybird books and 
related children’s 
festival improve the 
public realm and 
attractiveness of the 
town centre in 
celebration of “People 

Leisure and Culture 

Successful delivery of 
commissions    
Increase in footfall 
during children’s 
Festival in October 2015  
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

and Place” to include 
commissioning of art 
work /street furniture 
and dressing linked to 
Ladybird books  
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      Our place to….. protect for future generations 

We will protect our natural resources to provide a Borough which is clean and tidy and has a variety of green, open 

spaces for the benefit of all our residents. 

 
What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

Retain the high 
standards of cleanliness 
and tidiness across the 
Borough 

FG1: Continuing to keep 
our Borough clean and 
tidy 

Benchmark the current 
Cleansing and Open 
Spaces Service as part 
of a formal review of the 
contract to ensure 
business continuity 
post 1st April 2017 

Cleansing and Open 
Spaces  

Contract renewal 
agreed by the Project 
Board and Cabinet 

Monthly programme of 
communal area 
inspections 

Landlord Services 
Monthly inspection 
programme undertaken 

FG2: Expanding 
successful campaigns to 
reduce fly tipping, 
littering, dog fouling and 
other environmental 
crimes 

As part of the Don’t 
Muck Around Campaign 
undertake: 
1. Undertake an enviro-
poll to determine 2015-
16 DMA priorities.  
2. Targeted anti-littering 
educational and 
enforcement work.  
2. Targeted anti-dog 
fouling educational and 

Regulatory Services 

1. Poll completed and 
priorities identified. 
2. Reduction in litter 
within targeted areas. 
3. Reduction in dog 
fouling in targeted areas 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

enforcement patrols.  

Article in tenants 
newsletter to raise 
awareness  

Landlord Services 
Autumn edition of 
newsletter 

FG3: Proactively 
tackling environmental 
crime when it occurs 

Investigate all reports of 
fly-tipping, littering and 
other enviro-crimes and 
where suitable evidence 
is collated, undertake 
enforcement action.  

Regulatory Services 
1. Total number of 
successful enforcement 
actions undertaken.  

Protect and enhance the 
green and open spaces 
of the Borough 

FG5: Working with 
partners to create 
Charnwood Forest 
Regional Park to 
conserve and enhance 
the Borough’s 
landscape and 
townscape 

Develop the Outwoods 
Cottage as a Visitor 
Centre 

Cleansing and Open 
Spaces 

 

Secure funding for 
potential development 
project 

FG6: Continuing to work 
with partners to support 
the Watermead Park 
area    

Prepare a masterplan 
for Watermead Park 
area 

Planning and 
Regeneration 

Masterplan to be 
developed throughout 
2015-16 

FG7: Supporting the 
creation of open spaces 
including parks, play 
areas and allotments 
within new 

Monitor and deliver the 
Open Spaces action 
plan specifically to 
ensure that S106 
monies are used in 

Cleansing and Open 
Spaces 

 

Five projects to be 
delivered by 31st March 
2016 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

developments advance expiry dates. 

Apply for 5 external 
funding bids in 
partnership with 
Community Groups 

Cleansing and Open 
Spaces 

 

Number of funding 
applications submitted 
by 31st March 2016 

Ensure the Borough 
maintains a leading role 
in local efforts to reduce 
the impacts of climate 
change 

FG8: Actively 
supporting the 
governments Green 
Deal initiative 

By signposting 
enquirers to the new 
phase of the Green Deal 
Home Improvement 
Fund that opened to 
households in 
November 2014 and 
which is designed to 
help people make 
energy saving 
improvements to their 
home. 

Strategic and Private 
Sector Housing 

 

FG9: Increasing the 
amount of waste 
diverted from landfill 

Explore the feasibility of 
Food Waste Collection 
scheme in the Borough 

Cleansing and Open 
Spaces 

Submit report to the 
Project Board by 
September 2015 

FG10: Actively 
engaging with our 
partners to develop 
effective plans to 
manage the risk from 
flooding 

Support our partners 
(EA, LCC & STW) in 
flood risk management 
and alleviation. 

Cleansing and Open 
Spaces 

 

Secured funding for the 
Loughborough Flood 
Risk Management 
Scheme. 

FG11: Promoting more The use of Building For Planning and Completed by March 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

environmentally friendly 
housing for all new 
homes built within 
Charnwood 

Life Assessments on 
new residential planning 
applications where 
applicable 

Regeneration 2016 

Protect our built and 
natural heritage to 
maintain the character 
of the Borough 

FG12: Working with 
local partners to protect 
the character and 
identity of our individual 
communities 

Support local 
communities to hold 
(licenced) and specialist 
markets (fresh food 
markets) on University 
Campus and village 
centres  

Leisure and Culture 
Number of market 
licences issued  
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Our place to….. celebrate and enjoy 
We will create opportunities for communities to live healthy, active and fulfilling lives. 

 
What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

Provide opportunities for 
residents to lead 
healthier lifestyles and 
improve their wellbeing 

CE2: Creating an 
Olympic legacy, to co-
ordinate a programme 
of sport, physical activity 
and cultural initiatives, 
aimed at increasing 
participation amongst a 
wide range of residents   

To deliver a tier 2 
Weight management 
programme throughout 
Charnwood. Programme 
to include; 10 LEAP 
programmes (Adult 
weight management) 
and 5 FLiC  
programmes (Family 
weight management). 

Neighbourhood 
Services 

NS1 (Number of 0-18 
year olds and adults 
attendances on play, 
sport and physical 
activity programmes) 

No. of LEAP 
programmes - total 10 
No. of FLiC 
programmes - total 5 

To develop 8 new 
satellite clubs across the 
borough based at 
school sites. 

Neighbourhood 
Services 

NS1  
8 new satellite clubs 
developed 

To develop an inclusive 
Charnwood Boccia Club 

Neighbourhood 
Services 

NS1 
1 new inclusive club 
established 

To develop 4 new local 
groups who use the 
Museum supported by a 
review of accessibility  

Leisure and Culture 

1) 4 new groups 
established  
2) Access statement 
produced and promoted  
to increased 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

participation  

Monitor and review the 
50 week swim school 
programme with Fusion 
to increase swimming 
school capacity and 
swimming overall 

Leisure and Culture 

Increase swim school 
capacity by 500 by 
March 2016 
LS 10 - Leisure Centres 
- Total number of visits 
Participation to increase 
by 2% year on year for 
first five years of 
management contract. 

Work proactively with 
Fusion to increase the 
uptake by SLF families 
for the supported 
swimming programme 
and develop access to 
other activities if 
permitted by funding 
body 

Leisure and Culture 

Participation to increase 
by 2% year on year for 
first five years of 
management of the 
contract 
LS 10 - Leisure Centres 
- Total number of visits 

CE4: Supporting 
partners in the provision 
of Extra Care Housing 
for an ageing population 

Through the due 
consideration of 
applications from 
Registered Providers for 
financial support and by 
working with developers 
of large housing 
schemes to identify 
opportunities for extra 

Strategic and Private 
Sector Housing 

Opportunities for extra 
care provision identified 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

care provision through 
Sec106 agreements 

CE5: Working with the 
Charnwood Together 
Partnership to deliver 
our shared aim of 
improved quality of life 
for everyone living  and 
working in Charnwood, 
particularly focusing on 
priority neighbourhoods 

To support and promote 
the launch of 
Community Shop in 
Loughborough 

Neighbourhood 
Services 

Opening of Community 
Shop and membership 
recruitment 

To facilitate the 
involvement of  6 key 
partners and service 
providers in Community 
Shop  

Neighbourhood 
Services 

6 Key partners and 
service providers are 
represented in 
Community Shop 

In partnership, 
implement the Local 
Area Co-ordinator 
Project in Thorpe Acre 
and Hastings Ward 

Neighbourhood 
Services 

Successful engagement 
of LAC’s within in the 2 
identified locations 

CE6: Encouraging 
healthier lifestyles 
through the delivery and 
promotion of sporting 
and recreational 
facilities 

To develop and deliver 
the national 12 month 
‘Kids Run Free’ 
programme in 
partnership with Fusion 
Lifestyle and CBC 
Green Spaces team. 

Neighbourhood 
Services 

NS1 (Number of 0-18 
year olds and adults 
attendances on play, 
sport and physical 
activity programmes) 

Support Mountsorrel 
Parish Council with their 
development of the new 
Memorial Hall facility 

Leisure and Culture New Memorial Hall open  
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

and explore the 
options/potential for 
Fusion to take on the 
management of the new 
facility 

Encourage people to be 
involved in cultural 
activities taking place 
across the Borough 

CE7: Supporting 
community 
organisations and 
societies to deliver 
engaging programmes 
and performances for 
and with local people 

For the centenary of 
Ladybird books provide 
a platform for the 
community to deliver 
performances and 
events as part of a wider 
Festival programme. 

Leisure and Culture 

Successful delivery of 
festival 
 
10 events delivered by 
the community  

CE8: Working with our 
partners to ensure that a 
range of positive 
activities and 
opportunities are 
available to children and 
young people 

Co-ordinate and 
develop 2 new positive 
activities to targeted 
young people across the 
borough 

Neighbourhood 
Services 

2 new activities 
delivered 

Deliver 2 funding and 
capacity building events 
to support voluntary and 
community sector youth 
provision partners  

Neighbourhood 
Services 

2 events delivered 

Using the centenary of 
the Ladybird books 
develop an annual 
festival of children’s 
illustration and literature 

Leisure and Culture 

1) 20 activities/events  
aimed at children 
available to wide age 
range and abilities   
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

with partners to provide 
a wide range of 
activities and 
opportunities with a link 
to the culture and 
Heritage of Charnwood     

Loughborough Town 
Hall with partners will 
develop a new strand of 
activities aimed at 
children and young 
people enabling them to 
be actively involved 
within the arts. 

Leisure and Culture 
Number of children 
participating  
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Our place to….. belong 
We will support residents to influence, contribute and take part in their communities. 

 
What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

Facilitate community 
groups to develop and 
grow in their capability 
to take ownership of 
local issues and lead on 
finding solutions  

B1: Working with 
partners to reduce the 
number of ‘troubled 
families’ 

Deliver 3 targeted group 
work initiatives to SLF 
families and extended 
family members 

Neighbourhood 
Services 

3 targeted group work 
initiatives delivered 

B2: Providing funding to 
support our Voluntary 
Community Sector 
Partners and associated 
community projects 

Carry out Strategic 
Partner Review  

Neighbourhood 
Services 

Strategic Partner 
Review undertaken  

Implement & deliver 
annual communication 
and marketing plan for 
Charnwood Grants 

Neighbourhood 
Services 

Communication and 
marketing plan in place 
and community grants 
promoted 

B3: Supporting 
residents to become 
more involved in 
decisions about their 
neighbourhoods 

Consult residents on 
how they would like to 
be involved and what 
support required as part 
of the three year 
satisfaction survey 

 
Landlord Services 

 
Jan 2016 survey 

Implement the revised 
customer engagement 
strategy 

 
Landlord Services 

Completed by March 
2016 

B4: Maintaining the 
Marios Tinenti Centre 
and Altogether Place 

Support Marios Tinenti 
Centre in its recruitment 
of Hub Development 

Neighbourhood 
Services 

Recruitment of Hub 
Development Worker 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

Worker and 
development of 
Business Plan 

Recruiting and training 6 
additional volunteers to 
support the running of 
the community hubs 

Neighbourhood 
Services 

Increase in number of 
recruited and trained 
volunteers. 

Encourage communities 
to have a voice in the 
development of services 

B5: Communicating with 
residents to understand 
their needs, monitor 
satisfaction levels and 
champion excellence in 
customer care 
 
 

Undertake a residents 
survey to determine 
priorities for the 
Corporate Plan 2016-
2020 

Strategic Support 
Residents survey to be 
undertaken late summer 
2015 

Compile a new 
Corporate Plan 2016-
2020 

Strategic Support 
Final Corporate Plan to 
be presented to Cabinet 
in March 2016 

Manage the 2015 
General, Local and 
Parish Elections 

Elections and Land 
Charges 

Election and Count to 
be held on 7th-8th May 
2015 

Extend Community 
Champions across the 
service area to meet 
KPI levels 

Cleansing and Open 
Spaces 

Total number of 
community champions 

Undertake regular 
Satisfaction Surveys 

Cleansing and Open 
Spaces 

Levels of success as 
measured by third party 
satisfaction surveys 

Support the introduction 
of Universal Credit  

Revenues, Benefits and 
Customer Services 

Start June 2015 
according to DWP 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

within Charnwood timetable.  Measured 
through number of 
recipients 

Carry out satisfaction 
survey (carried out 
every three years) 

Landlord Services 
To be undertaken in 
January 2016 

B6: Developing 
supported volunteering 
opportunities across the 
Borough with a 
particular focus on 
priority neighbourhoods   

Utilise the Rangers 
Service to deliver 
volunteering projects in 
Open Spaces 

Cleansing and Open 
Spaces 

Number of volunteering 
hours delivered (Target 
for 2015/16: 5500 hrs) 

Work with VAL and the 
Voluntary Community 
Sector Forum to 
proactively support 10 
individuals from priority 
neighbourhoods into 
volunteering 
opportunities 

Neighbourhood 
Services 

10 individuals supported 
from priority 
neighbourhoods into 
volunteering 
opportunities 

Hold 2 Volunteer 
Recruitment Events 
through Hubs and 
Community Groups in 
the priority 
neighbourhoods 

Neighbourhood 
Services 

2 volunteer recruitment 
events held 

Hold 2 volunteer 
recruitment events at 
the Museum to support 

Leisure and Culture 
2 volunteer recruitment 
events held 
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What we intend to 

do…. 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success 

Criteria 
 

Heritage 
projects/services  
Including the  Carillon, 
Charnwood Museum 
and the Zeppelin 
centenary preparations 

B7: Actively involve 
young people in our 
services and decision 
making by supporting 
groups like Charnwood 
Youth Council 

Delivery of 2 
engagement events in 
partnership with 
Charnwood Youth 
Council 

Neighbourhood 
Services 

2 engagement events 
delivered and feedback 
incorporated into service 
delivery 

Promote the Make Your 
Mark Ballot in 
partnership with 
Charnwood Youth 
Council and UK Youth 
Parliament 

Neighbourhood 
Services 

Make Your Mark Ballot 
run in 5 Charnwood 
schools/ academies 
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Strategic Programmes 
These are the activities relating to the Customer Service Programme and Our Space Programme which are recognised as 

being important in the current financial year 

 
By…… 

 
How….. 

 
Lead Service 

 
Measure / Success Criteria 

 

Delivering the Customer 
Service Programme 

Deliver a culture programme 
which has a positive impact on  
the quality of customer 
services delivered  

Corporate Services Improved OCI score 

Gain Customer Service 
Excellence Accreditation 
across the Council  

Corporate Services 
Customer service Excellence 
accreditation across the whole 
organisation 

Migrate the calls for 
Development Management to 
the Contact Centre 

Corporate Services Completed by Spring 2015 

Review the content on the 
website to ensure it is clear, 
concise and relevant to 
customers 

Corporate Services 
Undertaken by July 2015 and 
measured by GovMetric in 
subsequent months. 

Increase customer 
transactions on the website  

Corporate Services 
Undertaken by March 2016 
and measured by GovMetric in 
subsequent months. 

Review the Customer Service 
Standards  

Corporate Services Completed by March 2016 

Upgrade Lagan to V0.9 Corporate Services Lagan upgraded to V0.9 

Review the Customer 
Complaints process and adopt 

Corporate Services April 2015 
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By…… 

 
How….. 

 
Lead Service 

 
Measure / Success Criteria 

 

the recommendation of 
Cabinet arising from the 
Scrutiny Panel 

Delivering the Our Space 
Programme 

Co-locate at Southfields with 
the Department for Work and 
Pensions 

Corporate Services 
Co-location to be completed by 
31/12/2015 

Investigate co-location at 
Southfields with Leicestershire 
County Council 

Corporate Services Clarification via Cabinet Report   

Re-locate the staff at 
Limehurst Depot to Southfields  

Corporate Services 
To be completed by 
31/12/2015 

Develop and deliver a 
document and records 
management solution across 
the Council  

Corporate Services 
To be completed by 
31/12/2016 

Explore new ways of working 
to support the other projects 
and take advantage of 
investment in the Council’s 
accommodation and 
infrastructure 

Corporate Services 
To create a set of initiatives for 
implementation in 2016-2017 
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2015 – 2016 Key Indicators 

Ref Indicator 
Quarterly  / 

Annual 

 

Owner 

 

Q1  

Target 

Q2 

Target 

Q3 

Target 

Q4 

Target 

Annual 

Target 

KI 1 Net additional homes provided  Quarterly 

Head of 

Planning and 

Regeneration 

205 410 615 820 820 

KI 2 
Number of affordable homes 

delivered (gross)  
Quarterly 

Head of 

Planning and 

Regeneration 

44 88 132 176 176 

KI 3 

Percentage of food 

establishments that achieve 

level 3 (broadly compliant) 

within the Charnwood Food 

Hygiene Rating System  

Quarterly 

Head of 

Regulatory 

Services 

92% 92% 92% 92% 92% 

KI 4 

Percentage of household 

waste sent for reuse, recycling 

and composting  

Quarterly 

Head of 

Cleansing and 

Open Spaces 

53% 53% 53% 53% 53% 

KI 5 
Percentage non-decent council 

homes  
Quarterly 

Head of 

Landlord 

Services 

3% 3% 2% 1.1% 1.1% 
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Ref Indicator 
Quarterly  / 

Annual 

 

Owner 

 

Q1  

Target 

Q2 

Target 

Q3 

Target 

Q4 

Target 

Annual 

Target 

KI 6 

Percentage rent collected 

(including arrears brought 

forward) 

Quarterly 

Head of 

Landlord 

Services 

92.14% 95.23% 97.14% 97.46% 97.46% 

KI 7 

Time taken to process Housing 

Benefit/Council Tax Benefit 

new claims and change events 

Quarterly 

Head of 

Revenues, 

Benefits and 

Customer 

Services 

14 days 14 days 14 days 14 days 14 days 

KI 8 
Percentage of Council Tax 

Collected 
Quarterly 

Head of 

Revenues, 

Benefits and 

Customer 

Services 

29.32% 57.38% 85.48% 97.8% 97.8% 

KI 9 
Percentage of non-domestic 

rates collected 
Quarterly 

Head of 

Revenues, 

Benefits and 

Customer 

Services 

30.24% 56.53% 84.19% 98.7% 98.7% 

KI 10 The number of working days / 

shifts lost to the local authority 
Quarterly Head of 

Strategic 
1.8 Days 3.4 Days 5.3 Days 7.5 Days 7.5 Days 
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Ref Indicator 
Quarterly  / 

Annual 

 

Owner 

 

Q1  

Target 

Q2 

Target 

Q3 

Target 

Q4 

Target 

Annual 

Target 

due to sickness absence  Support 

KI 11 
Percentage rent loss from void 

properties 
Quarterly 

Head of 

Strategic 

Housing 

2.20% 2.20% 2.20% 2.20% 2.20% 

KI 12 5% reduction in All Crime  Quarterly 

Head of 

Neighbourhood 

Services 

To be determined at the end of 2014-2015 

 

 


