
TEWKESBURY BOROUGH COUNCIL 
 

 
Minutes of a Meeting of the Overview and Scrutiny Committee held remotely on 

Tuesday, 12 January 2021 commencing at 4:30 pm 
 

 
Present: 

 
Chair Councillor K J Cromwell 
Vice Chair Councillor J W Murphy 

 
and Councillors: 

 
G J Bocking, C L J Carter, P A Godwin, H C McLain, P D McLain, H S Munro, J K Smith,                         

R J G Smith, P D Surman, S Thomson, M J Williams and P N Workman 
 

also present: 
 

Councillors D J Harwood 
 

OS.50 ANNOUNCEMENTS  

50.1 The Chair advised that the meeting was being held under the emergency provisions 
of the Coronavirus Act 2020 and, specifically, the Local Authorities and Police and 
Crime Panels (Coronavirus) (Flexibility of Local Authority and Police and Crime 
Panel Meetings) (England and Wales) Regulations 2020.  The meeting was being 
broadcast live via the internet, it was not being recorded by the Council but, under 
the usual transparency rules, it may be being recorded by others.   

OS.51 APOLOGIES FOR ABSENCE AND SUBSTITUTIONS  

51.1 There were no apologies for absence but the Chair noted that he would need to 
leave the meeting at 5.30pm and would hand over to the Vice-Chair to manage the 
meeting at that point.   

OS.52 DECLARATIONS OF INTEREST  

52.1 The Committee’s attention was drawn to the Tewkesbury Borough Council Code of 
Conduct which was adopted by the Council on 26 June 2012 and took effect from                  
1 July 2012. 

52.2 There were no declarations of interest on this occasion.  

OS.53 MINUTES  

53.1 The Minutes of the meeting held on 24 November 2020, copies of which had been 
circulated, were approved as a correct record.  
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OS.54 EXECUTIVE COMMITTEE FORWARD PLAN  

54.1 Attention was drawn to the Executive Committee Forward Plan, circulated at Pages 
No. 21-25. Members were asked to determine whether there were any questions for 
the relevant Lead Members and what support the Overview and Scrutiny Committee 
could give to the work contained within the Plan.  

54.2 It was 

RESOLVED  That the Executive Committee Forward Plan be NOTED.  

OS.55 OVERVIEW AND SCRUTINY COMMITTEE WORK PROGRAMME 2020/21  

55.1 Attention was drawn to the Overview and Scrutiny Committee Work Programme 
2020/21, circulated at Pages No. 26-34, which Members were asked to consider.  

55.2 The Head of Corporate Services apologised for the printing error which had resulted 
in some of the items being split across two pages and some of the pages 
duplicated. He advised that he would be taking the Work Programme to 
Management Team for discussion on Monday to understand if the main items in 
March and April would be coming forward. In terms of the meeting on 9 March, the 
Head of Community Services advised that the Private Rented Housing Sector 
Scheme was in the process of being evaluated but the member of staff doing that 
work was currently on sickness absence so it may be delayed.  

55.3 Referring to the ‘pending items’, a Member questioned whether there was any 
update on when the presentation from Severn Trent would be received. In 
response, the Head of Community Services advised that he had not had any 
contact with Severn Trent to date but he would make contact and invite them to a 
future meeting.  

55.4 A Member noted that the Climate Change and Flood Risk Management Group was 
due to report back to the Committee in July. He understood there had been some 
issues in his area with flooding and he had asked those Parishes affected to 
compile a list of the issues encountered so they could be reported on a multi-agency 
basis but he felt it important to understand what input the Committee would have to 
any multi-agency meeting and how Members and Parishes could be more involved 
in the Climate Change and Flood Risk Management Group when it discussed such 
issues. In response, the Head of Community Services advised that the Council’s 
flooding response was not something that was discussed at the Climate Change 
and Flood Risk Management Group but an Officer review was currently being 
undertaken and he could bring some learning from that to a future meeting of the 
Overview and Scrutiny Committee. In terms of the report of the Climate Change and 
Flood Risk Management Group which was due in July, the Head of Development 
Services and Head of Finance and Asset Management would be discussing the 
form that would take now they had taken over lead responsibility for it from the 
Deputy Chief Executive.  

55.5 A Member referred to the ‘Planning Committee Overturns’ item which was due to be 
received in February and questioned why that would no longer be considered by the 
Overview and Scrutiny Committee. In response, he was advised that planning 
performance was scrutinised through the Key Performance Indicators. The Minutes 
of the Overview and Scrutiny Committee made it clear that the framework for the 
production of the Key Performance Indicators had been endorsed by the Overview 
and Scrutiny Committee and outturn figures would be considered by the Planning 
Committee on an annual basis thereafter. A report was programmed for 
consideration by the Planning Committee in February.  
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55.6 Accordingly, it was  

 RESOLVED That the Overview and Scrutiny Committee Work Programme 
   2020/21 be NOTED.  

OS.56 COUNCIL PLAN PERFORMANCE TRACKER AND COVID-19 RECOVERY 
TRACKER - QUARTER TWO 2020/21  

56.1 The report of the Head of Corporate Services, circulated at Pages No. 35-119, 
attached the performance management and recovery information for quarter two of 
2020/2021 along with a financial update for the period. The Overview and Scrutiny 
Committee was asked to review and scrutinise the performance and recovery 
information and, where appropriate, identify any issues to refer to the Executive 
Committee for clarification or further action to be taken.  

56.2 In presenting the report, the Head of Corporate Services indicated that there were 
three elements: the Council Plan tracker; the Recovery Plan tracker; and the 
financial information update. He advised that he would deal with the first two 
elements and take any questions on those, and then hand over to the Head of 
Finance and Asset Management to deal with the final element on the Council’s 
finances.  

56.3 Members were advised that the ongoing impact of the COVID-19 pandemic had 
been detrimental to some priorities with resources being redeployed to support staff, 
residents, businesses and communities whilst maintaining core service delivery. 
The recovery plan had been established to address those challenges and included 
a number of objectives and actions. The report presented the second quarter 
update of the new Council Plan with several key successful activities since the last 
performance report, which were set out at Paragraph 2.3. However, some actions 
had been put on hold as staff resources had been deployed to the response and 
recovery from COVID-19; those had been deferred (greyed out) in the Council Plan 
and included: introducing and complying with the Chartered Institute of Public 
Finance and Accountancy’s (CIPFA’s) new financial management code; updating 
the Council’s asset management plan; approving a new planned maintenance 
programme; in-sourcing the management of the homeless property portfolio; 
working with the Local Enterprise Partnership and other partners to deliver the Local 
Industrial Strategy; bringing forward plans for the redevelopment of Spring Gardens; 
continuing to improve the proactive homelessness prevention programme; working 
with Gloucestershire County Council and other partners to help local residents and 
businesses take action to reduce their own carbon footprint and to make better use 
of resources; and improving bio-diversity across the Borough and educating 
communities on its benefits. Paragraph 4.3 of the report explained how the ongoing 
COVID-19 pandemic was impacting actions within the recovery tracker as some 
services were operating across response, recovery or business as usual mode or, in 
some cases, across all three. Unfortunately, since writing the report at the beginning 
of December, the national picture had changed dramatically again which would 
impact further on the information to be presented at quarter three. Paragraph 3.2 of 
the report gave a high level overview of service related Key Performance Indicators 
which were showing a decline in the direction of travel of performance compared to 
the previous year or not meeting target in the current year. However, it was noted 
that performance compared to national figures was still good for a number of the 
Key Performance Indicators. Paragraph 3.4 set out the new Key Performance 
Indicators, or areas where key indicators were performing particularly well, which 
included KPI 24: an average of seven days was being taken to process new benefit 
claims which was below the national average of 17 days; KPI 28: a dramatic 
reduction had been seen in the average number of sick days per full-time equivalent 
when compared against last year; KPI 30: 92% of freedom of information requests 
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received during quarter two were answered within the 20 working day timescale 
which was above the 80% target; and KPI 31: 42 formal complaints were received 
of which only three were answered outside of the timescale resulting in 93% being 
answered in time.  

56.4 Referring to Paragraph 3.2 of the report, a Member noted that, in terms of direction 
of travel status, there were eight indicators that were better than last year, 10 which 
were not as good and three where data was not available and he questioned why 
the data was not available. In response, the Head of Corporate Services explained 
that two of those related to Citizens Advice Bureau data which had not been 
received due to the immense pressure the service had been under; however, he 
was aware that the data had now been received by the Lead Officer and could be 
circulated outside of the meeting. In addition, the Member referred to the table at 
Paragraph 5.2 of the report and questioned what MRP stood for and, at Paragraph 
5.4, what the relationship was between Tewkesbury Borough Council and the 
Ministry of Defence in respect of the income deficit that was highlighted in that 
paragraph.  In response, the Head of Finance and Asset Management explained 
that MRP was Minimum Revenue Provision which was essentially the amount of 
money the Council needed to set aside each year to pay back its debt, e.g. it had 
borrowed money to purchase commercial properties and this was the annual set 
aside to pay for that. The Chair reminded Officers that the Committee had 
previously asked for acronyms in reports to be kept to a minimum. In terms of the 
Ministry of Defence (MoD), the Head of Finance and Asset Management explained 
that it had been anticipated that an application for the MoD site at Ashchurch was to 
have been submitted but Officers were now aware that this was not likely in the 
current financial year hence the deficit reported. The Development Manager 
confirmed that the Planning Agent had indicated an application was expected, and 
the fee would be substantial, but this was likely to be in the next financial year. In 
response to a query about the commercial property in Tipton, the Head of Finance 
and Asset Management confirmed that the Council had purchased the industrial site 
in the first quarter of the financial year – it comprised five industrial units which 
formed the complex now in the Council’s ownership. 

56.5 During the debate which ensued, the following queries and comments were made in 
relation to the Council Plan and Recovery Plan trackers:  

Priority: Finance and Resources 

P54 – Objective 4b) in-source the 
management of our homeless property 
portfolio – a Member noted that 
bringing the management in-house 
had been deferred and the contract to 
manage the properties had been 
extended - he questioned what the 
cost to the Council was.   

The Head of Finance and Asset 
Management confirmed that the 
estimated saving on bringing the 
service in-house was £18,000 per 
year; however, the impact on services 
from COVID-19 had meant it was not 
possible to manage the properties in-
house so the best way to continue 
provision for the year was to remain 
with the current contractor.  

Priority: Economic Growth 

P61 – Objective 4c) celebrate with 
partners the significance of 2021 for 
Tewkesbury – a Member felt the target 
date of December 2021 seemed very 
late and questioned whether there was 
a date in the project plan where the 
money would not be spent if there 

The Community and Economic 
Development Manager advised that he 
was in constant communication with 
the Steering Group, which was a 
separate organisation that the Council 
had representation on. The December 
date was included because there 
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were no events planned due to the 
COVID-19 pandemic. Another 
Member questioned whether local 
Members would be updated. 

would be events taking place 
throughout 2021. Unfortunately the 
project had been severely affected by 
the pandemic and not being able to 
plan effectively. However there were 
discussions ongoing about what could 
be done online – although this would 
obviously reduce the impact of the 
events – and looking at whether 
anything could be moved to 2022 - 
although that would be difficult given 
the celebration was about the year 
2021. No firm decisions had been 
made as yet given the ever changing 
situation.  

The Community and Economic 
Development Manager advised that he 
would ensure all Members were 
updated via the Member Update when 
any plans had been confirmed.  

Priority: Housing and Communities  

P71, P72 and P73 – KPI 12 – 
percentage of ‘major’ applications 
determined within 13 weeks or 
alternative period agreed with the 
applicant; KPI 13 – percentage of 
‘minor’ applications determined within 
eight weeks or alternative period 
agreed with the applicant; KPI 14 – 
percentage of ‘other’ applications 
determined within eight weeks or 
alternative period agreed with the 
applicant; KPI 17 – investigate 
Category C cases within 10 working 
days (risk of material harm to 
environment or undue harm to 
residential amenity); and KPI 18 – 
investigate Category D cases within 
15 working days (breaches causing 
limited material disturbance to local 
residents or to the environment) – a 
Member noted that all of these were 
below target and unlikely to be 
achieved and he questioned the 
reasons for this. In particular he 
queried why there was a problem with 
the minor applications being 
determined and what the reasons 
were for the requests for extension of 
time. Another Member noted that there 
had been a shared agreement 
between Tewkesbury Borough and 
Gloucester City Councils and he 
questioned what impact there had 
been on the Council’s service and 

The Development Manager explained 
that, in terms of minor applications, 
performance had been extraordinary 
in quarter one and had now dipped. In 
relation to the requests for extension 
of time, this would have been either 
the Council or the applicant looking for 
an extension and could be for various 
reasons. During the first lockdown this 
was partly due to Officers struggling to 
get out on site and the amount of 
processes that needed changing, so 
Officers had been almost routinely 
asking for extensions of time, 
however, whilst they had not been 
doing that as a matter of routine more 
recently, the impact of COVID-19 had 
created some backlog. There were 
also some capacity issues in both the 
Planning Admin and Planning Officer 
teams - primarily from sickness 
absence – and the service was 
currently recruiting in both teams to try 
and address the backlog.  

The Head of Development Services 
advised that the Council had a shared 
agreement with Gloucester City 
Council but that had now ceased and 
the Development Manager had 
returned full-time to Tewkesbury 
Borough Council. In addition, the 
Business Transformation Officer had 
returned to the Borough Council for a 
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budget now that arrangement had 
ended. It was also queried whether the 
targets were too high, and therefore 
unachievable, and whether the 
external communications were as 
good as they should be.  

couple of days a week since 
November – that post was looking to 
improve some of the processes of the 
planning service. The Development 
Manager’s full-time post was within 
budget and that post coming back full-
time had made a difference to the 
service. The Development Manager 
had been overseeing how the service 
had dealt with the COVID-19 
pandemic, e.g. ensuring all Officers 
could work from home and that the 
virtual Planning Committee was in 
place, as well as overseeing a number 
of appeals. The new procedures were 
now in place and the Development 
Manager would be focusing on the 
management of the service to make 
improvements and ensure it was 
working efficiently. The Head of 
Development Services indicated that 
she was keen to see improvements to 
the planning service and this was one 
of her key drivers. 

In terms of targets, the Head of 
Development Services confirmed that 
the national targets had to be met but 
she would be happy to take a report to 
Management Team to look at revising 
the localised targets, which were 
higher than the national targets, as it 
was her view that some of the 
localised targets were unachievable in 
the current circumstances of the 
COVID-19 pandemic.   

The Head of Development Services 
acknowledged that external 
communications were not as good as 
she would like but this was a top 
priority to address and she hoped to 
see improvements in the next few 
weeks. 

Priority: Customer First  

P80 – KPI 26 – percentage of Council 
Tax collected – a Member felt that 
57.5% was not very much and implied 
there were a fair number of people not 
paying their Council Tax and there 
seemed to be nothing the Council 
could do about it because of COVID-
19 – she questioned what the knock 
on effect of that was. Another Member 
noted that, when the Courts opened, 
there was likely to be a large strain on 

The Head of Corporate Services 
advised that this was actually only 
0.8% down on the projected target but 
unfortunately the Council was unable 
to do anything to address it as the 
Courts were not up and running yet 
with no date available as to when they 
would be. Officers were sending out 
reminders but there was no 
enforcement action behind it. He 
understood there were a few thousand 



OS.12.01.21 

some teams and he questioned 
whether help would be diverted to 
them if needed.  

summons in the pipeline so when the 
Courts did reopen the Council would 
need to obtain Liability Orders. This 
would put more pressure on the team 
due to phone calls etc.  

In terms of the impact on finances of 
not collecting the Council Tax, the 
Head of Finance and Asset 
Management indicated that it was 
currently estimated there would be a 
2% deficit which equated to around 
£1.2 million in Council Tax – this was 
not unusual as the Council did have 
outstanding amounts at every year-
end but that was usually collected in 
the next year which resulted in very 
few write-offs; however, the period for 
the next couple of years would most 
likely be trickier for people paying 
Council Tax, meaning write-offs may 
increase but they were not expected to 
increase dramatically. 

In terms of irrecoverables, the Council 
would be making a claim to the 
government’s local tax income 
guarantee scheme and the team 
would be trying to recover outstanding 
amounts when and how they could.  

Referring to the effect on budget, the 
Head of Finance and Asset 
Management confirmed that the 
Council normally had a surplus on 
Council Tax that fed into the budget, 
he felt it was likely to still be in surplus 
but much reduced – normally the 
surplus was around £80,000 but it was 
estimated to most likely be closer to 
zero; however it was good that current 
estimates showed it as not being in 
deficit.  

The Chief Executive advised that 
throughout the COVID-19 crisis 
resources had been redeployed to 
where they were needed and this 
would continue, particularly around 
income collection. Management Team 
would be reviewing resources around 
that and the Council would be chasing 
down debts. 

P82 – KPI 29 - food establishment 
hygiene ratings – a Member noted that 
there appeared to be an overall 
increase of 61 premises on the 
previous year – he felt this was 

The Head of Community Services 
advised that the reason for the 
increase was that a lot of businesses 
that would not normally serve food had 
registered to provide takeaways 
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surprising and questioned what the 
reason was. In addition, he was of the 
view that a target of no more than 5% 
of businesses having a hygiene rating 
of three seemed quite low and 
questioned whether this could be 
improved.  

throughout the pandemic. In terms of 
the target, he felt it was a fairly good 
stretch target as it had not always 
been met in previous years but he was 
happy to review the target and bring it 
back to a future meeting.  

Priority: Sustainable Environment  

P86 – objective 2b) - improve bio-
diversity across the Borough and 
educate communities on its benefits – 
a Member was very pleased a 
maintenance plan was being prepared 
for the Grangefield and questioned 
whether there was a date when that 
would be ready and whether it would 
include seeding. 

The Community and Economic 
Development Manager explained that 
this was a funding agreement with the 
European Union which remained in 
place despite the UK leaving the 
European Union. The agreement 
meant the Council had to have the 
plan in place by the Spring and he 
would share that with the Councillor 
when it was ready. In terms of the 
seeding of wildflowers, he anticipated 
that would be included in the plan but 
he would have to take advice from 
colleagues on seeding times.  

P88 – KPI 32 – number of reported 
enviro-crimes - a Member noted that 
580 enviro-crimes had been reported 
in quarter two which brought the total 
to 92 this year so far – he questioned 
whether this was an error.  

The Head of Corporate Services 
confirmed this was an error and the 
total should read 927.  

56.6 The Head of Finance and Asset Management presented Pages. No. 45-51 of the 
report which contained a summary of the Council’s financial performance for quarter 
two with Appendices 3-6 providing some added detail. He indicated that the report 
was in the new format of showing the quarter-end position and forecasting the 
outturn position at year-end which was a more meaningful way to report the 
situation. This particular forecast though was based on an expected trajectory which 
had been forecast before the lockdown in November and before the latest lockdown 
so the outturn position was likely to change as costs rose and income fell – it was 
possible there may be some additional grants from government but nothing had 
been indicated as yet. Bearing in mind there was strong potential the forecast 
outturn was likely to rise, the position at quarter two had shown a deficit of £329,000 
which, considering everything that had happened, was quite a strong position. The 
projection combined the impact of COVID-19 with normal activities and funding 
made available by government. The table shown at Paragraph 5.2 of the report 
highlighted how the forecast was constructed with the main elements being savings 
on salaries across the board, but significant within One Legal, additional 
expenditure on the COVID-19 response and recovery including payments to the 
leisure centre during closure, waste and recycling services, rough sleepers, 
increased staff resources and allocation for recovery. As well as the £1.3 million 
shortfall on income - the main elements being detailed on Page No. 47 of the report; 
additional business rates retention was being received from the government which 
meant this year the Council was collecting 100% against retail and hospitality 
sectors which would not normally be achieved – this helped the Council’s in-year 
position but manifested into issues in the following year; £1.8 million of additional 
government funding had been received which included £1.24 million allocated at the 
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end of quarter two as straight COVID-19 funding, together with an assumption of 
approximately £500,000 which had been recovered through the sales, fees and 
charges scheme. Paragraph 5.7 of the report detailed expenditure against the 
original business grants scheme – whilst a further £3 million had been given to the 
Council for the November lockdown further allocations would be received for the tier 
structure and now for the third national lockdown period. Paragraph 5.8 summarised 
the revenue position with caveats at the end of quarter two as described, with an 
expectation for the deficit to rise in quarters three and four. However, if the deficit 
remained at this level (around £600,000) it would be an excellent position given the 
circumstances. The deficit could be covered by the significant collection fund 
surplus generated by the release of business rates provisions from Virgin Media 
appeals. The rest of the report detailed capital expenditure and reserves 
expenditure as at the end of quarter two.  

56.7 Accordingly, it was  

 RESOLVED That the performance management information for quarter two 
   of 2020/2021 be NOTED. 

OS.57 CUSTOMER CARE STRATEGY  

57.1 The Chair left the meeting and the Vice-Chair took the Chair.   

57.2 The report of the Head of Corporate Services, circulated at Pages No. 120-133, 
detailed the Customer Care Strategy which Members were asked to recommend to 
the Executive Committee for approval.  

57.3 The Corporate Services Manager explained that the new strategy would help raise 
the profile of customer care and placed importance on the experience of customers 
and an understanding of how the standard of care influenced their opinion of the 
Council.  It looked at who the Council’s customers were, what they were telling the 
Council, what was meant by customer service and role of the teams within the 
Council. To ensure the Council was fulfilling its promise to put its customers first, 
and put them at the heart of what it did, the strategy set out themes and an action 
plan complemented those themes. The themes highlighted what the Council needed 
to focus on to achieve a high level of customer satisfaction: introducing a fresh set 
of customer service standards – this was very useful as it made it clear to 
customers what they could expect - the main change, identified at Appendix 2 to the 
report, was that staff were encouraged to take ownership of calls they received as 
well as the introduction of a reduction in the number of days taken to respond to 
emails from 10 to five to reflect best practice and meet customer expectations; to 
make it easier, simpler and more convenient for customers to interact with the 
Council when requiring a service – the Customer Services Team Leader was 
supporting changes in the Planning Admin Team to ensure customer care sat at the 
heart of the service and that first contact resolution was a priority; use feedback 
from residents to help shape future service delivery – the Citizens’ Panel was a 
useful tool but an extensive residents satisfaction survey was required; make sure 
staff are equipped with the skills to deliver high quality customer service – this did 
not come naturally to some people so there was a need to ensure customer service 
training was available to all; promote channel shift to provide services in a way that 
was more convenient for customers and less expensive for the Council – by doing 
this capacity would be freed up to support customers who needed the more 
traditional methods of communication; and working with partners in the Public 
Services Centre to ensure customers had a seamless and worthwhile experience 
when visiting the offices. The Corporate Services Manager explained that, since the 
COVID-19 pandemic, the way customers contacted the Council had changed and 
the impacts of that had been managed really well with very little negative feedback. 
The demand for the Area Information Centres had been very low as customers had 
been content with phone calls and virtual meetings and it was felt this success 
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needed to be captured and encouraged but with the recognition that there would 
always be a need for face-to-face options.  

57.4 A Member questioned whether the Council undertook any form of observation of 
customer service delivery and, if so, whether feedback was given to individuals on 
their performance as well as how success was celebrated. In response, the 
Corporate Services Manager advised that there was not a corporate-wide method of 
monitoring feedback but there was a low level of complaints which was good. The 
Council had online forms which asked for views on the digital services and set out 
the customer care standards so if the Council fell short the customer could feedback 
on that.  In terms of observations of staff, any issues/compliments would be fed into 
the Officer’s Personal Professional Development session which took place on an 
annual basis. In addition, the Council’s approach to customer care would now be 
introduced to the induction sessions so all new members of staff understood the 
importance placed on excellent customer experiences. Compliments were reported 
back to Management Team as a way of celebrating the success of the Council’s 
interactions with its customers. In response to a query regarding the Citizens’ Panel, 
the Corporate Services Manager confirmed that she would like more people to sign 
up to join the Panel and it was regularly promoted through the Borough News and 
social media and she asked Councillors to encourage residents to sign up if they 
wished to be involved. It was the intention that the Parish Newsletter would be 
reintroduced shortly, having ceased during the pandemic, and that would also 
include information about the Citizens’ Panel for promotion within the community. In 
comparison to some other Councils the number on Tewkesbury Borough Council’s 
Panel was quite good but it would be nice to have more. In terms of the residents 
satisfaction survey undertaken in 2019, the response rate had been far lower than 
she would have liked. It had been more of a snapshot survey and an in-depth 
survey was required which Officers were committed to undertaking in line with the 
recommendation of the Peer Challenge Review report. The Head of Corporate 
Services confirmed that, if there was to be a cost associated with the undertaking of 
a survey, this may need to be approved by Members; the last survey had been 
around five or six years ago and had used a template from LG Inform which had 
required external expertise to collate the information at a cost of approximately 
£5,000.  

57.5 In response to a query regarding the introduction of a target for answering the 
phones, the Corporate Services Manager advised that this had been considered but 
it was felt it would be hard to monitor and, actually, most people answered the 
phone quite quickly which was the reason the strategy focused on what happened 
when a call was not answered i.e. responding to voicemails etc. A Member noted 
that he had called earlier that day and had felt the number of options (one to eight) 
were excessive. He questioned whether the Council gave out reference numbers for 
customer enquiries. In response, the Corporate Services Manager indicated that 
reports made through the online system were provided with a reference number but 
telephone calls probably were not. The Member also noted that he had not received 
a copy of the most recent edition of the Tewkesbury Borough News and he was 
unsure whether many people in his village had received it. The Corporate Services 
Manager undertook to look into this. Another Member advised that there could be 
an issue with the classification provided to the delivery of the paper by Royal Mail 
and the Corporate Services Manager advised that she would investigate this as she 
had not been aware of an issue. In terms of the annual customer training, two 
sessions had been provided so far and they had received quite a lot of interest from 
a variety of Officers from different teams across the Council. In respect of it being 
made mandatory, the Corporate Services Manager was unaware of the Council 
having mandatory staff training but she would think about the best way to ensure 
those that needed it were encouraged to take up the opportunity via their managers. 
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57.6 Accordingly, it was  

 RESOLVED That the Customer Care Strategy be RECOMMENDED TO 
   EXECUTIVE COMMITTEE to be APPROVED.  

OS.58 COMMUNICATIONS STRATEGY ACTION PLAN REVIEW  

58.1 The report of the Corporate Services Manager, circulated at Pages No. 134-142, 
detailed the progress made on the 2020/21 action plan along with the proposed 
actions for 2021/22 which Members were asked to note.    

58.2 In introducing the report, the Corporate Services Manager explained that the dates 
in the covering report were wrong and should be 2020/21 and 2021/22. The current 
strategy set out how to develop communications and ensure the Council was using 
best practice as well as strengthening the relationship with the public, stakeholders 
and staff. The action plan had been delivered alongside the day to day work of the 
Communications Team which included media enquiries, corporate projects, 
Tewkesbury Borough News, News 4 U, intranet updates and social media. The 
team was extremely busy and had been instrumental in communicating the 
Council’s response to the COVID-19 pandemic. The Corporate Services Manager 
felt it was testament to the team they had managed to complete the majority of 
actions in the plan. Two actions would miss the end of year deadline and one action 
had not been started and those were set out at Paragraph 3.2 of the report. The 
action plan for 2021/22 was attached to the report and contained 27 actions which 
reflected the additional resource within the team as well as adding a new specific 
‘graphic design’ category which would be delivered by the Council’s internal graphic 
designer. The seven areas of focus for the action plan were: proactive 
communications; digital communications; training; communicating achievements; 
internal communications; communicating with partners; and graphic design.    

58.3 A Member advised that the Town and Parish Councils had really appreciated the 
bulletins that had been provided during the COVID-19 pandemic and asked that her 
thanks be passed onto the team. Accordingly, it was  

 RESOLVED That the progress made on the 2020/21 action plan be NOTED 
   and that the actions for 2021/22 be APPROVED.  

 The meeting closed at 6:00 pm 

 
 


