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Introduction 
 
a) Purpose of the Portfolio   
 
The Customer Services and Resources Portfolio is responsible for the development, implementation and 
monitoring of the Council’s plans, policies and strategies and the delivery of services in the following areas: 
 

• Customer Services: delivery of front line services to the Council’s customers through the Customer 
Service Centre, the main Guildhall reception, telephone services and the website.  The land charges, 
streets and open spaces and tourism services are also delivered as part of this portfolio. 

• Property Services: buying and selling of land and property, management of land and buildings held by 
the Council; including the Council’s office accommodation. 

• Civic Functions: the mayoralty, civic hospitality and town twinning, appointments and nominations of 
Council representatives on outside organisations where these are not related to other portfolios 

• Corporate Services: provision of professional and central support services including human resources 
and training, health and safety, emergency planning, financial services including accountancy, audit and 
revenues and benefits services, property valuation and advice, legal and committee services, ICT, 
procurement, city centre management. 

 

Version control: 



b) Context for the Portfolio Plan 
 
National financial picture 
The national economic situation and the Government’s plans to tackle the national debt mean that local 
authorities have to play their part by managing a reduction in the money that they receive from government.  
This has meant planning for an anticipated 31% reduction in the main source of government funding in the four 
years to 2014/15, whilst continuing to provide services that local people want and need. Whilst this will be a 
significant challenge, the City Council is clear about its priorities and how it will go about achieving the necessary 
savings with the minimum impact on front-line services. 
 
In addition to this, the whole method of local government funding for the future is being examined through the 
Local Government Resource Review.  This includes proposals for localisation of business rates and the 
retention of council house rent income through a new self-financing Housing Revenue Account.  These changes 
represent new risks for the Council as well as providing new opportunities.  
 
Local financial picture 
The government’s grant settlement for the City Council means that over the next three years the council will 
need to find savings in the region of £4.2 million. The council is reasonably fortunate in comparison with many 
other local authorities in that only 23% of our income comes from government grant. We have set money aside, 
over time, to replace our key assets and have adequate reserves to meet any unexpected costs.  Whilst the 
Council’s adoption of the Government-led freeze on the level of Council Tax in 2011-12 served to provide some 
relied to taxpayers during a period of financial pressures, it also means that the Council has less income from 
this source available to fund the provision of services.  
 
Achieving efficiencies and savings  
We anticipate that in 2012-2013 the council will need to achieve around £1.242 million of the overall £3.6 million 
savings that we need to make over the next three years. We have put in place a programme of service reviews 
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that goes across all portfolios, so that we can look very closely at what we do, how we do it, what the services 
cost and whether we could do things differently in the future. The programme of reviews is a rolling programme 
and early in 2012 all portfolios will be looking to identify further areas for review during 2012-2013 that will 
deliver savings from 2013-2014 onwards.  During 2012/13 the Council will need to develop proposals to achieve 
further net savings of £1.085m from its budget for 2013/14. 
 
In looking to see where we might make savings we will seek to: 
 
 protect services for vulnerable individuals and communities 
 protect the basic services that keep our city looking good and working well 
 make sure that we get right the things that we only have one chance to get right – such as planning new 

communities. 
 
Making effective use of the Council’s assets 
The council has a portfolio of assets that is worth around £710 million. In 2011-2012 the council received 64% of 
its income (£33milion) from services that we charge for and from our commercial rents. One of the ways in which 
we can contribute towards achieving our savings targets is to look hard at how the council uses its own offices to 
see if we can make better use of the space and stop paying rent on extra buildings that are not needed.  
 
This also means looking at how the council’s staff work, for example, can we find more flexible ways of working 
that will reduce the requirement for office space, or make better use of technology? We will also be looking at 
the potential to share assets with our partner organisations in order to achieve cost reductions and improve 
access for customers. 
 
Welfare reforms 
The government’s plans to reform the country’s system of welfare payments have considerable implications for 
the council and for the work of this portfolio. As the implications of these proposed changes become clear, we 
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will work closely with partner organisations such as the Department of Work and Pensions and advocacy and 
support agencies to ensure that the council makes the necessary changes to its own benefits systems and 
meets the government timetable for doing this. We also need to ensure that support, information and advice 
about the changes and their implications for individuals are in place, in particular for those who are most 
vulnerable and in need. 
 
Organisational and cultural change  
Over the last year senior managers across the Council have been implementing restructures to deliver savings 
and improve ways of working, in line with the “one Council” principle.  The Council is now managing a 
programme of organisational development and cultural change which will support and embed those efficiencies 
and new ways of working further, to ensure the Council is fit for purpose to deliver its vision within the resources 
available.  The Council is also seeking to streamline its internal processes to reduce costs, whilst maintaining 
appropriate levels of assurance.  A staff survey was undertaken in early Summer 2011, and the Council will 
incorporate its response to issues emerging from this survey into its change programme. 
 
 
 
c) The following service divisions will contribute to the achievement of this Plan’s Objectives: 
 
 Accountancy and Support Services     Property Services 
 Customer Services       Corporate Strategy 
 Human Resources       Revenues and Benefits 
 ICT Client         Streets and Open Spaces 
 Internal Audit        Tourism and City Centre Management 
 Legal Services  
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Vision Statements applicable to this portfolio 
 
The Council’s eight corporate vision statements were reiterated as part of the 2011 Annual Statement and 
provide the context for the Council’s work.   
 
The first and fifth vision statements have recently been revised to emphasise the Council’s intention to support 
disadvantaged residents, and to recognise the broad base of Cambridge’s economic growth.   
 
So, “A city which is diverse and tolerant, values activities which bring people together and where everyone feels 
they have a stake in the community” becomes “A city which celebrates its diversity, unites in its priority for 
the disadvantaged and strives for shared community wellbeing”; and “a city with a thriving knowledge-
based economy that benefits the whole community and builds on its reputation as a global hub of ideas and 
learning“ becomes “A city with a thriving local economy that benefits the whole community and builds on 
its global pre-eminence in learning and discovery”. 
 
All vision statements are applicable to the Customer Services and Resources portfolio. In particular: 
 

• A city which celebrates its diversity, unites in its priority for the disadvantaged and strives for shared 
community wellbeing  

 
• A city in the forefront of low carbon living and minimising its impact on the environment from waste and 

pollution 
 

• A city whose citizens feel they can influence public decision making and are equally keen to pursue 
individual and community initiatives 
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Strategic Objectives 2012-2013 
 

Vision Statement: All Vision Statements 
Strategic Objective 
CSR1: 
 

To achieve the efficiencies and savings required as set out in the Medium Term 
Strategy for 2012- 2016 

By March 2013 we will 
have: 
 

CSR1.1  Achieved efficiencies and savings through: 
 The effective integration of the Council’s information systems 
 Reviews of the approach to and delivery of services common to all departments 
 Identifying further opportunities to work more efficiently through partnering or 

sharing services with other public sector organisations 
 Obtaining greater value for money from the Council’s spending on procurement 
 Continued development of a more commercial approach to the tourism service 

and identifying a sustainable model of tourism management which is less reliant 
on the City Council. 
 Simplifying internal processes and delegations to reduce cost whilst maintaining 

appropriate levels of assurance. 
 

CSR 1.2  Explored the options (both internally and with other agencies) for further joining-
up customer-facing services, so that the Council provides a better service for our 
customers.   

 
CSR 1.3  Ensured that the Council has completed appropriate preparations for the 

relocalisation of business rates as part of the Local Government Resource 
Review.   

 
Lead Officer: CSR 1.1 David Horspool, Director of Resources 
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 CSR 1.2 Jonathan James, Head of Customer Service  
CSR 1.3 John Frost, Head of Revenues and Benefits & David Horspool, Director of 
Resources 
 

Performance Measures: 
 

1. All portfolios make appropriate contributions to achieving the net savings 
requirements during 2012-13, as set out in the February 2012 Budget Setting Report. 

2. Citizens perceive that the Council offers value for money (as measured through the 
Citizens’ Survey and / or Budget consultation process). 

3. Completion of Lean reviews of Revenues and Benefits and Housing Repairs 
functions, and the implementation of appropriate outcomes to streamline and improve 
the service to customers. 

4. Changes are implemented to streamline internal processes. 
5. Implications of the re-localisation of business rates are built into the Council’s 

financial planning. 
6. The existing Internal Audit shared service is expanded to bring in additional public 

sector partners 
7. The range of customer service options is extended to offer greater choice to 

customers, whilst improving efficiency 
 

Delivery Risks: 
 

 Failure to achieve savings targets in the February 2012 Setting Report resulting in 
increased pressure on resources in future years 
 Opportunities for partnering / sharing services and for resulting improved service delivery 

or efficiencies and savings missed, due to an inadequate strategy for their identification. 
 Availability of willing partners for partnering and sharing services. 
 Failure to deliver value for money through failure to robustly challenge services to 

improve efficiency and achieve savings. 
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Vision Statement: 
 

All Vision Statements  

Strategic Objective 
CSR2: 
 

To ensure that the Council’s assets are used to deliver the maximum possible 
benefit to the Council and to the citizens of Cambridge. 

By March 2013 we will 
have: 
 

 
CSR 2.1 Improved the management of information within the Council by improving access 

to information and reducing the requirement for storage space within council 
buildings. 

CSR 2.2  Developed, and implemented with partner organisations, a common approach to 
the management of public sector owned property assets to reduce costs and 
maximise their use. 

CSR 2.3 Agreed a strategy for the optimum use of the Council’s accommodation for the 
period 2012-2016 that also supports our CO2

 reduction targets.  

CSR 2.4 Reduced the Council’s running costs and levels of CO2 emission through 
investing-to-save in its accommodation e.g. through further energy efficiency 
measures. 

              
CSR 2.5  Enabled more staff to work smarter, flexibly and therefore more efficiently by 

providing appropriate support in terms of buildings, technology and working 
practices. 

CSR 2.6  Achieved a suitable balance between a commercial return and the Council’s other 
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objectives for development of the growth sites on the southern and north-eastern 
fringes of the city. 

 
CSR 2.7  Developed, and consulted upon, a business plan to support the development of a 

bid or bids for a Business Improvement District within Cambridge (the CBbid 
project) that will support the appropriate involvement and financial input from the 
city’s business community to the future development of the city.   

CSR2.8 Delivered clear and accountable decision making through the committee system; 
delivered local and police commissioner elections to Electoral Commissioner 
standards; and supported the civic life of the Council and city. 

 
Lead Officer: 
 

CSR 2.1    James Nightingale, Head of ICT Client 
CSR 2.2    David Horspool, Director of Resources 
CSR 2.3, 2.4, 2.5 & 2.6    Head of Property Services 
CSR 2.7    Emma Thornton, Head of Tourism and City Centre Management 
CSR2.8    Andrew Limb, Head of Corporate Strategy 

 
Performance Measures: 
 

   1. Reduction in the volume of paper stored by 15% by March 2013 
      2. The Council’s own CO2 production has reduced by 5% from 2010/11 baseline by  

 the end of March 2013 (or other target set as part of carbon management plan on 
trajectory towards 30% reduction over next five years). 

3.  Total rental income on commercial properties for 2012-2013 is maintained or  
      enhanced 
  4.  Information management reflects the Government’s Code of Recommended 
 Practice for Local Authorities on Data Transparency and equalities accessibility 
 standards 
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5. Use of energy in 2012-2013 reduces 
6. The Council’s objectives for Clay Farm of: a) creating a quality sustainable  
development and b) 40% affordable housing, are achieved. 
7. Successful completion of local and police commissioner elections to Electoral 

Commission standards 
      

Delivery Risks  Failure to achieve the desired balance between commercial returns and achieving the 
Council’s objectives for the growth sites on the Southern and North-eastern fringes. 
 Financial pressures resulting from being unable to rationalise existing council 

accommodation in line with targets in the Council’s Accommodation Strategy. 
 Operational risks associated with software that is unable to adequately support the 

Council’s Information Communication Technology / financial management needs and 
ambitions. 

 
Vision Statement: 
 

A city which celebrates its diversity, unites in its priority for the disadvantaged and 
strives for shared community wellbeing  
 

Strategic Objective 
CSR3: 
 

To ensure that impending welfare reforms are efficiently and effectively planned for 
and implemented, and support is given to the most vulnerable in the city with action 
being taken to mitigate hardship where possible. 
 

By March 2013 we will 
have: 
 

CSR 3.1 Implemented the required changes to the Council’s own systems and liaised 
effectively with partners such as the Department of Work and Pensions and 
advocacy and support agencies, with a view to ensuring a high-level of take-up 
by, in particular, those who are most vulnerable and in need.   

CSR 3.2  Effectively co-ordinated and provided support for debt advice and information, 
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minimising the number of people who, as a result of welfare reforms, are at risk of 
becoming homeless or whose financial circumstances could be exploited by 
others.   

 
CSR 3.3  Lobbied Government effectively for amendment of the Broad Market Rental Area 

(the level of rents eligible for housing benefit) to be co-aligned with local authority 
boundaries, and so recognising the costs of living in Cambridge, to ensure that 
rental limits for the city do not make rents in the city unaffordable.    

 
CSR 3.4  Prepared a local scheme for Council Tax Benefit for implementation in 

accordance with the Government’s timetable (expected to commence in April 
2013).   

Lead Officer: 
 

John Frost, Head of Revenues and Benefits 

Performance Measures: 
 

1. Approval achieved for a local Council Tax Benefit scheme within the required 
timescale, with the policy and scheme having undergone an Equalities Impact 
Assessment. 

2. Levels of rent arrears (Council house tenants only)  
3. Numbers of homeless (twice-yearly count).  
4. Numbers of people on the Housing Needs register. 
5. Numbers of people in bed and breakfast and hostel accommodation. 
6. Numbers of people in receipt of benefits.  
7. Time taken to process benefit new claims 
 

Delivery Risks  Inadequate support for advice and advocacy linked to welfare reforms 

Version control: 



 Software suppliers unable to provide system changes within the required timescales 
 Potential reputational and adverse financial consequences arising from the requirement 

to deliver a local Council Tax Benefits scheme with significantly reduced funding 
 Potential for damage to social cohesion in the city and other impacts on social and 

personal well-being from failure to effectively implement and communicate welfare reforms. 
 

 

Version control: 



Background Information: 
 

Amended Vision Statements  -  January 2012 
 
Our vision  
The Council has a clear vision for the future of our city, a vision which we share with Cambridge citizens and with partner 
organisations.  

Cambridge – where people matter  
A city which celebrates its diversity, unites in its priority for the disadvantaged and strives for shared community wellbeing 
 

 A city whose citizens feel they can influence public decision making and are equally keen to pursue individual and 
community initiatives  

 A city where people behave with consideration for others and where harm and nuisance are confronted wherever possible 
without constraining the lives of all  

 
Cambridge – a good place to live, learn and work  
 A city which recognises and meets needs for housing of all kinds – close to jobs and neighbourhood facilities  
 

 A city which draws inspiration from its iconic historic centre and achieves a sense of place in all of its parts with generous 
urban open spaces and well- designed buildings  

A city with a thriving local economy that benefits the whole community and builds on its global pre-eminence in learning and 
discovery 

 
 A city where getting around is primarily by public transport, bike and on foot  

 

Cambridge – caring for the planet  
 A city in the forefront of low carbon living and minimising its impact on the environment from waste and pollution  
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