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Cambridge City Council A
CAMBRIDGE

Strategy and Resources Scrutiny Committee  CITY COUNCIL

Date: Monday, 1 July 2024
Time: 5.30 pm

Venue: Council Chamber, The Guildhall, Market Square, Cambridge, CB2
3QJ [access the building via Peashill entrance]

Contact: democratic.services@cambridge.gov.uk, tel:01223 457000

Agenda

Apologies for Absence

Declarations of Interest

Minutes (Pages 5 - 6)
Public Questions

o A W DN PP

To Note Record of Urgent Decision Taken by the
Executive Councillor for Finance and Resources

5a Funding for Cambridge City Council Governance
Review (Pages 7 - 8)
Decisions for the Leader
6 Annual Report on the Council's Key Strategic
Partnerships (Pages 9 - 34)
7 Annual Performance and Customer Feedback (Pages 35 -
Report 2023/24 100)
8 Digital, Data and Technology (DDaT) Strategy (Pages 101 -

272)
Decisions for the Executive Councillor for Finance and Resources

9 2023/24 General Fund Revenue and Capital
Outturn, Carry Forwards and Significant Variances
Report to follow.

10 Annual Treasury Management Outturn Report
2023/24

Report to follow.




11

12

People and Culture Strategy 2024-27 (Pages 273 -
294)

Development Agreement to Surrender and Re-grant
New Lease - Plots 9, 10-11 & 12 and Wider Master-
planning - Plots 6-16 Mercers Row Industrial Estate, (Pages 295 -
Cambridge 306)




Strategy and Resources Scrutiny Committee Members: Robertson
(Chair), Gawthrope Wood (Vice-Chair), Baigent, Bennett, Bick, Sheil, Young
and Todd-Jones

Alternates: Clough, Griffin, Martinelli, Porrer and Ashton

Executive Councillors: Davey (Leader), Gilderdale (Statutory Deputy
Leader with Executive Responsibility for Economy and Skills) and S. Smith
(Executive Councillor for Finance and Resources)

Information for the public
The public may record (e.g. film, audio, tweet, blog) meetings which are open
to the public.

For full information about committee meetings, committee reports, councillors
and the democratic process:

o Website: http://democracy.cambridge.gov.uk

e Email: democratic.services@cambridge.gov.uk

e Phone: 01223 457000

This Meeting will be live streamed to the Council’'s YouTube page. You can
watch proceedings on the livestream or attend the meeting in person.

Those wishing to address the meeting will be able to do so virtually via
Microsoft Teams, or by attending to speak in person. You must contact
Democratic Services democratic.services@cambridge.gov.uk by 12 noon two
working days before the meeting.

The full text of any public question must be submitted in writing by
noon two working days before the date of the meeting or it will not be
accepted. All questions submitted by the deadline will be published on
the meeting webpage before the meeting is held.

Further information on public speaking will be supplied once registration and
the written question / statement has been received.
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Agenda Item 3

Strategy and Resources Scrutiny Committee SnR/1
Thursday, 23 May 2024

STRATEGY AND RESOURCES SCRUTINY COMMITTEE 23 May 2024
5.25 -5.30 pm

Present: Councillors Robertson, Gawthrope Wood, Baigent, Bennett, Bick,
Young, Davey (Executive Councillor), Gilderdale (Executive Councillor) and
S. Smith (Executive Councillor)

| FOR THE INFORMATION OF THE COUNCIL |

24/27/SR  Appointments to Outside Bodies

The Scrutiny Committee recommended the following appointments to the
Executive Councillors.

The Executive Councillors agreed the appointments.

Greater Cambridge Partnership Executive Board
1 Labour, 1 Labour Alternate

Councillor — Davey,
Alternate Councillor - Baigent

Local Government Information Unit
1 Labour

Councillor - Griffin

East of England Local Government Association
1 Labour

Councillor — S.Smith

LGA General Assembly
1 Labour

Councillor — Davey

Horizons Board
1 Labour

Councillor - Robertson

Page 5



Strategy and Resources Scrutiny CommitteeLic/2 Thursday, 23 May 2024

Cambridge Investment Partnership
2 Labour

Councillors — Bird, S.Smith

District Councils Network
1 Labour

Councillor — Davey

Advisory Council - Cambridge Growth Company (Homes England)
1 Labour

Councillor - Davey
24/28/SR  Appointment to Working Party
The Scrutiny Committee agreed the appointments below:

Joint Staff Employment Forum
3 Labour, 2 Liberal Democrat, 2 Alternates

Councillors — Bird, Moore, Pounds, Hauk, Young
(Executive Councillor) S.Smith

Alternate Councillors — Gilderdale, Martinelli

The meeting ended at 5.30 pm

CHAIR
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Agenda Item 5a

Cambridge City Council

Record of Executive Decision

Funding for Cambridge City Council Governance Review

Decision of: Councillor Simon Smith, Executive Councillor for Finance and
Resources

Reference: 24/URGENCY/S&R/7

Date of decision: 09/05/2024 Date Published on website: 13/05/2024
Decision Type: Non-Key

Is Subject to Call in? [No]

Purpose
To provide resources to enable changes to Council governance arrangements.

Matter for Decision:

To draw down up to £150,000 from reserves to design and implement improved
governance and decision-making for the Council. The matter could not be considered
within the timeframe of the Budget Setting Report. These resources will enable
provision of programme management, technical support, training and implementation
planning for any new arrangements to begin from the Annual General Meeting in 2025.

The Executive Councillor’s decision:

1. To approve the drawdown of up to £150,000 from reserves for the Democratic
Services Manager to develop a programme to support the re-design and
implementation of any revised governance arrangements. Spending will follow
normal arrangements, including briefing relevant members where appropriate.

Reasons for decision: As set out in recommendation.

Any alternative options considered and rejected: N/A

Scrutiny Consideration: The Chair and Spokesperson(s) of the Strategy and
Resources Scrutiny Committee were consulted prior to decision. Clir Robertson

(Chair) agreed with the decision; Clir Bennett (Green) supported the decision. ClIr Bick
(Liberal Democrat) disagreed with the decision.

Page 7



Conflict of interest: [None].
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Agenda ltem 6

V
A
ANNUAL REVIEW OF STRATEGIC PARTNERSHIPS CITY COUNCIL

To:

Councillor Mike Davey, Leader and Executive Councillor for Transformation
Strategy & Resources Scrutiny Committee 1 July 2024

And

Councillor Cameron Holloway, Executive Councillor for Health and
Community Safety

Environment & Communities Scrutiny Committee 27 June 2024

Report by:
Andrew Limb, Assistant Chief Executive
Tel: 01223 - 457004 Email: Andrew.Limb@cambridge.gov.uk

Wards affected:
All

Not a Key Decision

1. Executive Summary

This report provides an annual report on the work of the key strategic
partnerships that the Council is involved in; and covers the recent decisions
on the Cambridge & Peterborough Combined Authority.

2. Recommendations
That the Leader:
a) Note the achievements and progress of the key strategic growth and
economy-related partnerships that the City Council is engaged with, as
detailed in paragraphs 3.3 — 3.41.
b)  Note the recent decisions of the Cambridgeshire & Peterborough

Combined Authority Board at Appendix A & B, and invite the City Council’s
representative to provide an update.
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That the Executive Councillor for Health and Community Safety:

a) Work more closely with the Health and Wellbeing Board and Integrated
Care Partnership and its sub-system (as detailed in paragraphs 3.42 — 3.46
below) to ensure that the City Council’s role in prevention and wellbeing
working in partnership with other public agencies can address the health
needs and concerns of Cambridge residents.

b) Continue to work with partners within the framework of the Cambridge
Community Safety Partnership (as detailed in paragraphs 3.47 — 3.53 below),
identifying local priorities and taking action that will make a positive difference
to the safety of communities in the city.

3. Background

3.1 A summary of the activities of each of the key strategic partnerships,
and in particular their impact on Cambridge, is set out below.

3.2 Inthe context of increased Government interest in Cambridge and the
growth of its economy, Cambridge City Council will continue to work through
the partnerships mentioned here, and other channels, to develop and inform
plans for sustainable and inclusive growth in the area.

Cambridgeshire & Peterborough Combined Authority

3.3 The mission of the Combined Authority is to make life better, healthier,
and fairer for all. Cambridge City Council is one of seven constituent
members, and the Council is represented on the Executive Board by Clir
Anna Smith.

3.4 The Best Value Notice issued by Government in January 2023 was
replaced in January 2024 by a revised Notice. An Improvement Board,
chaired by Richard Carr, has continued to oversee the Authority’s
development and delivery of an Improvement Plan.

3.5 As part of this work, the Authority has been working with partners and

stakeholders to develop a “shared ambition” for the area, and to develop a
“State of the Region” data and evidence dashboard, which builds on the City
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Council pioneering ‘State of the City’ report. These are due to be completed
in 2024.

3.6 During 2023/24, the Authority adopted a Local Transport and
Connectivity Plan, and pursuant to that has invested in exploring options to
improve bus services, through an enhanced partnership or potentially through
bus franchising, subject to approval of business case.

3.7 Through a Mayoral Precept, the Authority has been able to fund a
number of bus routes to enhance the existing network, including 5 routes
serving Cambridge.

3.8 As part of its budgetary process in 2023/24, the Combined Authority
allocated £1.5m for the Cambridge Civic Quarter project, and a further £3m
for the regeneration and development of cultural and creative facilities. The
Combined Authority also allocated £1m to Greater Cambridge Impact.

3.9 As part of the £1.2m of Shared Prosperity Fund previously allocated to
Cambridge, the City Council has been able to fund and commission a range
of projects to support an inclusive and sustainable economy in the city,
including Green Business Grants, Focus on Abbey and work to support
markets in the city.

3.10 The Cambridgeshire & Peterborough Combined Authority Executive
Board met on 20" March and 5" June. The decision sheets from those
meetings are attached as Appendices A & B. Committee members are
invited to comment. Any questions arising will be forwarded to the Council’s
representative on the Board to respond to.

Greater Cambridge Partnership (GCP)

3.11 Following extensive public consultation in 2022/23, the GCP Executive
took the decision in the Autumn of 2023 not to proceed with the Sustainable
Travel Zone (STZ) that had been proposed as part of the “Making
Connections” programme.

3.12 Work done on the programme and feedback from the consultation will
inform thinking about the nature and scale of the challenges and how these
might be taken forward in the future.

3.13 Other projects in the GCP transport programme continued, including
Milton Road construction, and consultation on Hills Road, Addenbrooke’s
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roundabout, Queen Anne Terrace and various greenways. The GCP also
worked with partners to fund 30 new electric buses.

3.14 On skills, the GCP supported Cambridge Regional College’s
Apprenticeships, Jobs & Careers Fairs.

3.15 During 2023/24, the GCP’s Smart Cambridge programme:

¢ trialled smart sensors in Cambridge to make it safer for people to cross
the road by using Artificial Intelligence (Al) to reduce waiting times for
pedestrians and road users;

¢ launched the Innovation Prospectus, to give innovators the opportunity
to collaborate with the GCP on pioneering projects to help shape the
way we travel and improve daily journeys across Greater Cambridge;

e collaborated with Citymapper and ITO World to provide real time data
for their app.

3.16 Going forward, the GCP will work with partners in Cambridgeshire
County Council and the Cambridgeshire & Peterborough Combined Authority
to develop the Greater Cambridge Transport Strategy to support the
emerging joint Local Plan under the umbrella of the CPCA’s Local Transport
and Connectivity Plan.

Fast Growth Cities group

3.17 The Fast Growth Cities group is an informal partnership of councils
representing cities that are experiencing high levels of growth, fuelled by
knowledge-intensive economies. They are Cambridge, Norwich, Milton
Keynes, Oxford, Swindon and Peterborough.

3.18 In the summer of 2023, the Fast Growth Cities group published a report
highlighting the strengths of their economies and their impact on the wider UK
economy, and making the case to Government and others for support and
investment.

3.19 In Cambridge’s case, the evidence and research from this work with
Fast Growth Cities group partners has informed the work we have contributed
to discussions with Government on their “Case for Cambridge”.
Oxford-Cambridge Pan-Regional Partnership (PRP)

3.20 The Oxford-Cambridge Pan-Regional Partnership was created to

“secure a future in which our communities prosper from the very best in
environmentally sustainable ways of living and working. We collaborate to
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accelerate economic opportunities created through the region's innovation
strengths to achieve significant environmental enhancements and to unlock
investment for inclusive, high quality sustainable development.”

3.21 During 2023/24, the Partnership appointed a Managing Director,
Richard Hutchins. Cambridgeshire is represented on the PRP Board by
Mayor Nik Johnson, Mayor of Cambridgeshire & Peterborough.

3.22 The Chair of the C&P Business Board, Al Kingsley, also sits on the
PRP Board. Clir Bridget Smith, Leader of South Cambridgeshire District
Council leads on the environment for the PRP. Cambridge University and
Anglia Ruskin University are active on the Oxford Cambridge Supercluster.

3.33 The PRP has established a programme of work under four themes:
e Environment & Sustainability
¢ Innovation & Economy
e Data Observatory
e Conferences & Events

Cambridge BID and Visit Cambridge

3.34 The Council (the Executive Councillor for Economy & Skills) sits on the
Board of the Cambridge BID (Business Improvement District) which has
undertaken many initiatives and activities this year to support local
businesses and enhance the city for residents and visitors.

3.35 The Visitor Economy has been a key focus of our partnership work this
year, leading to a proposal by the BID to establish a new Accommodation
BID for Greater Cambridge funded by a visitor levy. The levy has the potential
to generate circa £9m over a 5-year business plan and offers the opportunity
to achieve a step change in the way the visitor economy is managed.

3.36 We are also working with the BID and our Visit Cambridge Partners,
Kings College and Curating Cambridge on a Destination Management Plan
which is due to complete in Autumn 2024,

3.37 This will provide a strategic vision and joint plan with wider stakeholders
to manage and develop Greater Cambridge as a destination with a focus on
the needs of visitors, businesses and residents and improving economic,
social and environmental impacts.

3.38 Other important areas of work with the BID include community safety -
including retaining Cambridge’s Purple Flag status - and offering free events
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to bring vibrancy to the city. These include the organising and funding the
Cambridge Christmas Lights and switch on event and support for our City
Events’ Out of the Ordinary Street Arts Festival.

Innovate Cambridge

3.39 Our partnership with Innovate Cambridge has focused on work to
ensure that social inclusion and sustainability lie at the heart of its strategy to
ensure that Cambridge remains the leading innovation cluster in Europe.

3.40 One of three core priorities in its emerging programme of work
launched at the Innovate Cambridge October Summit last year is to “Ensure
that the innovation ecosystem provides value and impact for the local
community”.

3.41 The Innovate Cambridge Strategic Implementation Plan also includes
an ambition to establish ‘The Cambridge Pledge’ linked to the development of
the Greater Cambridge Impact Fund as a vehicle for successful
entrepreneurs to invest in the Fund and play their part in addressing
inequality. Innovate Cambridge’s Executive Director continues to play a key
role on the Fund’s Development Board.

Health Partnerships — Integrated Care System

3.42 Many services in the Council aim to improve and maintain the health of
our local population. Air quality, food safety, damp in homes, access to
outdoor green spaces, supporting exercise referral programmes, tree canopy
expansion, providing high quality housing, adapting existing homes, enabling
a thriving voluntary and community sector that helps tackle loneliness and
isolation are just a few examples of the preventive health work undertaken.

3.43 This year, ICS partnership boards have worked towards setting shared
local priorities and building stronger partnerships with local stakeholders. The
Council sits on the core health partnerships: the South ICB Strategic Board,
the Integrated Neighbourhood Executive Board, the Preventative and
Personalised Care Board.

3.44 The Council has significant opportunities to influence and promote the
preventative health agenda through its connections to others, as well as
playing a coordinating role for harnessing resources. Health based
partnership working has brought additional value to residents by joining up
local organisations to attract external funding. The £1.8 million WorkWell
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programme covering Cambridgeshire and surrounding areas will bring new
resource as it develops across Cambridgeshire, supporting those with health
conditions to maintain or return to work.

3.45 The management of an ICS grant funded programme by the Council
has created opportunities for several partnership projects. These projects
themed around young people’s mental health, frailty and high support needs,
have focused on the inventive delivery and aim to strengthen existing
connections within the local eco system.

3.46 A piece of work is currently underway to map all health-related work
across the council, to ensure we're joining up where possible and making the
best use of resources available.

Cambridge Community Safety Partnership (“the CSP”)

3.47 The Cambridge CSP is a statutory partnership under the Crime and
Disorder Act 1997, requiring Local Authorities, Police, Fire Service, Probation
and Health partners to come together to formulate and implement strategies
to tackle crime, disorder and antisocial behaviour. Cambridge City Council
co-ordinate and chair the Cambridge CSP.

3.48 The Cambridge CSP also has the statutory responsibility to oversee
any Domestic Abuse Related Death Reviews (previously known as Domestic
Homicide Reviews) and subsequent learning action plan, where the victim
was a Cambridge City resident.

3.49 The Cambridge CSP also has a number of non-statutory partners which
enhance the work of the partnership including Cambridge Council for
Voluntary Services, Cambridge Business Against Crime, Office of the Police
and Crime Commissioner, University of Cambridge and Anglia Ruskin
University.

3.50 The Cambridge CSP continues to seek to understand the community
safety issues residents, visitors and local businesses are experiencing and
select issues where the CSP feels it can add value and take appropriate
collective action to make a difference.

3.51 Following the annual evidence based Strategic Assessment, the CSP
decided on the following priority for 2023 — 2025:
* Reducing Violence in our City Centre

1.6 The partnership will deliver this in two key ways:
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eDeveloping educational campaigns to prevent violence, focussing on
younger people.
e\Working together to increase safety in our city centre

3.52 Over the life of the strategy the CSP will:

 create educational resources on county lines

 deliver an ambassador programme for young people to prevent sexual
violence

* have more police in the city centre in the right place at the right time

+ train businesses in the night-time economy to identify predatory
behaviours and prevent offences

* have more taxi marshals to help people get home safely from a night
out

* have more CCTV in the market square and city centre green spaces

+ deliver targeted interventions to 18 to 25 year olds who receive short-
sentences for violence offences.

3.53 The success of the strategy is monitored quarterly by the CSP. The
City Council’'s Executive Councillor for Community Safety is a voting member
of the CSP and attends the CSP meetings where the work of the partnership
IS reported.

Voluntary & Community Sector infrastructure partnership

3.54 The City Council part of a steering group of public and voluntary sector
infrastructure organisations who have agreed to work closer together as
partners, investors, and allies to the Voluntary, Community, Social Enterprise
and Faith (VCSEF) sector, identifying opportunities to collaborate, simplify
and streamline processes and funding opportunities.

3.55 The group is in the early stages of formation, with Terms of Reference
in draft form. The steering group has identified the following areas of likely
focus:

+ Developing a shared narrative and compact showing commitment to
VCSEF

* Implementing a systematic and co-ordinated approach to volunteering
across the county

» A consistent and proportionate approach to measuring impact for
VCSEF and provide appropriate assurance around value for money

+ Work with the VCSEF sector to better understand their needs and how
we can support them.

Page 16



+ Coordinate infrastructure funds across all organisations to identify
what is invested, where and by which organisation, as well as identify
any gaps across the geography.

» Explore consistent long-term funding across the system to make it
easier for the sector to apply via aligned governance i.e. one form, one
funding, integrated approach, due diligence and assurance.

» Review and provide oversight of sector stability and discuss risks and
joint mitigations

3.56 The aspirations of this steering group closely align with the City
Council’s aspirations of building community wealth and developing an
approach to community funding which is looks to maximise wider funding
opportunities.

Partnership by default

3.57 In addition to the strategic partnerships mentioned above, the City
Council has adopted a “partnership by default” principle, and works in
partnership with statutory, VCSEF and private sector partners to achieve a
range of policy priorities and objectives, including environmental priorities.
These include:

e the RECAP partnership on waste in Cambridgeshire;

e Action on Energy, a partnership of Cambridgeshire councils to promote
and deliver retrofit and energy advice for residents;

o the Cambridge City Leaders Climate Change Group (an informal group
of private and institutional leaders committed to working together
collaboratively to tackle climate change) and

¢ the Cambridge Food Poverty Alliance and Cambridge Sustainable
Food, which secured Gold status for Cambridge in the last year.

Shared Services

3.58 The City Council is also a strategic partner in a number of shared
services with South Cambridgeshire District Council and Huntingdonshire
District Council. Some services, including waste, planning and internal audit
are shared on a two Council basis with South Cambridgeshire. CCTV is
shared on a two Council basis with Huntingdonshire. Others are shared on a
three Council basis with South Cambridgeshire and Huntingdonsire, including
legal, ICT, building control, and Cambridgeshire Home Improvement Agency.
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3.59 These arrangements allow the Council and its partners to benefit from
economies of scale, increased purchasing power and a structure that allows
the recruitment and retention of a wider range of specialisms among staff.

4. Implications

a) Financial Implications

4.1 The City Council contributes £5,000 to the costs of the Fast Growth
Cities Group each year, and £10,000 to the Ox-Cam Pan-Regional
Partnership. rage: 10

4.2 The City Council made a contribution of £50,000 to the Innovate
Cambridge partnership, to help fund its work to advance sustainable and
inclusive development of the innovation ecosystem in the Cambridge area,
and to leverage in contributions from other bodies.

b) Staffing Implications
4.3 A number of officers work with strategic partners and support city
council members to engage in these partnerships, as part of their core
functions. There are no direct staffing implications arising from the
recommendations in this report.

c) Equality and Poverty Implications
4.4  An Equality Impact Assessment has not been produced as there are no
equalities impacts arising from the decisions recommended in this report.

4.5 Itis expected that continued engagement in the strategic partnerships
mentioned will support the Council achieving its equalities objectives.

d) Net Zero Carbon, Climate Change and Environmental Implications
4.6 There are no direct net zero, climate change or environmental
implications of the decisions in this report.

4.7 Itis expected that continued engagement in strategic partnerships will
support the Council achieving its environmental objectives, not least working
with a wide range of stakeholders through RECAP, Action on Energy and the
City Leaders’ Climate Change Group.

e) Procurement Implications
N/A

Page 18



f) Community Safety Implications
4.8 Continuing to work with the Community Safety Partnership will enable
the Council to achieve its community safety ambitions, as described in
paragraphs 3.47 — 3.53.

5. Consultation and communication considerations
N/A.

6. Background papers

6.1 Background papers used in the preparation of this report:

Fast Growth Cities Economic Research —the case for investment

Cambridge-Oxford Partnership mission statement and strateqic priorities

Cambridgeshire and Peterborough Combined Authority Best Value Notice
January 2024

7. Appendices

Appendix A Decision Sheet from Combined Authority Executive Board
meeting, 20" March 2024

Appendix B Decision Sheet from Combined Authority Executive Board
meeting, 5" June 2024

Appendix C Chief Executive’s Highlight Report to the Combined
Authority Executive Board meeting, 5" June 2024

8. Inspection of papers
To inspect the background papers or if you have a query on the report please
contact Andrew Limb, Assistant Chief Executive, tel: 01223 - 457004, email:
andrew.limb@cambridge.gov.uk
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Combined Authority Board: Decision Summary ﬁ\\
Meeting: Wednesday 20 March 2024 (

Published: Monday 25 March 2024
Decision Review deadline: Tuesday 2 April 2024

Any key decision/s set below will come into force and may be implemented after 5.00pm on the fifth
clear working day after publication of the decision, unless they are called-in [see note on call in below],
with the exception of any key decision on a matter dealt with under the special urgency provisions set
out in the Constitution which may be implemented immediately.

1 Announcements, Apologies for Absence and Declarations of Interest

Apologies for absence were received from Darryl Preston (John Peach substituting).
There were no declarations of interest.

2 Combined Authority Membership Update September 2023

It was resolved unanimously to:

A Note the change in substitute Member from Cambridge City Council on the Combined
Authority’s Overview and Scrutiny Committee.

B Note the change in appointment from South Cambridgeshire District Council on the
Combined Authority’s Overview and Scrutiny Committee.

C Note the temporary change in substitute member from the Conservative Party on the
Human Resources Committee on 8 14 March 2024.

D Note the appointment of substitute member from South Cambridgeshire District Council
on the Combined Authority’s Overview and Scrutiny Committee.

E Note the temporary change in substitute member from the Conservative Group on
the Combined Authority’s Overview and Scrutiny Committee on 18 March 2024.

3 Minutes

The minutes of the meeting on 31 January 2024 were approved as an accurate record and
signed by the Mayor.

The minutes action log was noted.
4 Petitions

One petition was received and presented to the Combined Authority Board in accordance with
section 5.34 of the Constitution.

5 Public and Member Questions

Six questions were received in advance of the meeting in accordance with the procedure rules
in the Constitution. A copy of the questions and responses can be viewed here when available.

6 Forward Plan

It was resolved to:
A Approve the Forward Plan for March 2024

7 Combined Authority Chief Executive Highlights Report

It was resolved to:
A Note the contents of this report.
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8

9

10

11

Budget Update Report — March 2024

It was resolved to:

A Note the financial position of the Combined Authority
B Approve the provisional carry-forwards from 2023/24 into 2024/25

C Approve the allocation of £400k from additional treasury management income to
fund the continuation of the improvement plan in 2024/25 as set out in section 6

D Approve the financial strategies for 2024/25 following review by the Audit and
Governance Committee as summarised in section 7.

Improvement Plan Update

It was resolved to:

A Note the identified areas of ongoing concern set out in the Best Value Notice received in
January 2024.

B Note the closedown of activity in the current Improvement plan (phase 2).

C Agree the phase 3 Improvement plan to reflect the ongoing concerns set out in the Best
Value Notice received in January 2024.

D Agree the revised terms of reference for the Independent Improvement Board going
forward, to reflect the delivery of stated areas of improvement identified by the Best Value
Notice received in January 2024.

Bus Reform and Network Delivery Update

It was resolved to:

A Note the progress with the franchising proposals including updates from the audit process
of the Bus Reform Outline Business Case (OBC) including the intention to bring a decision
to consult to a summer Board meeting. The CPCA Board will consider the revised
Business Case and the full findings of the Auditor to inform any decision to move to public
consultation.

B Approve that officers commence to prepare for an Interim Enhanced Partnership being
formed to act as a ‘stepping stone’ to further, wider reform.

C Note that CPCA is required to produce an updated Bus Service Improvement Plan (BSIP),
in line with Department for Transport requirements, and approval is sought for delegated
authority to the Executive Director Place & Connectivity, working with the Chair of the
Transport and Infrastructure Committee, to update and finalise the BSIP to ensure
submission by 12 June

D Note the wider package of bus network delivery work, including the investment in bus
services through the precept, bus stops infrastructure and £1 bus fare for Under 25s in
the region that officers will continue work to implement

Corporate Performance Report Q3 2023-24

It was resolved to:

A Scrutinise and agree performance information relating to the Combined Authority’s
Corporate Key Performance Indicators

B Scrutinise and agree performance information relating to the Combined Authority’s Most
complex programmes and Projects.

C Scrutinise and agree performance information relating to the Combined Authority’s
Headline Priority Activities.

D Note progress to evaluate the impact of the Devolution Deal Investment Fund in a
Gateway Review.
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12 Q3 Corporate Risk Report

It was resolved to:
A To note the risk register, dashboard and heat map in Appendix 1-3
B To note the update on progress of the Risk Software implementation
C To note the plan for risk deep dives

13a Greater South East Net Zero Hub Delegations

It was resolved to:

A Delegate authority to the Executive Director of Place and Connectivity and any
replacement (or substitute) as set out in table 1, to make decisions on behalf of the
Combined Authority when sitting on the Net Zero Hub Board(s).

13b Delegations to Officers

It was resolved to:

A Delegate authority to the Assistant Director of Skills to accept CEC funding and to enter
into and finalise all necessary contracts and Grant Funding Agreements in consultation
with the CFO and MO.

B Delegate authority to the Executive Director of Economy and Growth to:

e approve (enhanced) business support arrangements via Growth Hub during
2024/25 FY

e accept funding from DBT and approve the funding plan that will form schedule in
DBT funding agreement

e accept funding the BB/CAB approved to be used to enhance the CPCA’s Growth
Hub offer in 2024/25 FY

e contract with service providers and contractors to deliver elements of the
additional business support services included in Growth Hub plan for 2024/25 FY

C Delegated authority to the Executive Director for Place and Connectivity in consultation
with the Monitoring Officer and Chief Financial Officer for the retendering of any bus
routes which an operator gives notice that it will cease to provide between 25 March
and the next meeting of the Transport and Infrastructure Committee.

D To delegate authority to the Assistant Director for Skills, in consultation with the Chief
Finance Officer and Monitoring Officer to:

e enter into grant funding agreements and/or service contracts with training
providers to deliver Innovation Fund project activity. This can either be with new
(following a procurement exercise) or existing providers

e extend and /or vary contracts with existing providers where appropriate.

14  Update on State of the Region 2024

It was resolved to:
A Note progress to develop the 2024 State of the Region review.
B Note proposed further development in future years.

15  Senior Appointments

It was resolved to:
A Note the contents of this report.

B Note that a further report will be submitted to the board, prior to the meeting of 20 March,
following the interviews being held on Wednesday 13 March 2024 and Thursday 14 March
2024. This subsequent report will note the recommendations from the HR Committee on
the preferred candidates. The recommendations of this subsequent report will require
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16a

16b

17

C To approve the recommendation made by the Members of the HR Committee at the
meeting on 13th March 2024 that the preferred candidate be appointed to the Statutory
position of Executive Director Resources (section 73 Officer).

D To approve the short term acting up appointment of the current Assistant Director of
Finance to the statutory position of section 73 officer, if required, to take effect from 18th
May 2024.

E To approve the recommendation made by the members of the HR Committee at the
meeting on 14th March 2024 that the preferred candidate be appointed to the statutory
position of Director of Legal and Governance (Monitoring Officer).

F Delegate to the Chief Executive the function of agreeing with the successful candidates
the terms and conditions of appointment, including associated start date and any other
requirements and actions necessary to finalise arrangements.

Careers Hub Academic Year 2024-25

It was resolved to:

A Accept the Careers and Enterprise Company (CEC) core funding offer and allocate the
match funding from UKSPF and Post SPF Skills Support.

B Accept future grant funding that is awarded by the CEC in addition to core funding, up to
the value of £150,000 for projects aligned to strategic priorities

C Delegate authority to the Interim Assistant Director of Skills, in consultation with the Chief

Finance Officer and Monitoring Officer to enter into grant funding agreements with CEC
and contracts and grant funding agreements for the delivery of the Careers Hub.

Recommendations from Skills and Employment Committee

It was resolved to approve all the recommendations as set out below:
Improving Efficiency and Effectiveness (Adult Education Budget)

A To approve the in-year amendments for existing providers which include growth
requests for high-performing providers and reprofiling of funding where providers have
underperformed

B To approve the establishment of a flexible Innovation Fund, allowing us to respond to
regional activities that underpin the priorities identified within the Employment and
Skills strategy.

Recommendations from Transport and Infrastructure Committee
It was resolved to approve all the recommendations as set out below:

E-Scooter Trial Update
A Approve the extension of the e-scooter trial to 31 May 2026

LTCP and Associated Strategies

A Approve the reprofiling of the approved funding across the next three financial years
as setoutin 3.2

B Delegate authority to the Executive Director in consultation with the Chief Finance
Officer and Monitoring Officer to enter into Grant Funding Agreements with
Cambridgeshire County Council and Peterborough City Council to develop the
strategies for 2024/25.

Transforming Cities Fund

A Delegate authority to the Executive Director for Place and Connectivity in consultation
with the Chief Finance Officer and Monitoring Officer to sign change requests with
Cambridgeshire County Council and Peterborough City Council concerning TCF
projects

B Delegate authority to the Executive Director for Place and Connectivity in consultation
with the Chief Finance Officer and Monitoring Officer to agree change of deeds to the
Grant Funding Agreement vlgh Camgiﬂgeshire County Council and Peterborough City
Council concerning TCF pr J&@Q.e



18 Recommendations from Business Board
It was resolved to approve all the recommendations as set out below:

Business Board Terms of Reference and Governance

A Approve the Terms of Reference (attached at Appendix A) for adoption within the
CPCA Constitution.

B Request CPCA to bring role profiles to the next meeting of the Business Board in line
with the roles set out in 2.6 for consideration and approval.

C Request CPCA Officers to undertake the necessary actions in order to deliver the
cadence for meetings set out in 2.9 to 2.13

D Endorse the responses set outin 2.14 and 2.15 to the CPCA Board requests for formal
response to the CPCA Board.

E Recommend the good practice identified in 2.17 to the CPCA Board for implementation
by CPCA Officers.
Business Growth and Social Impact Investment Fund Update
A To note the updates contained within this report

UK Shared Prosperity Fund and Rural England Prosperity Fund Update
A To note the updates contained within this report

Notes:
a) Statements in bold type indicate additional resolutions made at the meeting.

b) Five Members of the Overview and Scrutiny Committee may call-in a key decision of the Mayor, the Combined
Authority Board or an Officer for scrutiny by notifying the Monitoring Officer, except for any key decision on a
matter dealt with under the special urgency provisions set out in the Constitution which may be implemented
immediately.

For more information contact: Alison Marston, Head of Democratic Services:
alison.marston@cambridgshirepeterborough-ca.gov.uk
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Combined Authority Board: Decision Summary A)
Meeting: Wednesday, 5 June 2024 (Ordinary Meeting) (
Published: Monday, 10 June 2024

Decision Review Deadline: Tuesday, 18 June 2024

Any key decision/s set below will come into force and may be implemented after 5.00pm on the fifth clear
working day after publication of the decision, unless they are called-in [see note on call in below], with the
exception of any key decision on a matter dealt with under the special urgency provisions set out in the
Constitution which may be implemented immediately.

1 Petitions

No petitions were received.

2 Public Questions

One question was received in advance of the meeting in accordance with the procedure rules in
the Constitution. A copy of the question and response will be appended to the minutes of the
meeting.

3 Forward Plan

It was resolved unanimously to:
A Approve the Forward Plan for June 2024.

4 Budget Outturn Report 2023-24

It was resolved unanimously to:

A Note the unaudited outturn position of the Combined Authority for the 2023/24 financial
year

B Approve the requested slippage of unspent project budgets on the approved capital
programme of £59.3m, and on the revenue budget of £14.9m.
5 Overview and Scrutiny Committee Annual Report 2023/24

It was resolved unanimously to:
A Defer this item to the next meeting of the Combined Authority Board (24 July 2024).

6 Member Development Annual Report

It was approved unanimously to:
A Note the Member Development Annual Report.
B Note the training sessions held and the planned prospectus for the new municipal year.
C Note the objectives as being to assist Members in carrying out their roles efficiently, and to

maintain the highest standard of elected Members in carrying out their responsibilities to
the Combined Authority and the communities they serve.
7 Appointments to Outside Bodies

It was resolved to:
A Defer this item to the next meeting of the Combined Authority Board (24 July 2024).

8 Combined Authority Chief Executive Highlights Report

It was resolved to:
A Note the contents of the report
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9 Combined Authority Annual Report 2023-24

It was resolved to:
A Note the content of the report.

10 Improvement Plan Update

It was resolved to:

A Note the progress in March against the identified areas of ongoing concern set out in the
Best Value Notice received in January 2024.

B Note the update from the Chair, Independent Improvement Board following the meeting
held on 7 May 2024

1 Updates to the Constitution

11a LGA Model Code of Conduct

The recommendations were:

A The CPCA Board is invited to consider the matters raised in this report and consider
whether the Local Government Model Code of Conduct be adopted in full or part.

B The CPCA Board is invited to consider whether the associated guidance on the Model
Code of Conduct should be adopted in full or in part.

C The CPCA Board is invited to consider whether the associated guidance on complaint
handling should be adopted in full or in part

D The CPCA Board is invited to consider the requests from the combined authority board
member
Following the above considerations, it was resolved unanimously to:
A Adopt the Local Government Model Code of Conduct in full.
B Adopt the associated guidance on the Moden Code of Conduct in full
C Adopt the associated guidance on complaint handling in full.

12 Appointment of Independent Remuneration Panel

It was resolved to:

A Agree that an Independent Remuneration Panel be constituted to review the Members’
Allowance Scheme for the Combined Authority in relation to the Mayor’s allowance.

B Agree that an Independent Remuneration Panel be constituted to review the allowance for
the two Independent Persons for the Audit & Governance Committee.

C Agree that an Independent Remuneration Panel be constituted to review the allowance for
the members for the Audit & Governance Committee.

D Agree that an Independent Remuneration Panel be constituted to review the allowance for
the members for the Overview & Scrutiny Committee.

E Agree that an Independent Remuneration Panel be constituted to review the allowance for
travel and subsistence of all Combined Authority members including co-opted members.

13 Adult Education Budget delegated authority (amendment)

It was resolved to:

A To delegate authority to Assistant Director of Skills, in consultation with the Chief Finance
Officer and Monitoring Officer to:

e enter into, sign and award grant agreements or awards to training providers to
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deliver Adult Skills Funds to include but not limited to Adult Education Budget, Free
Courses for Jobs and Innovation Fund with providers chosen via the relevant
procurement exercise.

¢ And where appropriate, extend contracts with existing providers.
14 Recommendations from Business Board
It was resolved to approve all the recommendations as set out below:

Strategic Growth Fund and Levelling Up Fund Update (Gainshare) [KD2024/024]

A Note the updates on development of the Strategic Growth Fund and Levelling Up
Fund contained within this report.

B Reallocates a maximum of £1.5 million unspent capital from the completed Growth
Works programme to the Strategic Growth fund to increase the total budget available
for this fund.

Business Board Members advised and requested that the transferred £1.5m capital
funds are ring fenced notionally to be used for specifically for economic / growth
projects and investments.

Business Board Annual Report and Delivery Plan 2024-25
A Approve the Business Board’s Annual Report & Delivery Plan 2024-25

B Recommend the Combined Authority Board approves the Business Board’s Annual
Report & Delivery Plan (2024-25), and for this to be submitted to the Cities and Local
Growth Unit

Notes:

a) Statements in bold type indicate additional resolutions made at the meeting.

b) Five Members of the Overview and Scrutiny Committee may call-in a key decision of the Mayor,
the Combined Authority Board or an Officer for scrutiny by notifying the Monitoring Officer,
except for any key decision on a matter dealt with under the special urgency provisions set out
in the Constitution which may be implemented immediately.
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Combined Authority Board

5 June 2024 — Ordinary Meeting

Title: Combined Authority Chief Executive Highlights Report

Report of: Rob Bridge, Chief Executive Lead Member: Mayor Dr Nik Johnson
1. Purpose

This report provides a general update on the key activities of the Combined Authority
and the Mayor since the last Board meeting, which are not covered in other reports
to this Meeting. It also provides information on some key developments, risks and
opportunities that have emerged.

2. Funding Activity
2.1 Funds allocated by the CPCA

 £2.7m of re-allocated Transforming Cities Fund to deliver enhancements in St Ives,
March, Fengate and Junction 3 of the A1260.

* £400k to maintain momentum in delivering and embedding the improvement plan
* £170k to support Natural Cambridgeshire over 2 years.
* £120k to support Fenland soil over 2 years.

» Match funding awarded from within UKSPF and existing MTFP to unlock £310k of
further funding from the Careers Enterprise Company.

3. Public Affairs
3.1 UKREIiF

The Combined Authority booked a pavilion at the UK’s Real Estate Investment &
Infrastructure Forum (UKREIiF) 21-23rd May 2024 and took the regions first
delegation. UKREIiF is the largest cross sector property conference in the UK, with c.
12,000 delegates attending this year.

A small multi-disciplinary team have worked with constituent authorities and the
business board to produce a programme of events and marketing materials which
we showcased in the pavilion.

It was an opportunity to showcase Cambridgeshire and Peterborough investment
propositions to a national and international audience of developers, investors and
occupiers. It also acted as a springboard for the Team Cambridgeshire and
Peterborough approach to inward investment.

The six core panel events, and two fringe events which the Combined Authority
hosted throughout the three days were well attended, with many being standing
room only.

Feedback from delegates visiting the pavilion included:
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“I've been in all the pavilions, and Team Cambridgeshire and Peterborough events
have been by far the most interesting.”

“It's noticeable how much more energy there is in the Team Cambridgeshire and
Peterborough pavilion.”

3.2 Transport Summit

The Combined Authority had planned a Transport Summit on June 7th at KingsGate
Conference Centre, Peterborough, however it will be postponed until the Autumn in
line with pre-election period guidance.

The Transport Summit will aim to discuss, highlight and raise awareness of barriers
to delivery which are currently facing the Combined Authority and other MCAs. It will
raise awareness of future innovative transport solutions that the Combined Authority
are pursing and highlight where they have successfully been introduced in other
MCAs. Following the postponement, we are now working on towards a new date in
Autumn 2024.

3.3 In May Mayor Dr Nik Johnson and Rob Bridge welcomed the Rt Hon Sir Conor
Burns MP, The Prime Minister's Trade Envoy for Regional US Trade and Investment
to the region. They discussed the region’s international reputation and plans to build
on this in the future.

The Mayor and Sir Conor Burns discussed the benefits of fostering strong
partnerships with US States with complimentary economies to Cambridgeshire and
Peterborough. This meeting was held as the Cambridgeshire and Peterborough
Combined Authority was gearing up to showcase the region at UKREiIiF, the UK’s
biggest trade and investment conference, for the first time.

4. Economy and Growth
4.1 Peterborough Al Summit

Peterborough’s first public Al summit will explore how the rapidly advancing
technology is changing both businesses and our lives. Supported by the
Cambridgeshire & Peterborough Combined Authority and Anglia Ruskin University,
the event will be held at the city’s new university, ARU Peterborough, on June 6. The
event organisers have held similar successful events in Norwich.

The summit aims to help people and businesses stay ahead of the latest advances
in the technology, which has made a mainstream breakthrough with the advent of
tools like Chat GPT and Bing Al.

Businesses from micro to large, entrepreneurs, tech enthusiasts or those simply
curious, will find out more about opportunities and challenges for Al through expert
insight and thought-provoking panels and Q&A sessions.

Page 32



4.2 XRP eXtended Reality Peterborough

The new facilities at ARU Peterborough, which combine elements of the virtual and
the real world to create an immersive educational experience, have been opened
thanks to £5.7 million of funding from the Office for Students (Ofs) to support
simulated learning in Peterborough and the ARU campuses in Cambridge and
Chelmsford.

As part of her visit to ARU Peterborough, Ms Toksvig, who is also the founder of the
Women’s Equality Party, delivered a guest lecture about the new Mappa Mundi
project, which she is leading at Cambridge University. The state-of-the-art facilities
will help students to perfect skills, and practice and repeat techniques, in a safe
environment.

The future Centre of Excellence is on the ground floor of the Innovation and
Research Centre at ARU Peterborough. The three-storey facility has been majority
funded with £13.78 million from the Cambridgeshire & Peterborough Combined
Authority Business Board’s Get Building Fund, while “The Lab”, the third phase of
ARU Peterborough, is due to open this summer.

4.3 Cambridgeshire Companies to Benefit from £1.84M Agri-Tech Innovation Fund

Three Cambridgeshire companies are among 12 regionally which have won £1.84
million of funding from the Innovate UK Launchpad for Agritech and Agrifood in
Eastern England.

This Innovate UK Launchpad provides innovation support and funding tailored to the
wider region’s strengths from the forefront of crop and plant research, to harvesting,
processing and packaging the food on our plates.

Agri-tech forms a key part of the region’s industrial strategy, called the Economic
Growth Strategy and Cambridgeshire and Peterborough Combined Authority is
supporting the growth of the sector including through funding and support.

With the Fens home to 50 per cent of the country’s very best ‘Grade I’ agricultural
land, the region is ideally placed to be at the forefront of agri-tech innovation.

The Innovate UK Launchpads support clusters of small and medium sized
enterprises (SMEs) and helps the most innovative businesses to progress their
projects towards commercialisation, contributing to local economic growth.

The Eastern Agritech and Agrifood Launchpad has been developed through a
partnership between the national innovation agency, Innovate UK, with Greater
Lincolnshire LEP, New Anglia LEP and the Cambridgeshire and Peterborough
Combined Authority.
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6. Transport
6.1 Active Travel Update

Unfortunately, the eCargo bike bids with Sustainable Cities Mobility Challenge and
DfT’s Transport Decarbonisation Demonstrators were not successful and therefore
we did not get the funding to roll out the eCargo bike project. The Combined
Authority officers are seeking clarification as to why this bid was unsuccessful to
learn lessons for future funding applications.

Active Travel Conference

There is a conference set up with Active Travel England on 3rd July. The aims of
this technical session from across the region:

» Showcase the Combined Authority area aims and future ambition in relation to the
Local Transport and Connectivity Plan

* Highlighting existing behaviour change programmes and infrastructure that
demonstrates good practice, including working with businesses and community.

* Identify the challenges and create an environment for meaningful discussion about
how we overcome barriers.

* Foster collaboration and partnership across private and public sector.

Active Travel Advocate

The Active Travel Specialist Advisory Board has been consulted on developing the
job description for the Active Travel Champion (ATC), including the role's
requirements and expectations. Additionally, we have actively engaged with Active
Travel England, who strongly recommended that the job description be broadly
based on those previously created by Chris Boardman and other ATCs.
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Agenda Item 7

ANNUAL REPORT, KEY PERFORMANCE INDICATORS AND ANNUAL
COMPLAINTS AND CUSTOMER FEEDBACK REPORTS

To:
The Leader of the Council
Strategy and Resources Scrutiny Committee 01 July 2024

Report by:
Jane Wilson, Chief Operating Officer
Tel: 01223 457860 Email: jane.wilson@Cambridge.gov.uk

Wards affected:
All Wards

1. Executive Summary

This report invites the Leader of the Council to approve the text of the Annual
Report in advance of its formatting, design and publication on the council’s
website and the Key Performance Indicators. It also invites the Leader to note
the Annual Complaints and Customer Feedback Report

2. Recommendations

The Executive Councillor is recommended to:

i. Approve the Annual Report against the Corporate Plan and
associated KPI table

ii. Note the Annual Complaints and Customer Feedback Report

3. Background

3.1 The Council’s Corporate Plan sets out the council’s priorities for 2022-27.
The Annual Report summarises progress against those priorities and
associated objectives over the year 2023-24. The narrative report is
accompanied by data against a set of key performance indicators.

3.2 The Annual Complaints and Customer Feedback report provides details
on the number and nature of complaints received by the council and
recorded in its complaints tracker system. It also gives details of complaints
submitted to the Local Government and Social Care Ombudsman in the year
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2023-24, and the outcome of those. Furthermore, it provides details of
compliments received.

3.3 Taken together, and alongside the financial outturn report that appears
elsewhere on this agenda (Housing Scrutiny Committee for the HRA outturn
report), these reports give committee members and the wider council, as well
as residents, an overview of the council’s performance over the past year.

4. Implications

a) Financial Implications

As in past years, an engaging, designed version of the Annual Report will be
produced for publication on the council’s website alongside an infographic
representation of key indicators.

b) Staffing Implications
Producing these reports is currently expected to be a core part of officer duties
going forward.

c) Equality and Poverty Implications
There are no specific implications of the decisions recommended in this report.

d) Net Zero Carbon, Climate Change and Environmental Implications
There are no specific implications of the decisions recommended in this
report.

e) Procurement Implications
n/a

f) Community Safety Implications
n/a

5. Consultation and communication considerations

5.1 Officers across the council have been engaged in the production of the
Annual Report and Annual Complaints and Customer Feedback report.
These will be communicated to the wider public through publication on the
council’s website and through its communications channels to aid
transparency and accountability.
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6. Background papers
Background papers used in the preparation of this report:
The council’s Corporate Plan

7. Appendices

Appendix A Annual Report 2023/24
Appendix B KPIs 2023/24
Appendix C Annual Complaints and Customer Feedback report, 2023/24

8. Inspection of papers
To inspect the background papers or if you have a query on the report please

contact Jane Wilson tel: 01223 457860, email:
jane.wilson@cambridge.gov.uk

Page 37



This page is intentionally left blank



Annual report

Foreword

The past twelve months have been a period of further change in Cambridge, with both the
legacy of the global pandemic and the continuing war in Ukraine causing instability and
continued economic uncertainty.

The past year also saw significant inflation making it even harder for many Cambridge
residents facing the challenge of making ends meet in the continuing cost-of-living crisis.

Cambridge City Council has continued to meet these challenges and adapt itself to the new
demands, working together with partners to address pressures in the city, including housing,
climate change and the cost-of-living crisis, as well as the continuing growth of the city.

This report sets out some of the main highlights and issues from the past year. It is structured
in a way that reflects the priorities in the council’s Corporate Plan.

The report, alongside the KPI data published with it can be read alongside the financial outturn
report and the annual customer feedback reports, as well as the State of the City report
published last year.

We hope you find this report useful and welcome any feedback.

1
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Priority 1: Leading Cambridge’s response to the climate and
biodiversity emergencies and creating a net zero council by 2030

We are working at all levels to deliver on this priority, from significant infrastructure projects
to local repair cafes. Many of these activities are delivered in partnership working
alongside organisations from across the city and beyond, from the University of
Cambridge and its constituent Colleges, through to community groups.

Climate

During 2023/24, we progressed a number of major projects to reduce carbon emissions
from council buildings, land and vehicles, with the aim of achieving net zero carbon
emissions from these assets by 2030.

Building on our Asset Management Plan, we have started work to develop an Asset
Management Strategy & Decarbonisation Plan to reduce the carbon emissions for all
council buildings.

We have continued to work with our partners at South Cambridgeshire District Council on
the Waterbeach Renewable Energy Network (WREN) Solar Project. The WREN project
team is working closely with the Food Waste project team to ensure changes to our depot
meet the needs of both projects.

With the University of Cambridge, we are working on the potential for a city centre heat
network. An initial feasibility study has opened the way to further government funding to
move the project forward. Partner colleges are contributing additional funding (circa
£300,000).

Council homes

Our External Wall Insulation Programme for council homes continued with 58 homes
with poor energy efficiency getting external wall insulation installed alongside improved
ventilation and when necessary, replacement external doors and loft insulation top ups.
This programme will run for two years and install energy efficiency improvements in 260
homes. A contractor has been selected for the Net Zero Carbon Homes pilot project and
works on the 51 council homes in that project will commence from June 2024. We also
completed the development of 21 Passivhaus certified homes. This included two
wheelchair-adapted homes, with lifts already included.

Private sector homes

We continued to support energy efficiency improvements to privately-owned homes
through our Action on Energy scheme. Leading a partnership of all the Cambridgeshire
local authorities, we used a total of £2m in Government funding to retrofit 235 energy
efficiency and clean heat measures in 131 homes for low-income families across
Cambridgeshire, with 11 of these homes in Cambridge. A further 232 Cambridge

2
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households were provided with wider support through home energy interventions in
partnership with other organisations working with Action on Energy.

Transport emissions

We have taken forward a number of projects to help reduce carbon emissions from
transport in Cambridge, with a particular focus on providing new charge points for
electric vehicles (EVs). We are working with Connected Kerb to provide a network of
publicly accessible EV charging points across our 14 car parks. During 2023/24 we had
75 active EV charging points. We also worked with Cambridgeshire County Council and
UK Power Networks to deliver 38 fast 7kw on-street residential charge points and four
rapid 50kw chargers, using government funding. These have been operating in the
Riverside and West Chesterton areas since June 2023. The units operate as part of the
BP Pulse network.

Reduce, reuse, recycle

Greater Cambridge Shared Waste service (GCSWS) continued the expansion of its
Waste Electrical and Electronic Equipment (WEEE) collection service. With eight
permanent bins spread out around the city and district, and several mobile bins, around
60 tonnes of WEEE were collected. A collaboration between GCSWS and Cambridge
Carbon Footprint resulted in 22 repair cafes promoted in the financial year with over 600
items repaired.

The route optimisation carried out by GCSWS made collections more efficient with
reduced mileage per round. In addition, we used HVO (hydrotreated vegetable oils) biofuel
in about a third of our refuse collection vehicles fleet to reduce our carbon emissions, and
our third electric refuse collection vehicle was brought into operation in May 2023. GCSWS
also transitioned to a four-day collection service (part of an ongoing trial) without any
reduction in the levels of service and very few complaints during the switchover. The new
working arrangements are expected to result in increased staff wellbeing, improved
recruitment and retention of operational crews, amongst other benefits.

Food sustainability

We continue to support the Cambridge Food Poverty Alliance and its campaign to
achieve food justice for residents in the city. In March, Cambridge Sustainable Food
Partnership was awarded a prestigious Gold Award from Sustainable Food Places.
This award recognises Cambridge as leading the way in transforming local food systems
to better serve our communities, the environment and the local economy. Cambridge is
one of only three cities in England to have achieved this award. Food security formed an
integral part of this application, which was prepared by Cambridge Sustainable Food. It is
the result of ten years’ hard work by local organisations, businesses, local authorities,
volunteers and community groups, coordinated by Cambridge Sustainable Food CIC and
the Cambridge Food Partnership

3
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Biodiversity

Our work to address the biodiversity crisis has continued at pace over the past year. Our
strategic objectives in relation to biodiversity are set out in our Biodiversity Strategy.
During 2023/24, we have reduced cattle stock numbers and trialled the use of NoFence
technology to improve conservation cattle grazing on our commons and completed
restoration work along Coldham’s Brook on Coldham’s Common.

Seasonal dogs on leads orders have been introduced for many of our local nature
reserves to reduce disturbance to nesting birds and biodiversity training has been
provided for our operational teams.

We have worked closely with the Wildlife Trust to deliver habitat enhancement projects
on Coldham’s, Stourbridge and Midsummer commons and supported the Cambridge
Nature Network, including the successful Cambridge Nature Festival.

Section 106 funded access enhancements were completed at Byron’s Pool to mitigate
against increased recreational pressure on the Local Nature Reserve while new
deadwood features were installed in in several parks, including a large installation at Jesus
Green.

We delivered multiple biodiversity themed Environmental Improvement Plan (EIP)
projects on our open spaces, including new tree planting, meadows, bird, and bat boxes
and embedded new statutory Biodiversity Net Gain into our shared planning services.

A suite of projects to provide data driven case studies within the detailed project plan for
delivery of the Greater Cambridge Chalk Stream Project over 24/25 and 25/26 is being
planned.

Hobson's Park was designated as a new City Wildlife Site, primarily for the breeding and
wintering bird assemblages that have established since the park and sustainable drainage
schemes were designed and laid out as part of the Great Kneighton development.

We planted 519 trees, gave away 194 trees as part of the Trees for Babies scheme,

maintained 14,711 city council trees directly, 10,659 street trees/groups and inspected
9,701 trees.
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Priority 2: Tackling poverty and inequality and helping people in the
greatest need.

Community Wealth Building Strategy

Over the past year we developed and approved a Community Wealth Building Strategy
that sets out how we will help address poverty and inequality in the city. An implementation
plan is being prepared and will focus on using our resources and powers to build
community wealth and a more inclusive and sustainable economy; empowering residents
and communities, and working collaboratively with communities, partner organisations
and businesses to develop joint approaches to reduce poverty and inequality.

We started using community grants and the UK Shared Prosperity Fund allocation from
Government to support Allia to deliver a programme for social enterprises, charities and
social impact businesses. These new businesses will help assist those in the greatest
need in the city.

Single Equality Scheme

Through our Single Equality Scheme, we have continued to work towards enabling all
residents to have equal access to public activities and spaces in Cambridge and enable
full participation in the community and in making decisions about the places where they
live. Actions delivered during the year have included the development of a three-year
Youth Strategy for young people aged between 11 and 18.

Events

We also worked with local organisations and communities to support events marking
Black History Month, Disability History Month, International Holocaust Memorial Day and
International Women’s Day and provided small amounts of funding and support for events
for Caribbean, Chinese, East Asian and Southeast Asian communities that took place at
different times throughout the year.

We used some of our community grants budget in the year to fund 31 voluntary and
community sector organisations explicitty organising activities for protected
characteristic groups that reduce social and/or economic inequality. We also
continued to provide a Shopmobility service at the Grand Arcade and Grafton East car
parks to support disabled people to access the city. The service was used 3,707 times in
2023/24.

Asylum Seeking and Refugee service
During the year we expanded its Asylum Seeking and Refugee service to support those
with newly granted refugee status from the Bar Hill hotel following positive asylum

decisions. The service also commissioned employment support for refugees from various
refugee cohorts. 381 people were supported and settled in total at the end of the year.
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This included continuing support for the national Homes for Ukraine and Ukraine Family
visa schemes and Afghan and Syrian refugees as part of resettlement schemes.

Racial Harassment Service

We continued to provide a Racial Harassment Service and took action to tackle
discrimination, harassment and victimisation. The service worked to help people from
different backgrounds living in the city respect and value each other and continue to get
on well together. We have carried out a range of activities to tackle and highlight domestic
abuse, including the marking of White Ribbon Day and the United Nations International
Day for the Elimination of Violence Against Women, in partnership with local services such
as Cambridge Women'’s Aid.

We also worked with Cambridge BID and Cambridge Business Against Crime (CAMBAC)
to secure re-accreditation for Cambridge under the Purple Flag scheme to reduce crime
and anti-social behaviour at night.

Cost of living

During the year we continued to work with partner organisations to support residents
struggling with the rising cost of living. We worked with Foodbank to deliver events to
help local people manage their costs and supported food hubs and other venues set up
by volunteer and community partners during the pandemic to transition to more
sustainable models of operation that will continue to provide fresh, nutritious food and
affordable food to vulnerable people at a time of crisis in their lives. This work is being
delivered by Cambridge Sustainable Food and Cambridge Food Bank. Through our five
community centres, we also provided warm and welcoming spaces where local people
came together and participated in activities or simply chatted. Nearly 118,000 people from
“priority groups”, including low-income households, attended our community centres in the
year.

We delivered a range of planned activities to help people on low incomes to maximise
their incomes and minimise their costs. We continue to offer tailored advice on the take-
up of benefits to help maximise incomes and assist with budgeting to help reduce debt
and prevent eviction. This work also prevented or relieved homelessness for 410
households in the year. We also sought to raise awareness of the DWP’s programme to
migrate people to Universal Credit and encouraged them to utilise a “checker” tool to help
assess if they will be better off.

We provided Council Tax reductions for 7,247 households in the year and provided
£28m of housing support to 4,000 plus households from the Housing Support Fund.

Grants

We also worked closely with partner organisations to allocate over £1m of Community
Grants to over 50 organisations for projects aiming to reduce social and economic
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deprivation. We continued to support and work with Cambridge Council for Voluntary
Services to help maintain our thriving and vibrant community and voluntary sector. Under
the Action on Energy scheme, with Peterborough Environment City Trust (PECT) and
Groundworks East, we provided tailored energy advice to 232 low-income residents in
Cambridge and supported a further 11 Cambridge low-income households to have fully
funded improvements installed through council led Home Upgrade Grant 2 funding. We
continued to promote Living Wage accreditation to employers in Cambridge.

We have taken steps to strengthen families and communities and support people who
are more likely to experience poverty, inequality and vulnerability. We provided a
Holiday Lunch programme during school holidays for low-income families and several
‘community days’ and ‘skip days’ to save residents money by disposing of bulky waste
and to develop a sense of pride among residents in their neighbourhood.

We continued to fund Cambridge Council for Voluntary Service (CCVS) in the year to
promote volunteering and to build the capacity of local organisations to work with
volunteers. We also funded Tempo to provide time credits as an incentive for residents to
volunteer.

We continued to take a range of steps to make sure that everyone shares in our city’s
success by promoting an inclusive economy, by raising skills, and by improving access
to a range of employment opportunities for people on low incomes. Region of Learning
is a flagship skills project bringing external partnership funding in to invest in the
recognition of skills through digital badges to evidence formal and informal learning and
promote an inclusive economy by raising skills.

During the year we have taken steps to improve health outcomes, including mental
health, for people on low incomes. To support physical activity, we have continued to
provide 50% reductions on entry prices at our leisure centres for people receiving means-
tested benefits, leading to just over 58,000 discounted entries during 2023/24. As part of
an exercise referral scheme in the year, 366 people have been referred by health
professionals for 12-week subsidised exercise programmes at local gyms and sports
centres, with a 74% completion rate. We also continued to provide free music and events
in local open spaces and promoted the involvement of low-income households in cultural
activity.

We continue to work with the Integrated Care Partnership (ICP) and secured during the
year funding for wider work to address health inequalities.
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Priority 3: Building a new generation of council and affordable
homes and reducing homelessness

Council homes

Our council tenancy audit programme continued with just under 10% of tenancies
audited during the year. As a result, we have provided 27 victims of domestic abuse with
support and given advice and support to 195 households on moving to more suitable
accommodation. The audits are also an important part of maintaining the condition of our
property, with 70% of homes visited having some property condition issue.

Condensation, damp and mould issues have been a priority. We received 608 reports of
damp and mould in the year - a significant increase - and a team has been put together
to inspect these properties and ensure any issues identified are resolved. We have a
dedicated Damp, Condensation and Mould Policy with clear timescales and we have
been trialling environmental sensors to assist with our property surveys.

Empty council homes (“voids”) took an average of 60.9 days to let. This is considerably
higher than our target of 28 days and we are going to be commencing a Void
Improvement project to look at the total end to end process, which will result in our void
times being improved over the coming months.

Private sector homes

We have received and investigated 312 complaints around private sector housing
safety, suitability, and management during 2023/24. 332 Houses in Multiple
Occupation, (HMOs), both licensable and non-licensable, have been brought up to
required safety and suitability standards. Some 212 HMOs were licensed with the council,
158 of these were licence renewals and 54 were new licensed properties that were added
to the licence register in 2023/24.

Preventing and tackling homelessness and rough sleeping

Performance against homelessness prevention and relief targets fell short of our target
418 cases against a target of 450. Our work to incentivise private landlords and lettings to
accept referrals of low-income households has had a positive impact as we successfully
met our target of 120 cases for homelessness prevention and relief into the private rented
sector. Our success in this area of work accounts for the overall improvement in
homelessness prevention and relief.

We identified 24 rough sleepers in the November 2023 annual street count, an increase
of one from the count the previous year. The increase reflects a national trend. Although
numbers dropped immediately following the opening of our winter provision at the start of
November, an influx of non-locally connected rough sleepers reversed this drop. With
government funding, we continue to put measures in place to help tackle the issue. More
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targeted support for people with multiple and complex needs through the Team Around
the Person approach is being extended to try and reduce evictions from supported
housing.

Our work to support the significant numbers of Ukrainian households accommodated by
Cambridge-based hosts with rehousing continues. Although demand has decreased this
year, we have given advice to more than 100 Ukrainian refugee households on their
housing options in and around Cambridge.

Increasing affordable housing delivery

We completed 248 new council homes during 2023/24 primarily through the Cambridge
Investment Partnership (CIP). This makes up the majority of all new affordable homes
completed in the city in the year.

Additionally, 21 existing properties were bought into council stock to serve Afghan and
Ukrainian refugees, part funded through the LAHF. We have started building work on a
further 84 new council homes, including 43 which will be let at 80% of market rents to help
people who are a low priority for social housing but for whom renting or buying on the
open market is a challenge.

Achieving a high standard of design and quality in new homes and communities
All council houses delivered through CIP are designed following our Sustainable
Housing Design Guide. 21 of the homes completed in 23/24 were Passivhaus certified.

All 84 homes which have started on site in the period received planning approval targeting
Passivhaus performance standards. All sites completed in the year provided Biodiversity
Net Gain (BNG) enhancement.

Four sites with planning applications dated 2020/2021 were subject to specific
measurement against the DEFRA Biodiversity Metric Calculation in accordance with new
requirements. Biodiversity Net Gain percentages varied across the sites and included a
mix of on and off-site provision.
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Priority 4: Modernising the council to lead a greener city that is fair
for all

Transforming the council so we can continue delivering our priorities and provide
guality services despite reduced funding and income

Our transformation programme, Our Cambridge, is a multi-year programme, with three
main strands: how we work with our communities and partners, how we are organised
internally, and how we deliver our services.

Across the year, major strategic changes to how we operate were launched, including our
target operating model (which sets how we want to work as part of a 21t century
council), our new values and behaviours, changes to City Services management
structures to support more effective service delivery to keep Cambridge safe clean and
accessible, and more.

This year has seen significant savings being achieved towards our three-year £6 million
savings target. This supports us to be able to protect services our residents value the
most. In 2023-24 we also carried out work on a new design for our website and the
process of changing our governance structures began.

We have kickstarted the process of digitisation and becoming a truly digital council, so
that those who want to access services virtually, are able to. Further changes were
introduced to how we run services across the whole council to truly reflect a purpose-led
approach to delivery for the residents we serve.

Supporting sustainable business development

Following the success of our Green Business Grant Fund last year, we launched our
Green Business Impact programme with South Cambridgeshire and Huntingdonshire
District Councils. This is a support programme to help businesses become more energy
efficient and reduce their carbon emissions by taking simple steps like switching to LED
lighting, improving insulation, reducing waste, or changing transport modes.

Local companies are being given access to expert support to help measure their current
environmental impact, understand which activities to prioritise to significantly reduce their
carbon footprint, and adopt eco-friendly, sustainable practices. Participation in the
programme is completely free and comes with an opportunity to apply for a £5,000
grant to invest in energy-efficient equipment.

We have also supported local and independent business owners through a new

partnership with Indie Cambridge and social enterprises and charities to start and grow
their organisations through grant funding to support Allia’s work in the city.
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Promoting vibrancy in the city centre

In January 2024, we announced plans to bring the Market Square project into a wider
Civic Quarter project. This is a once-in-a-century opportunity to make improvements to
the Market Square, the Guildhall (our historic headquarters), the Corn Exchange, and the
public areas in between, to secure the continuing success of the market and to make the
ageing buildings fit for the future.

In the meantime, to make best use of our buildings and generate revenues to fund public
services, we have let both the ground and top floors of the Guildhall to Allia as a
Future Business Centre, offering flexible and reasonably priced workspace for start-ups
and community enterprises. We have also commissioned two programmes to support
market traders in partnership with South Cambridgeshire District Council, offering grants
and advice to market traders and a youth enterprise programme to help young people who
want to become market traders to get started.

The visitor economy has been a key focus of our partnership work this year, leading to
a proposal by the Cambridge BID (Business Improvement District) to establish a new
Accommodation BID for Greater Cambridge funded by a visitor levy. We are also working
with the BID and our Visit Cambridge partners, King’s College and Curating Cambridge
on a Destination Management Plan which is due to complete in Autumn 2024. This will
provide a strategic vision and joint plan with wider stakeholders to manage and develop
Greater Cambridge as a destination with a focus on the needs of visitors, businesses and
residents and improving economic, social and environmental impacts.

Other important areas of work with the BID include community safety such as retaining
Cambridge’s Purple Flag status and offering free events to bring vibrancy to the city.
These include the organising and funding of the Cambridge Christmas lights and switch-
on event and support for our City Events’ Out of the Ordinary Street Arts Festival.

Driving down long-term inequalities

Our Abbey ward community wealth project — ‘Focus On Abbey’ — began this year and
has brought together people from the community, voluntary, charitable, public and private
sectors to support community-led projects aimed at empowering local people to improve
quality of life in the area. By working collaboratively, investment has been secured to
provide additional support to the residents of Abbey who have been unable to work due
to long term health conditions. This project sees us piloting an approach to empowering
local communities to help address local poverty and inequality issues, working
collaboratively with partners and stakeholders.

Other community-led projects being developed with partners include one for local
parents to help ensure their children get a fair chance in their education and future careers,
and another building a business model to support the work being done across the ward to
give people better access to healthy, affordable food that is sustainably produced.
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Linked to the Our Cambridge transformation programme and the community wealth
building approach, we have provided seed funding to establish an independent Social
Impact Investment Fund to help tackle systemic inequalities that lead to unacceptable
differences in life chances in our communities. The fund will bring together capital from
business, social finance, philanthropy, institutional investors and the public sector which
can be invested in long term projects helping those who are most disadvantaged. Major
milestones for the Fund were the appointment of an Executive Director and the
announcement at the Innovate Cambridge Summit of the plan for a Cambridge Pledge,
as a vehicle for successful entrepreneurs to invest in the fund.

Sharing in our city’s success

We launched a 24-month pilot aiming to support 35 refugees to secure employment. The
pilot aims to harness the skills and knowledge the individuals already hold by providing
the opportunities and resources to access employment. One-to-one casework is
combined with financial support, which comes from public donations. Individuals get an
online profile where they can share their story and raise funds for the items that are a
barrier to progressing their career, such as training courses and equipment.

A varied cultural offer

We continue to have a broad and accessible programme for city residents that offers a
vibrant cultural experience to all. This includes the Cambridge Corn Exchange and
Guildhalls programme, which held 307 shows/events in 2023-24 and the City Events
programme, which oversaw inclusive outdoor events such as Mayor’s Day Out, Music in
the Parks, and Fireworks Night, a key landmark in the city’s calendar with over 20,000
attendees on historic Midsummer Common. Additionally, in 2023, the City Events team
launched its new street arts festival entitled ‘Out of the Ordinary Festival’ to huge
success with a return this summer.

Cambridge Folk Festival, which continues its great legacy as one of the world’s longest-
running and most prestigious festivals, attracted approximately 13,000 people each day
for a four-day festival. It retained its Outstanding award for another year as A Greener
Festival, ensuring its green credentials are consistently being developed.

Our work on arts development and advocacy for the role of arts and culture, delivered
another successful sold-out Cambridge Arts Network conference. A wealth of experience,
insight, illuminating statistics, practical advice, and new approaches were shared by
experts through keynote addresses, breakout sessions, and panel discussions. Key
aspects of ‘placemaking’ were approached from a variety of angles. This vital event shares
knowledge and best practices within the industry and advocates for the role of arts and
culture in the life of the city
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Cambridge City Council Annual Report 2022/23

Ap.2

Corporate Plan KPIs 2022-27

Baseline 2021-22
figure

2022-23 figure

2023-24 figure

Priority 1 - Leading Cambridge’s response to the climate change and
biodiversity emergencies

Kilogrammes of residual waste
per household (black bin)

Number of air quality monitoring 0 0 0
points exceeding Nitrogen Dioxide
(NO>) legal limit
To be calculated in
Direct emissions (tCO2) from 5248 47722 f:&’::eea i?zcﬁ Iﬁ’rﬁnee
council assets and activities on September 26
418.44Kg 399.77Kg 405.25Kg

% recycling rate (blue bin)

Blue bin 21.94%
Blue and green
50.50%

Blue bin 22.80%
Blue and green 48.92%

Blue bin 21.65%
Blue and green 50%

% of all journeys undertaken by
bicycle, public transport and on
foot

145,114 Cars
9,731 Cycles
4,933 Pedestrians
1.935m P&R
2.075m Busway

2.472 P&R
2.946 Busway

3.331m P&R
2.582m Busway

electric or ultra-low.

Number of electric vehicles inthe | 12 12 14
council’s fleet
Number & % of ultra-low/electric | HCV: 57 Electric vehicles HCV
taxi hicl l d 40 Electric 28 Ultra Low emission 50 Electric
axi vehicles license 6 ULEV vehicles 13 ULEV
PHV: PHV
5 Electric 22% of all licensed 12 Electric
9 ULEV vehicles are either 19 ULEV

greatest need

Priority 2 - Tackling poverty & inequality and helping people in the

Basket of indicators in the Anti-
Poverty Strategy

CT supported cases
were 6,736 which
represents 11.4% of
domestic CT
households

CT supported cases
were 6,732 which
represents 11.2% of
domestic CT
households

CT supported cases
were 7,247 which
represents 11.9% of
domestic CT
households

1 Collected July 2022
2 Collected July 2023
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Corporate Plan KPIs 2022-27

Baseline 2021-22
figure

2022-23 figure

2023-24 figure

Number of rough sleepers found
on the bi-monthly and official
annual count (November)

Annual count held in
November 2021
showing 9 people

Annual count held in
November 2022
showing 23 people

Annual count held in
November 2023
showing 21 people.

Number of entries to Council

referral service PLUS completion
levels

leisure facilities by people holding 46,644 56,878 58,256
concession memberships

Number of refugees settled and 160 6843 381
supported

Number of new referrals by health _
professionals to 12-week exercise 142 051 366 with 74%

completion rates across
Start-up sites.

% of Council community grants
allocated to each of the priority
themes in the grants round.

Sport and Recreation:
3%

Arts and Culture: 12%
Community
Development: 24%
Employment Support:
12%

Legal and Financial
Support: 33%

Vol Sector capacity
Building: 8%
Reducing Poverty: 5%

Sport and Recreation:
4%

Arts and Culture: 16%
Community
Development: 20%
Employment Support:
8%

Legal and Financial
Support: 34%

Vol Sector capacity
Building: 12%
Reducing Poverty: 6%

Promoting Active
lifestyles: 3.5%

Arts and Culture: 14%
Community
Development: 21%
Employment Support:
6%

Legal and Financial
Support: 33%

Vol Sector capacity
Building: 11.5%
Reducing Poverty: 11%

Number of low-income
households whose homes have
been improved with home energy
interventions.

132

173

240

Number of people supported by
Home Improvement Agency and
percentage of those reporting that
it has helped them to live
independently.

Not collected.

1185 enquiries
completed, 265 DFG
funded adaptations, 33
other grants and 10
self-funded adaptations
- totalling £3.7m. 97%
of customers surveyed
said their health and
wellbeing had
improved.

1174 enquiries
completed,

285 DFG funded
adaptations, 38 other
grants and 14 self-
funded adaptations -
totalling £3.3m

100% satisfaction from
customers.

3 This higher figure is due to the Russian invasion of Ukraine, and subsequent launch of Homes 4 Ukraine and
Family Visa schemes. In addition, the Council also took on the role as a bridging authority for Afghan refugees.

Page 52




Corporate Plan KPIs 2022-27

Baseline 2021-22
figure

2022-23 figure

2023-24 figure

Priority 3 - Building a new generation of council and affordable homes
and reducing homelessness

Number of council housing starts.

24

66

84

Number of Affordable Housing
completions by category (council
& non-council)

New affordable homes
on strategic growth
sites (non-Council) 30
and within the
Council’s own
programme 70

New affordable homes
on strategic growth
sites (non-Council) 22
and within the Council’s
own programme 208

New affordable homes
on strategic growth
sites (non-Council) 118
and within the Council’s
own programme 248

All current tenant arrears at end of 3.12% 3.38% 3.45%
period (Housemark definition)
Number of households prevented 430 369 410
or relieved from homelessness

Not collected this year
% customer (tenant) satisfaction 67 67.35
with (our landlord services) for
their homes

Not collected this year
Number of tenant complaints 254 445
about damp and mould
% customer (tenant) satisfaction 90.25 90 94.1
with Estate Services
Energy and environmental 69.8 70.8 72.2
performance of our housing stock
(average RASAP score)

0 0 8.46%

% of new homes delivered at
Passivhaus level carbon reduction
or above

Average Net gain % biodiversity
on new Council housing sites

Not collected

60% bio-diversity net
gain achieved at the
Meadows Centre,
Phase 1. Colville Road
Phase 2 and Mill Road
Schemes completing in
the period have
focussed on
enhancement to
existing biodiversity.

8 sites completed
providing BNG at:
Borrowdale, 93%;
Ditton, 33% (with
hedgerow 305%); Fen
Road, 26.30% (with
hedgerow 31%). Other
sites showed
enhancement but not
been measured whilst
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Corporate Plan KPIs 2022-27

Baseline 2021-22
figure

2022-23 figure

2023-24 figure

L2 Orchard Park
showed a net loss of
33.49%.

all

Priority 4 — Modernising the Council to lead a greener city that is fair for

Number of private sector homes
that have been improved for
health and safety and energy
standards

153

249

332

Number of developments
implemented in line with (or
exceeding) adopted policy
requirements

4 out of 4 implemented in
line with (or exceeding)
adopted policy
requirements*

5 out of 5 implemented in
line with (or exceeding)
adopted policy
requirements

Next Monitoring Report
published in early 2025

% of streets achieving Grade A
cleanliness standard for litter

99.89%

99.90%

99.69%

No of volunteer hours contributed

Circa 5,000 hours

Circa 5,000 hours

Circa 5,000 hours

broadly compliant (FSA rating
system)

. . estimated estimated estimated
to maintaining streets & open
spaces
0 )
% of food businesses rated as 97 67% 97.06 % 97 19%

Investor in People (liP) status /
staff survey data

IIP Survey response rate
37%. IIP Status

Annual IIP Review
meeting held with external

Annual IIP Review

Meeting held with external
assessor November 2023.
Our IIP comes to an end in

council services and investments

retained. assessor November 2022. | November 24. After a

IIP status maintained number of years

achieving Sliver standard accreditation, the council

in 3 areas, our best has taken the decision not

performance. No staff go for reaccreditation in

survey carried out this November 24 once our

year. current accreditation

comes to and end.

Annual income generated by Circa £30,300k Circa £46,847k

4 We monitor and publish performance against the ‘40% affordable housing policy’ through the Authority
Monitoring Report (see para 3.24 ) and Table 18b in Appendix 2.
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https://www.greatercambridgeplanning.org/media/2709/amr_2022_final_final.pdf
https://www.greatercambridgeplanning.org/media/2709/amr_2022_final_final.pdf
https://www.greatercambridgeplanning.org/media/2708/amr_2022_app2_final.pdf

Corporate Plan KPIs 2022-27

Baseline 2021-22
figure

2022-23 figure

2023-24 figure

Circa £36,480k>

Public waste volumes collected
from city streets and open spaces

802.98 Tonnes

826.44 Tonnes

847.33 Tonne

Volume of herbicide used on 600 Litres 200 Litres 85 litres
managing city streets and open
spaces

£26.62 APSE no longer APSE no longer

Cost of grounds maintenance
service per hectare (APSE
benchmarking indicator)

providing this figure.

providing this figure.

5 The increase is £6,180k largely due to investment income where we have received better interest rates in 22-
23 £2.6m, folk festival income as we didn’t have one in 21-22 £1.4m, commercial rental income has also
increased in 22-23, £700k, Corn exchange income and market income £400k. The rest is split over many codes.
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Cambridge City Council’s Annual Customer Feedback Report - Introduction

Every year Cambridge City Council publishes an Annual Customer Feedback Report, which gives
an overview of the complaints and compliments the Council has received and how we have
dealt with them (though we do not publish names or other personal details of people who have
complained).

Cambridge City Council welcomes customer feedback, to help us to identify and address
problems for customers, and to improve our services. This report shows how we have
increased customer feedback about services and how we are responding to complaints.

Why we produce this report
e Tolearn from our mistakes so that we can improve our services.
e To encourage people who have cause to complain to make comments and
suggestions to help us make these improvements.
e To be transparent about the complaints we’ve received, how we’ve responded to
them and what we’ve done to try to put things right.
e To publicise and explain our complaints process.

Our Compilaints Procedure

What is a complaint?

A complaint can be wide-ranging, but can be defined as an expression of dissatisfaction with
the service provided, or lack of action by the Council, or its staff. This can include failure to
achieve specific standards of service.

It should be highlighted that issues brought to the Council for the first time, are dealt with as
a request for service and so are not processed as a formal complaint. However, service
requests can then escalate into a stage 1 complaint if the customer remains unsatisfied. This
may occur from delays in response or dissatisfaction with staff behaviour or policies.

Customers complain to the Council if they:
e Are unhappy about something we have or haven’t done.
e Are not satisfied with the way a member of staff has treated them.
e Are not happy with the way a councillor has treated them.

Cambridge City Council has a two stage complaints process:

Stage One: An issue raised by a complainant which is escalated beyond a service request for
the first time.

Stage Two: Internal review of a complaint where the complainant is unsatisfied with the
response to their initial complaint or the way in which the complaint has been handled, and
they wish for their complaint to be considered further.

The Local Government & Social Care Ombudsman (LGSCO) or Housing Ombudsman is the final
stage - the person affected must have gone through our internal complaints process before
going to the LGO or Housing Ombudsman for an independent review.

Cambridge City Council Annual Customer Feedback Report 2023-
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Complaints to Cambridge City Council in 2023-24: summary

Total number of complaints received

In 2023-24, the total number of complaints received was 953, which is an increase of 67 cases
(%) from the previous year’s total of 886. This works out as roughly 6.4 complaints per 10,000
residents. When put into context with the amount of service requests and contacts made to
the Council outlined later in this report, this accounts for less than 0.1% of contact received
resulting in a formal complaint.

Proportion resolved at stage 1 and stage 2
Of those 953 complaints, 90% were resolved successfully at the first stage without need for
escalation. This compares with 93% in 2021-22, and 91% in 2020-21.

98 complaints were escalated to stage two, which is 22 more than the 76 in the previous year.
See Fig 1.

Proportion resolved within the target timescale

Across all complaints submitted, 72% were resolved within the target time of ten working days.
This represents a decrease on recent years, where 77% were responded to within time in 2022-
23, and 82% in 2021-22. Reasons for this are outlined in individual service comments later in
this report.

Fig 1. Total Complaints received, by resolution stage
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Overview of complaint trends
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264 (28%) of all complaints received by the Council were for the Housing Assets and
Maintenance service, with the majority relating to Responsive Repairs (184). This is a slight
decrease from 288 complaints overall in the previous year, but an increase of five for
Responsive Repairs areas. The main contributor to this was an increase in complaints relating
to damp, condensation and mould.

In previous years, complaints for Waste Services have been the highest volume, however this
year complaints for Waste Services only increased by two. This is notable as the service
implemented a considerable change to the collection routes in the second half of the year.

Planned Works and Compliance complaints saw a reduction of 35 complaints. Commercial
Services and Cultural Services also saw small reductions in complaints compared to the
previous year. As complaints for Cultural Services were no longer being counted as part of
Community Services, the number of services for Community Services dropped considerably.
The only other service to see a significant increase in cases received was City Homes. More
detail relating to this increase can be found on page 33.

A comparison of complaints by higher volume services can be seen below.

Waste

Planning

Housing Repairs (Planned & Compliance)
Housing Repairs (Responsive)
Cultural Services

Housing Development Agency
Housing (Housing Advice)
Housing (City Homes)

Streets & Open Spaces
Commercial Services

Local Taxation

Customer Services

"'rw‘IWI

Environmental Health

0 50 100 150 200 250
2023-24 ®W2022-23 m2021-22
Service 2021/22 2022/23 2023/24
Environmental Health 11 12 17
Customer Services 25 22 24
Local Taxation 33 35 39
Commercial Services 84 42 37
Streets & Open Spaces 91 86 97
Housing (City Homes) 71 56 85
Housing (Housing Advice) 43 44 44
Housing Development Agency 4 6 18
Cultural Services 51 67 58
Housing Repairs (Responsive) 167 179 184
Housing Repairs (Planned & Compliance) 45 109 74
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Planning 79 23 19

Waste 207 164 166

Local Government & Social Care Ombudsman (LGSCO) and Housing Ombudsman
11 complaints were made to the Local Government Ombudsman. Of these, one case was
progressed to be investigated by the LGO, and was subsequently upheld. The other ten cases
were closed following initial enquiries.

This information has been compiled from the LGSCO decisions database and added to this
report prior to receipt of the annual letter from the Ombudsman. Once the annual letter has
been received in mid-July, this section is subject to change. (See pages 41-44 of this report for
more detail). At time of writing there are no decision summaries listed on the Housing
Ombudsman website.

Reporting, monitoring and driving service improvement

The City Council’s managers work hard to understand the reasons for the complaints, and
where a consistent theme or issue has been established, have taken action to prevent the poor
service that triggered those complaints from being repeated. We continue to work hard to
deliver high quality services to all residents and customers and welcome all feedback on our
services and suggestions for improvement.

The Lead Complaints Officer has continued to review data on a monthly and quarterly basis to
establish themes and trends. This data is reported on a quarterly basis to Directors and Heads
of Service to prompt reflection on what services need to do to improve, change or prevent a
reoccurrence. Particular attention is focused on responding appropriately to complaints first
time and reducing complaints being escalated to the higher stages. This reporting has led to
some constructive discussions with Senior Management, and as a result we have been able to
take feedback and apply it across many areas of the complaints process.

Persistent and Unreasonably Persistent Complainants

Whilst Officers have been reminded of the Persistent and Unreasonably Persistent
Complainants policy, it has not been necessary to impose restrictions on any customer and
their contact with the Council in 2023-24. Some customers did have their contact with the
Council restricted, but this was due to their behaviour when contacting us, rather than a
persistent complaint.

Reporting on complaints about Council Policy

Where a complainant raises a complaint about a Council Policy, this will still be responded to
under the complaints policy. If the complainant wishes to give general feedback or have a
policy explained further, the Council would respond to this as an enquiry for service, and
provide an explanation or rationale behind the policy.

Should the complainant be dissatisfied with how the Council reached the decision on the
policy, or feel that an injustice has been caused by a policy, this would be investigated as a
complaint. These complaints will then be considered when reviewing policies in future.
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LGSCO Complaint Handling Code

Our complaints handling guidance is based upon the code laid out by the Local Government
and Social Care Ombudsman. In November 2022 the LGSCO announced that they would be
publishing a joint handling code alongside the Housing Ombudsman. This code was published
in November 2023, and the guidance within it became mandatory in casework from April 1
2024.

We self asses our process and policy annually against the latest guidance from both the
Housing Ombudsman and the Local Government and Social Care Ombudsman, so we already
complied with the vast majority of the new joint code of practice. However some changes were
required to our process.The changes implemented are detailed below.

e Ourold process allowed for a time extension of unspecified length to be added to any
case as long as it had been agreed with the complainant. We are now only able to add
a single time extension of ten further working days to a case. This has prompted a
change from our services where follow on works are booked as a resolution. Previously
cases were kept open and extended until the works were complete. We now consider
the point of resolution being when the works are booked, rather than when they are
complete. Any complications to these works can then be considered grounds for
escalation to stage 2, or reopening a case for further resolution at stage 1.

e The introduction of a feedback survey being sent with each complaint. Following the
success of the customer feedback forms, the Business & Development Team in
Customer Services are currently working on adapting one of the customer satisfaction
forms to capture information about the complaints process. A link to this form will be
included on each response sent from the complaints management system.

e A further minor change to the process was needing to report on whether a complaint
was upheld, or not upheld when resolving it in the system. This feature was already
being considered, and was added to the system prior to the guidance coming out.

Senior Management Restructure

Following the restructure of the Senior Management Team, a review of the Council’s
complaints policy and internal guidance related to complaint handling was undertaken. Under
the revised policy stage 2 cases will now be handled by a member of the Corporate
Management Team. This left some gaps at stage 1 and has required further training of new
case owners at both stage 1 and stage 2 of the process.
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How complaints were received

Year Email Web Telephone Face to Face Letter
2023-24 7% 86% 5% <1% 1%
2022-23 8% 84% 6% <1% 1%
2021-22 10% 82% 6% <1% 1-2%

The majority of complaints were received via a digital channel, predominantly via customers
submitting their complaints themselves. 86% of complaints were logged by members of the
public using the web form to report directly into the Council’s Complaints Tracker, which is a
further increase from 84% last year.

The face-to-face customer service staff have continued to assist customers to self-serve using
digital options. Four complaints were submitted using this contact method, which is the same
number as last year.

Compliments

In 2023-24 the Council received 85 compliments across all services via Complaints Tracker,
which is a minor increase of three (4%) compared to 2022-23.

However some frontline services found that compliments were received directly to operatives
or officers from residents. These have been mentioned in the service-by-service summaries
where available.

Housing Maintenance & Assets, Streets & Open Spaces, Housing Services and Waste Services
received the highest number of compliments, with the majority relating to helpful staff
members.

Officers are encouraged during training to formally record compliments as well as complaints,
as managers had mentioned more than once that the number of compliments formally
recorded was lower than expected. This is evidenced by only four compliments being formally
registered on the case monitoring system, however a larger amount are being received directly
by Customer Services staff anecdotally following calls or appointments, and also via the newly
implemented customer satisfaction system.
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Customer Satisfaction Feedback System

Following the non-renewal of our third party customer satisfaction system, the Business &
Development team within Customer Services completed a piece of work to design our own in-
house feedback system across all channels. The system was implemented in Q3 2023-24 and
offers a questionnaire to gather customer feedback regarding the customer service delivered
by the advisor that assisted the customer with their enquiry, and also several questions relating

to digital options within the Customer Service Centre..

Telephone | October [ November [ December | January February March Total Percentage
Very 83 70 59 83 203 252 750 80%
Satisfied
Somewhat 2 4 5 4 0 0 15 2%
Satisfied
Somewhat 9 2 1 5 0 0 17 2%
Dissatisfied
Very 9 8 7 4 69 47 144 16%
dissatisfied

Email October | November | December | January February March Total Percentage
Very 2 0 0 1 5 4 12 71%
Satisfied
Somewhat 0 0 0 0 0 0 0 0%
Satisfied
Somewhat 0 1 0 0 0 0 1 6%
Dissatisfied
Very 3 0 1 0 0 0 4 24%
dissatisfied

Face to October | November | December | January February March Total Percentage

Face
Very 0 2 1 0 0 0 3 100%
Satisfied
Somewhat 0 0 0 0 0 0 0 0%
Satisfied
Somewhat 0 0 0 0 0 0 0 0%
Dissatisfied
Very 0 0 0 0 0 0 0 0%
dissatisfied
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Clarissa Norman, Customer Services Operations Manager:

Between October — March we received 946 customer satisfaction surveys relating to the
contact centre — 82% of customers were very satisfied with the service they had received from
the advisor.

Managers in Customer Services look into the reports where customers are dissatisfied (16%)
with the service they received. Our findings are that the majority of customers use this
outcome to represent their feelings with the outcome of the call not how the advisor
supported them. Our investigations have found this outcome is selected where we have not
been able to give updates to their original service request. Customers also feedback on the
service they received once calls are transferred to back office teams, where we do not know
the content of the conversation.

The feedback we are receiving is allowing us to better identify knowledge gaps/training needs
for the team and will allow us to provide evidence based analysis to services about the
effectiveness of their digital options.

Nearly 50% of customers say that they are aware of the digital options available to them, but
are still calling the Council to speak to an advisor. Nearly 20% of customers were unable to find
our digital options and a third of customers are not aware of them.

For our face to face service, as the customer feedback we have gathered is not statistically
significant we need to gather more data to understand who is using our services. To do this a
proactive survey asked by advisors has been introduced to gather qualitative and quantative
data on who is using Mandela House reception, how often they visit and why. This data will
allow us to review our service provision, link up better with other teams and ensure all
customers who have complex needs are supported effectively as possible.
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Service-by-Service Complaint Trends and Management Response

Each council department reviews the complaints and compliments it receives on a quarterly
basis. This enables services to identify if there are any trends in the types of complaint being
made or the services that complaints are being made about. As a result, changes can be made
to services and how they are provided.

The next section of this report details comments from Services on actions they have taken to
prevent, improve or change as a result of the feedback received in previous years. The total
figure in the first column is the sum of Stage 1 and 2 complaints.

Complaints by sub-service are identified in the pie chart, this is how a service is broken down
into the individual service request areas within. The bar graph displays resolution themes, or
where these themes are too diffused and a trend cannot be identified, the bars will display
root causes.

A resolution theme is the service specific content of the complaint (missed bin for example),
whereas a root cause is a reason for the complaint which is generic across all services (service
delivery failure).
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Greater Cambridge Shared Waste Service

. Stage 1 Stage 2 Complaints in .
Waste Total Complaints e Ellis Complaints o Compliments
2022-23 166 159 7 93%
2021-22 164 153 11 60%
2020-21 207 197 10 76% 16

Greater Cambridge Shared Waste: Cases by sub-service
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Greater Cambridge Shared Waste: Service Comments

Bode Esan, Head of Greater Cambridge Shared Waste Service:

The Shared Waste Service undertakes in the region of 778,500 collections per month,
collecting an average of 3 bins per household per fortnight, of which approximately 443,700
(57% of total) bin collections per month are within City. The service has maintained the
number of successful collections at 99.75%

During 2023-2024, Shared Waste Services saw the addition of 2160 properties, each with an
average of 3 bins per household, resulting in approximately 6500 extra bins compared to the
previous year.

In 2023-24 the service recorded 11,147 in the city that were not collected on schedule for
various reasons of which 6,182, 55% of these were outside the control of the service such as
blocked roads, vehicle breakdowns or bad weather.

In September of last year, approximately 80% of households in both Cambridge City and
South Cambridgeshire experienced a change in their collection day.

The total number of city complaints for the Shared Waste service stands at 139, similar to the
135 complaints received in 2022-23. Notably, 97% of these complaints received responses
within the corporate target timeframe of 10 days for stage 1 and 20 days for stage 2
complaints.

The most common complaints reported, accounting for 58%, were for repeated missed bins.
These incidents often involved collection point issues where bins were placed at a location
known only to the crew and assisted collections which were based on a verbal agreement
between the resident and the crew.

The number of complaints around repeated missed bins has significantly decreased. Figures
from the fourth quarter of 2022-23 indicate a 50% decrease in reports compared to the
fourth quarter of 2023-24. This improvement is attributed to enhanced reporting for repeat
missed collections and thorough investigations into properties experiencing these issues
before residents’ lodge complaints.

The number of missed bins complaints this year was reduced at 16% and less than 50% of
these were upheld. Most of these reports were due to disputes over crew notifications,
where the resident disagreed with the notes regarding contamination or bins not being out
for collection.

Several complaints regarding missed and repeated missed bins have surfaced following the
round changes implemented last September and are due to discrepancies between our
operational system and the actual number of bins or collection locations at some properties.
Since the changes were implemented, adjustments to the operating system have enhanced
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efficiency. For example, residents using sacks were reassigned to rounds that align with their
neighbours who use containers, ensuring properties are integrated into appropriate rounds.
Additionally, updating the system to accurately reflect the number of bins has enhanced
overall accuracy and efficiency.

There were some complaints raised regarding the policy, including the collection start time
and the frequency of collections being fortnightly instead of weekly.

The Shared Waste service consistently collects data on collections and conducts monthly
reviews of missed collection reports. This approach helps identify trends and recurring
instances, enabling us to address issues promptly and maintain high collection rates.
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Housing Maintenance & Assets: Responsive Repairs

Total Stage 1 Stage 2 Complaints .
Waste Complaints Complaints | Complaints | in Target SIS
2023-24 184 164 20 46%
2022-23 179 155 24 78%
2021-22 167 145 12 87%

Housing Maintenance — Responsive Repairs: Cases by sub-service
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Housing Assets & Maintenance - Service Comments

Laura Herrera-Martin, Service Improvement Project Officer:

In the realm of Housing Maintenance, the past year presented both challenges and
opportunities. We observed an increase in total complaints, reaching 184, with 164
categorised as Stage 1 and 20 escalating to Stage 2. However, the percentage of complaints
resolved within target timescales dropped to 46%, signalling a need for closer examination of
our processes and resource allocation.

The core challenges faced by the Housing Maintenance team revolve around resource
scarcity and the management of rising cases of damp, mould, and condensation, alongside
addressing tenant concerns regarding disrepair cases. Balancing these priorities required a
delicate juggling act to allocate resources effectively while maintaining a high standard of
service delivery to our residents.

The surge in these issues posed additional hurdles, necessitating a focused effort to identify
root causes and implement targeted solutions to safeguard resident well-being and property
maintenance.

To tackle these challenges, we've introduced several initiatives. We've backfilled the Housing
Maintenance Improvement Officer role which overseen the management of disrepair cases,
streamlining processes for timely resolution of tenant issues. Furthermore, the complexity of
cases and heightened tenant expectations for updates have underscored the need for
improved communication channels. Meetings dedicated to addressing complaints have
played a vital role in fostering transparency and accountability within the team. However, the
multifaceted nature of cases emphasises the importance of adapting strategies to meet
evolving tenant needs.

Additionally, a recent change in the handling of Stage 1 complaints involves direct passage of
cases to service providers, aiming to expedite resolution and enhance efficiency in addressing
tenant concerns.

Looking ahead, it's crucial to prioritise resource allocation and streamline processes to
enhance efficiency and tenant satisfaction. By fostering proactive maintenance and
transparent communication, we aim to navigate the challenges posed by housing
maintenance while delivering quality service to our residents.
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Housing Maintenance & Assets: Planned Works & Compliance

Total Stage 1 Stage 2 Complaints .
gt Complaints Complaints | Complaints in Target A
2023-24 74 66 8 64% 2
2022-23 109 99 10 82% 2
2021-22 45 43 2 89% 3
Planned Works & Compliance: Cases by sub-service
B Gas Heating \
B pPlanned Works
B Street Lights
Planned Works & Compliance: Resolution Themes
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Planned Works & Compliance - Service Comments

Will Barfield, Asset Manager:

The Asset Management Team in City Services Group are responsible for planned building
maintenance and investment in the Council’s housing stock, operational, and commercial
buildings.

We carry out an annual programme of planned work across the Council’s 7,500 homes, 1,200
leases, operational buildings, car parks and commercial properties. During the year
2023/2024 we completed over 3000 planned maintenance jobs, 1700 planned maintenance
service inspections and a over 1000 surveys and inspections to help us plan works and record
the condition of property.

In 2023/2024 the total number of complaints we received fell to 74, and this represents just
1.5 % of jobs completed.

Complaints about street light failures have fallen because of a street light replacement
programme — old assets have been replaced with new light columns with new LED lanterns —
which should ensure streetlights on housing estates are far more reliable in future.

Around 10% of the complaints relate to fencing work where customers are unhappy about
the time taken to replace garden fencing. We have a fencing policy and a fencing programme
of works but there is a high demand for fencing which can result in complaints being made.

Many of our complaints are about things done by external contractors who are carrying our
work for the Council —for example failing to keep people informed, or carrying out poor
quality work, or not finishing it. We collect customer satisfaction feedback from tenants who
have received planned maintenance work, and this shows a consistent high level of customer
satisfaction with planned maintenance.

Where there are complaints about planned works carried out by contractors, we follow this
up at contract meetings and expect the contract to help resolve the situation, to ensure we
minimise repeat complaints in future.
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Environmental Services — Streets & Open Spaces

Streets & Open Total Stage 1 Stage 2 Complaints Compliments
Spaces Complaints Complaints | Complaints | in Target P
2023-24 97 88 9 78% 21
2022-23 86 80 6 85% 16
2021-22 91 85 6 85% 16
Streets & Open Spaces: Cases by sub-service
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Streets & Open Spaces - Service Comments

Alistair Wilson, Strategic Delivery Manager:

Our Streets and Open Spaces (S&OS) service employs c130 staff and is responsible for
managing the city’s streets and parks and open spaces (c300 hectares), including public tree
stock (c33,000), play areas (c107); public toilets (13), allotment sites (26) and 7 day per week
market and street trading pitches; and providing daily cleansing, grounds maintenance and
street enforcement services.

Over the past year, we have continued to see a significant increase in community use and
enjoyment of our fantastic parks and green spaces for informal leisure and recreation. On the
negative side, our Street Cleansing service has had to deal with high volumes of seasonal
littering, especially from summer evening and night-time use of the main city parks, such as
Jesus Green; and also year-round high volumes of predominantly domestic fly tipping across
the city. Both of these issues are not exclusive to Cambridge and continue to impact towns
and cities across the United Kingdom.

Despite the scale of operation and associated customer contact, as outlined above, the S&0S
service received a total of 95 complaints in 2023-24, which is a very slight increase to the
previous year’s figure of 86. Of the 95 cases received, the service areas with the joint
highest number of cases were: Street Cleansing: 10 (2022/23 — 26), where there is no notable
pattern to these other than most (8 ) were received during the summer period when people
are most active outside.

The other highest area being Events on Parks: 10 (2022/23 — 16) where four complaints
related to Midsummer Common and noise. For 2024, the licence conditions relating to the
hire of the Common now included a required to consider and supply a Noise Management
Plan.

Six cases were received for Street Litter relating to overflowing or bins not emptied. We are
investigating a new method of working in 24/25 to address litter bin scheduling and
emptying.

Nine cases relating to Public Toilets which relate predominately to cleaning and
maintenance. Where a complaint has been received the cleaning is inspected and
monitored.

Eight cases were received relating to Driving of Staff. All reports are investigated, and
management responses are conducted where further action is warranted and justified.
Tree Maintenance also received eight complaints, with three related to tree planting
positions, which were reviewed, the remainder relate to storm damage or tree pruning.

Public Realm Enforcement received seven and relate to complaints on items where the
Council has taken enforcement action. They do not relate to the process or actions rather
the intent.
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Of the six complaints for the Market three of the complaints relate to one
complainant. There is no other notable pattern.

Five complaints were received relating to Grass Cutting. All of which related to May and
whilst cutting during No Mow May. There is no plan to adapt our cutting regime as the cuts
related to health and safety or function use of spaces.

The 26 remaining complaints are a mix of accident reports, grazing of animals, protected tree
applications, unauthorised encampments and maintenance requests.
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Environmental Services — Environmental Health

Environmental Total Stage 1 Stage 2 Complaints Compliments
Health Complaints Complaints | Complaints in Target P
2023-24 17 16 1 82%
2022-23 12 12 0 92%
2021-22 11 10 1 73%

Environmental Health: Cases by sub-service & Root Causes
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Environmental Health - Service Comments

Yvonne O’Donnell, Environmental Health Manager:

Environmental Health (EH) service employs c44 staff and is responsible for taxi and premises
licensing, food safety, health and safety and infectious disease control. The service also
provides technical input to Planning on all aspects of EH, including air quality, noise and
contamination. It also provides services to improve the private rented sector through
education, enforcement, licensing of houses in multiple occupation and bringing empty
homes back into use and energy efficiency. It also provides a pest control service.

Over the course of 2023/24, the EH has delivered the following services:
575 Private Sector Housing Inspections

21 Empty Homes brought back into use

876 Food Safety Inspections

54 Licensing Inspections

819 Pest Control cases

1119 Planning consultations

1979 Licensing Applications processed

2031 Service Requests, including housing, food safety, health and safety, licensing, taxis,
noise nuisance

Despite the scale of operation and associated customer contact, as outlined above, the EH
service received a total of just 17 complaints in 2023/24, which is a slight increase from the
previous year’s figure of 12. Of the 17 cases received, the service areas with the three highest
numbers of cases were respectively: Pest Control (4); Licensing (3) and Noise (3). These
figures are not considered significant and an analysis of each of the associated cases shows
there was no particular complaint type or underlying causal theme.
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Greater Cambridge Shared Planning Service

Total Stage 1 Stage 2 Complaints .
Waste Complaints Complaints | Complaints | in Target SIS
2023-24 22 17 5 68% 1
2022-23 23 21 2 76% -
2021-22 79 65 14 56% 2
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Greater Cambridge Shared Planning Service - Service Comments

Heather Jones, Deputy Director of GCSP and Building Control:

The team continue to improve the handling of complaints, and there is a real time reduction
again from 21 total stage 1 complaints in 2022/2023 to 17 total stage 1 complaints in
2023/2024 albeit a slight increase in the number of stage 1 complaints that have escalated to
stage 2 (from 2 to 5). Complaints responded to in target timescales has fallen slightly from
76% to 68% however this is an area the team will target to improve through the setting of an

internal response performance indicator of 90%.

Improved complaints performance form part of the Quality Management System the team
adopted in July 2023 for DM and Compliance, the first ever shared planning service to

achieve the ISO9001:2015 standard, which is externally accredited.

In 2023/2024 the team continued to focus on reducing response times in validation and
decisions, resulting in a sustained improvement in performance. The aim is for the team to

reach second quartile in the overall performance rating for the Country.

Again, the majority of the complaint cases have remained consistent with previous years,

with most related to planning applications and planning enforcement. There is however a
change in the resolution themes, where previously the majority related to a delayed or no
response, over the last year the majority are related to “consultations.” This is an external
factor outside of the control of the planning service. Otherwise, the next highest theme is
“no evidence of any trend” and although “delays” still appear as a theme, these are in the

minority. This again illustrates an improvement across the service in responsiveness.

The team is again focusing on continuous improvements across the service, with a dedicated
group prioritising how this can be achieved, along with the aspiration of including all
functions within GCSP in the ISO9001:2015 Quality Management System by the end of 2024.
Performance is now managed via a live dashboard which is accessible by every team
member. This ensures accountability is at the right level and promotes collaboration across

the service in improvements. The next area of focus is digital and Al.
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Customer Services

Customer Total Stage 1 Stage 2 Complaints Combpliments
Services Complaints Complaints | Complaints in Target P
2023-24 24 22 2 100% 2
2022-23 22 22 - 100% 11
2021-22 25 25 - 100% 10

Customer Services - Service comments

Clarissa Norman, Customer Services Operations Manager:

In 2023-2024 Customer services handled in excess of 230,000 contacts via telephone, email
and face to face and received 24 complaints, an increase of 2 from 2022-2023. Complaints
continue to be very low in relation to the amount of contacts received, 0.01%.

During 2023-2024 the Customer Service team supported The Greater Waste Partnership with
their route optimisation changes in September and contributed to the achievement of the
highest collection rates for the council for Council Tax through Advisors supporting customers
with account and finance queries.

In October 2023 the team launched a customer satisfaction survey to replace govmetric. The
survey is attached to email footers, is available on a tablet in reception and is also texted to all
customers who speak to an advisor. The response has been positive, an average of 100
responses have been received each month and 82% of customers have fed back that they are
satisfied with the service they received.

Many compliments for the team were received via the customer satisfaction survey but not
recorded in the figures above. In the coming year we will be working on a process which allows
these to easily be recorded and reportable.

For the third year running 100% of complaints received in Customer Services were responded
to within target. 30% (7) of complaints received in 2023 — 2024 were attributed to advice
given/staff conduct, a small reduction from 2022 — 2023 (32%). Staff training was a theme
identified within these complaints. The team have a rolling plan to ensure staff knowledge is
up to date, however the learning from these complaints has been incorporated into our plans.

The next highest area customers were dissatisfied about was long wait times 13% (3
complaints). These complaints were received at times of peak demand, annual billing and
council tax enforcement runs, when demand will unfortunately, always outweigh staffing
levels. There are no evident trends over the remaining complaints received.
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Commercial Services

Commercial Total Stage 1 Stage 2 Complaints Compliments
Services Complaints | Complaints | Complaints | in Target P
2023-24 37 26 11 78%

2022-23 42 37 5 95%
2021-22 84 75 9 94%

Commercial Services: Cases by sub-service
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Commercial Services - Service Comments

Sean Cleary, Strategic Delivery Manager:

Overall, the service experienced a lower number of Stage 1 complaints this year (26 against
37), a 30% reduction compared to last year and very low in relation to the number of visitors.
l.e. Parking had circa 1.9 million visitors last year.

The Bereavement Service received three complaints this year, an anomaly compared to
previous years. A detailed review revealed no single root cause. On going actions include
ensuring all customer interactions are fully recorded and reminding funeral directors of the
service payment policies.

The increase in Stage 2 complaints is primarily related to parking issues, especially lost
tickets. The rise in parking fees and the penalty for lost tickets are significant factors. Actions
taken to address this include improved visibility of lost ticket information on exits lanes, price
boards and entry machines.

Complaints related to parking equipment have decreased due to enhanced cleaning and
maintenance regimes and robust processes reducing machine downtime. Continued focus on
equipment maintenance is necessary to maintain this improvement.

The decline in complaints resolved within target time, from 95% to 78%, suggests issues in
the services resolution processes and complexity of cases which have taken time to resolve.
Reviewing the current processes and identifying any bottlenecks is key to improvement.

The Commercial Services complaints data for 2023-24 highlights a significant reduction in
overall complaints but an increase in Stage 2 complaints, particularly related to parking
issues. While there have been improvements in equipment maintenance and some aspects
of customer service, the decline in the percentage of complaints resolved within target time
needs focus and action where required.
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Local Taxation

Council Tax Total Stage 1 Stage 2 Complaints Compliments
Complaints Complaints | Complaints in Target P
2023-24 39 39 - 100% 2
2022-23 35 34 1 100% 4
2021-22 33 32 1 100% 17

Local Taxation: Cases by Sub-Service
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Local Taxation — Service Comments

Kevin Jay, Local Taxation Manager:

During 2023/24, the Revenues and Benefits teams sent over 220,000 documents, including
approximately 180,000 documents including council tax and business rates bills, reminders,
final notices and summons and correspondence relating to customers moving in and out of
properties and the administration of various discounts and exemptions.

Overall, the numbers of complaints received remains extremely low, numbers received
during 2023/24 have increased marginally.

Although focussed on providing excellent customer service the sheer volume of interactions
and multiple transactions with over 60,000 customers will inevitably result in customer
complaints. However, the number of complaints remains consistently low which is testament
to the quality and accuracy of the work being carried out by the team. In most cases, issues
raised are dealt with quickly before a customer needs to resort to raising a formal complaint,
those that are raised through the formal complaint channel rarely escalate to stage 2.

The recovery and enforcement of unpaid Council Tax and Business Rates can generate
complaints; however, numbers are very low and are handled sensitively to secure amicable
outcomes whilst understanding the requirement to collect charges that are due.

Complaint trends are not immediately apparent, some are linked to enforcement procedures
where activities are primarily driven by a statutory process or relate to decisions connected
to Council policy or Council Tax regulations. Previously there had been a few complaints
relating to processing delays, these have been virtually eliminated following the introduction
of processes which suppress recovery on cases where work is outstanding.

Some complaints are received from customers who were unhappy about receiving reminders
and summonses for non-payment of council tax. Previously complaints have included issues
around the wording of some enforcement documents, where possible we have reworded
some documents and have worked with those customers to find amicable solutions. To help
reduce the impact further we have introduced text messaging to provide soft payment
prompts prior to the issue of formal reminder notices.

Supporting citizens during the current financial crisis remains a priority for the team,
balancing the need to ensure that bills are paid promptly whilst understanding the needs of
the most vulnerable and providing support, help and advice.

The team remain responsive to complaints with 100% responded to within target again this
year.
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Cultural Services

Total Stage 1 Stage 2 Complaints .
LR Complaints Complaints | Complaints in Target SenElte
2023-24 58 51 7 36%
2022-23 67 62 5 49%
2021-22 51 50 1 88%

Cultural Services: Cases by sub-service
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Cultural Services - Service comments

Trend information by Tony Stead, Customer Services Business Development
Manager.

Service information by Thomas Thurbon, Venues Manager:

As with last year, the majority of complaints within Cultural Services related to issues during
shows at the Corn Exchange. Some customers continue to ask for a ticket refund if they are
unhappy with the show content or an issue encountered at a show. The content of shows is
usually the artist’s decision on the night and advance programme information comes from
the promoter who hired the hall, however we will look to include this point within our hire
contracts.

Issues during shows are usually resolved on the night by the staff running the event when
they are brought to our attention, however where they are reported afterwards we have in
some instances offered tickets to a future show as an apology.

From previous years we found that some customers found the seating old and
uncomfortable and have expressed this within their complaints. Following a procurement
exercise this year we have awarded the installation of new seats to a supplier, and they are
due to be installed in January 2025.

This year we also installed a new accessible lift which now takes a bigger load allowing larger
wheelchairs/mobility scooter acess to the boxes.

Following a review including feedback from complaints in 2022-23 we reduced our overall
capacity from 1195 to 1083 in our standing area which should make audiences more
comfortable when attending events.
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Housing Services (City Homes)

Housing Services Total Stage 1 Stage 2 Complaints Combpliments
& Complaints Complaints | Complaints in Target P
2023-24 85 74 11 89% 3
2022-23 56 49 93% 13
2021-22 71 65 87% 28
Housing Services (City Homes): Cases by Sub-Service
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Housing Services (City Homes) — Service Comments

Anna Hill, Housing Services Manager:

The top two complaint themes for City Homes during 2023 and 2024 were as follows:

Neighbour Dispute
Failure to Manage Expectations

Performance issues were identified within the team in relation to a failure to manage
expectations throughout this time period and were addressed with those individuals. These
individuals are no longer working within the team and a robust training plan is in place to
ensure that new starters communicate clearly, transparently and do not make promises to our
customers that cannot be delivered.

Whilst the performance issues identified account for some of the complaints, it is accepted
that there is further work to be done to share information with customers proactively. An
action to improve this is outlined in the recommendations below.

The number of complaints has increased, but this is in part due to work that has been done
with the team to ensure that they are logging complaints that are received outside of
CaseTracker. The increase is also linked to the performance issues that were identified within
the team. There is also a growing awareness by the public about how to raise a formal
complaint.

The slight reduction in complaints being responded to within target timescales is due to new
members of staff getting used to the CaseTracker system. Further training was provided, and
clear expectations given around response times and this has been rectified. In addition, the
Housing Services Manager (City Homes) and Tenancy Operations Manager have overview of
all City Homes complaints to ensure response times are met.

Some of the key recommendations for improvement are:

e for City Homes and the Resident Involvement team to continue to work together to
deliver the message around how to report neighbour disputes

e for City Homes and the Policy & Performance Unit to collaborate to publicise policies
and procedures

e an article will be added to the summer addition of Open Door outlining what work City
Homes carries out, the things the team can help with and details of other services

e to continue to outline the importance of following up with tenants to our staff
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Housing Needs & Options Services

Housing Services Total Stage 1 Stage 2 Complaints Combpliments
& Complaints Complaints | Complaints in Target P
2023-24 44 40 4 87% 8
2022-23 44 40 4 84% 1
2021-22 43 34 9 86% 9

Housing Needs & Options Services: Cases by Sub-Service
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Housing Needs & Options Services — Service Comments

Simon Hunt, Housing Services Manager:
Key themes to note were:

The number of complaints received for the year was identical to last year — 44 in total —
despite an increase in the overall number of contacts with the service. Furthermore, the
number of recorded compliments received about the service increased from just 1 last year
to 9 this year.

87% of complaints during the year were responded to within target. This was an
improvement from 84% last year.

Complaints for the year were split fairly evenly between Home-Link (16 cases), homelessness
applications (13 cases) and housing advice (10 cases), with a further 5 cases relating to
temporary accommodation.

In terms of specific service areas, complaints about Home-Link were almost identical to last
year — 16 compared to 17. These complaints can be largely broken down into processing
issues and banding queries, with a small proportion relating to staff conduct. Complaint
investigations revealed than in almost all cases Home-Link applications had been banded in
line with the lettings policy and perhaps some of these cases could have been manged under
the banding review process, rather than through the complaints channel. It is difficult to
identify any particular themes with processing related complaints, but errors, where
identified, have been raised with relevant staff. Whilst application processing times have
increased slightly on last year, this does not appear to have been reflected in an increase in
complaints for this reason.

Five complaints relate to the provision of temporary housing. It has not been possible to
identify a pattern across these 5 complaints as they were all made for different reasons.
However, although the number of complaints has increased slightly in this area, the highest
number of compliments received also relate to temporary housing.

The number of complaints about housing advice and homelessness was, again, very similar to
the number for last year - 23 compared to 24.

Again, it is difficult to identify themes in relation to complaints about this area of work.
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Housing Development Agency

Total Stage 1 Stage2 | Complaints ,

HDA Complaints Complaints | Complaints | in Target Compliments
2023-24 18 15 3 50% -
2022-23 6 5 1 o% -
2021-22 4 3 1 T00% -

Housing Development Agency: Cases by stage
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Housing Development Agency - Service Comments

Benedict Binns, Assistant Director of Development:

Last year was a significant year in terms of handovers of flats and houses with approximately
300 homes handed over.

This year there will also be around a further 250 homes handed over.

With the volume of handovers to tenants, it means that queries around defects increase. The
majority of defect queries are handled within our defects process and resolved. Some may
take longer or fall between council teams and may result in complaints. The increase is
explained through increase in the number of handovers.

Lessons have been learnt and the complaints response process within the development has
been tightened to ensure complaints are responded in a timely manner. The service will
continue to monitor progress.
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The following services have not been reported on in detail due to the low number of
complaints raised within them. However, a brief summary of performance is provided.

Commercial Property Services

Property Services received two stage one complaints. One of which was resolved within target,
and the other was not. This is an increase of one case compared to last year.

3CICT

No complaints were received relating to Information Governance this year. This is a decrease
from two complaints last year.

Elections

No complaints were received relating to Elections this year. This is a decrease from three
complaints last year.

Finance

Finance received two stage one complaints. One of which was resolved within target, and the
other was not. This is an increase from last year where Finance received no complaints.

Human Resources

Human Resources received one complaint at stage one this year which was resolved within the
target time. This is an increase compared to no complaints last year.

Building Control
Building Control received three complaints at stage one this year, compared to no complaints
at last year. None of the three complaints were resolved within the target time.

Housing Benefit
Housing Benefit services received one complaint at stage one this year compared to three
complaints in 2022-23. It was resolved within the target time.

Community Safety

Community Safety received three complaints at stage one and three complaints at stage two

compared to seven at stage one and none at stage two in 2022-23. All six cases from this
year were resolved within the target time.

Community Centres

Three complaints relating to Community Centres were received this year compared to five at

stage one, and one at stage two in 2022-23. All three cases from this year were resolved
within the target time.
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Multi-Service Complaints

Multi-Service Total Stage 1 Stage 2 Complaints
Complaints Complaints Complaints | Complaints in Target
2023-24 41 36 5 83%
2022-23 42 32 10 83%
2021-22 29 24 5 84%

Multi-Service complaints tend to be more complex and involve more officer time to
investigate, which in previous years has contributed to a low number of complaints responded
to within target. This year the number of cases resolved within target has remained consistent
with the previous two years which shows Officers are still handling these cases efficiently.

There was one more multi-service complaint in 2023-24 than there was in 2022-23.

This year the area with the highest number of multi-service complaints was City Homes with
11. As with previous years, other high-volume areas involved in multi-service complaints are
Housing Maintenance & Assets (8), and Streets & Open Spaces (9). This is not unexpected as
Housing Maintenance & Assets complaints, and other community issues can often involve
officers from the Housing service if the complaints concern decisions made by that service. The
majority of the multi-service complaints involved a Housing Service as complaints had often
been raised to a Housing Officer initially, but they have had to involve other services to find a
resolution for the complainant.

There remains a correlation between multi-service complaints and Customer Services, as the
Customer Service Centre is often the first point of contact for the majority of services offered
by the Council. We are still careful to differentiate where the complainant actually complains
about the service they received from the CSC, or if they are just mentioning the fact they were
in contact with them as part of the background to their complaint. There were only two Multi-
Service complaints which were also unhappy with the service they had received from the CSC
this year.

When a multi-service complaint is allocated, potential case owners from all services involved

are contacted to establish a lead officer who will then co-ordinate an investigation and
response, including input from all relevant services.

Non-Cambridge City Council

In addition to cases received relating to City Council services, 14 cases were raised relating to
issues for authorities or services not provided by the City Council. We have continued to keep
guidance in place and up to date on the complaints web page to signpost customers to other
authorities where appropriate which has continued to keep the number of these cases
submitted to a minimum.
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Local Government and Social Care Ombudsman (LGSCO)

If customers are not satisfied with the way their complaint has been handled they can contact
the Local Government and Social Care Ombudsman’s office. The LGSCO investigates
complaints of injustice arising from maladministration by local authorities and other bodies.

The information below will not be complete until the Annual Letter is published by the
Ombudsman in mid-July 2024. Below is a summary of what is currently published on the online
decisions database.

In 2023-24 the Local Government and Social Care Ombudsman received 11 complaints relating
to Cambridge City Council. Of these, one was treated as a complaint where a decision was
applicable. As a result of the LGO’s detailed investigations this complaint was upheld and the
remaining cases were closed following initial enquiries.

The LGSCO were satisfied that 100% of their recommendations from 2023-24 were
implemented by the Council.

Department No of Complaints Decision
Received

Environmental Services &

Public Protection & 2 2 Closed after initial enquiries

Regulation

1 Closed after initial enquiries

Housing 2 1 Upheld

Planning & Development 2 2 Closed after initial enquiries

Leisure & Culture 1 1 Closed after initial enquiries

Parking and other Penalties 2 2 Closed after initial enquiries

Corporate & Other Services 2 2 Closed after initial enquiries
1 Upheld

Total 11 P

10 Closed after initial enquiries
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LGSCO Upheld Case summaries

The LGSCO provides information on all cases submitted and investigated on their website.
Summaries have been provided below, full information on each case can be found on the
LGSCO website by searching for the reference number.

Housing Allocations
Complaint: 22 011 412 — 14 June 2023

This complainant complained that the Council offered them a property which was incorrectly
advertised to benefit from off-street parking. They said the Officer waws rude and failed to
explain whether or not they could decline the property as this was their third offer. As a result
the complainant said they experienced distress as they accepted the property and had
concerns about damage to their car. They also said they would have costs to access electric
charging points in public and a potential loss of earnings.

The Ombudsman found fault with the Council as the property was advertised to benefit from
off-street parking. The Council were also found at fault for failing to advise the complainant
during their viewing regarding their right to withdraw from the offer without impacting their
priority band or bidding. The Ombudsman was unable to make a decision on the behaviour of
the Officer as there was no available recording of the call to be considered.

The Ombudsman recommended that within one month of its decision that the Council should
write to the complainant with its proposed remedy to make a 50% financial contribution to
the installation of a dropped kerb up to a maximum of £1,000 and prioritise a tenant
alteration request from the complainant, or offer a direct let of a like-for-like property with
off-street parking and make a £500 contribution toward any costs incurred.

The complainant chose the first option of the 50% financial contribution toward the
installation of a dropped kerb, and payment was made to the complainant on 5™ October
2023. The Ombudsman was satisfied that the Council had complied with their recommended
action.

Number of LGSCO cases, yearly comparisons 2021 — 24

The below table shows the number of complaints referred to the LGSCO, against how many
cases were investigated, and how many of those investigated were upheld.

Year Total Enquiries Received Cases Investigated Cases Upheld
2023-24 11 1 1
2022-23 25 6 5
2021-22 12 4 3
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Reasons to not investigate a complaint include the complaint not being made within 12 months
of the issue occurring, complainants not providing sufficient information to allow the LGSCO
to investigate, and in some cases, the complaint not being passed through the Council’s
complaints procedure first before escalation. In these instances, the LGSCO gives advice, and
signpost complainants to sources of further information.
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Complaints under the Councillors’ Code of Conduct

Councillors must adhere to the Council’s Code of Conduct whenever they are conducting
Council business, representing the Council or conducting the business of the office to which
they were elected. The purpose of the Code of Conduct is to ensure high standards of ethics
and conduct are maintained and that councillors treat everybody in an equal capacity and with
respect, ensuring at all times that the integrity of the Council is not compromised in any way.

Complaints about councillors are considered initially by the Council’s Monitoring Officer (who
is also the Head of Legal Practice). When the Monitoring Officer receives a complaint about
breach of the Code of Conduct, they consult one of two “Independent Persons” appointed by
the Council. The role of the “Independent Persons” is to introduce external scrutiny of the
complaints process. The Monitoring Officer can respond to a complaint, can commission a
formal investigation or can refer it for consideration by the Council's Standards Sub-
Committee. The Council’s Standards Sub-Committee is made up of three Councillors.

Councillor Conduct Complaints, 2023-24

During 2023 -24 six complaints were received about Councillors.

One of these complaints was upheld with an apology provided and further training being
undertaken by the Councillor. One complaint was settled by means of mediation. Three
complaints were dismissed and the final complaint was concluded with no further action but a
commitment to be cautious in future actions.

During 2022-23 the Council received four complaints about Councillors.

There were four complaints in 2021-22 and nine complaints in 2020-2021. To find out more

about the Council’s Code of Conduct visit our website or contact the Council’s Monitoring
Officer Tom Lewis: tom.lewis@3csharedservices.org
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Agenda Item 8
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CITY COUNCIL

Digital, Data and Technology (DDaT) Strategy

To:

Councillor Mike Davey, Leader of the Council and Executive Councillor for
Our Cambridge

Strategy and Resources Scrutiny Committee, 1 July 2024

Report by:
Michelle Lord, Strategic Digital Lead
Tel: 01223 457450 Email: michelle.lord@cambridge.gov.uk

Wards affected:
All wards

Key Decision

1. Executive Summary

1.1 This report presents the Digital, Data and Technology (DDaT) Strategy 2024-2029 for
approval, which sets out the Council's vision and framework for effectively managing
digital, data and technology over the next five years. For clarity, this is an internal (not
public facing) technical strategy and does not relate to the 3C ICT Service Review.

1.2 Customers are placed at the heart of this Strategy. A key component of the Strategy
is the digital customer journey which focusses on improving both user experience and
accessibility for our customers, where those who can engage digitally, choose to do
so because it is more convenient and preferable to other alternatives.

1.3 The Strategy aims to achieve the following outcomes: more agile response to
community needs; improved digital accessibility; increased operational efficiency,
better decision-making capabilities, an adaptable and resilient IT estate, and provide
staff with improved digital and data skills.
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1.4

2.1

3.1

3.2

3.3

3.4

3.5

The Strategy is structured into four strands: digital customer journey, data and
information management, technology and innovation, and digital and data skills
development. Each strand has specific missions and actions to deliver the desired
target state of the Council.

Recommendations

The Executive Councillor is recommended to approve the 5-year Digital, Data and
Technology (DDaT) Strategy.

Background

The Council’s previous Digital Transformation Strategy was produced in 2018, setting
out priorities and key themes that aimed to build a digital Council, benefit residents,
and take a digital by design approach. However, the action plan that supported this
strategy has now lapsed.

An updated Strategy is how required that accurately reflects the rapid adoption of
digital technology and post-pandemic changes in Council staff working practices,
how residents and communities expect to engage with us and how service and staff
needs have evolved and in what ways.

The need for a strategic approach to address these issues was identified in the
council-wide Transformation consultation outcomes and Work Style Report, which
fed into the Direction of the Future Council and Organisational Design approved by
Members at the Strategy and Resources Committee in October 2022.

Digital has also been identified as a corporate function in the Our Cambridge
Corporate Design Programme, approved by the Strategy and Resources Committee
in January 2024. The DDaT Strategy will support this, for example, through
consistent processes and systems.

The aim of this Strategy is to:

e Provide a strategic vision and internal framework for how the Council will use
data, digital and technology (DDaT) over the next five years.

¢ Define consistent application of core design and delivery principles across the
organisation and standardise how we collect data, produce online content, and
why and how digital solutions are selected.

¢ Enable data to be better used to support decision making, understand need,
target our efforts and resources, improve service and resident outcomes
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3.6 The Strategy factors in the need to sequence activity carefully over the next five
years. Enabling missions are scheduled to be completed first to ensure both
improved working practices are in place, and have created the necessary savings to
self-fund, some of the potentially more expensive missions such as data
interoperability.

3.7 Each of the four strands within the Strategy is further broken down into missions to
guide key activities over the next five years:
Strand Mission ‘ Description
_ - To ensure residents can effectively use
Digital 3.1 Create a unified . : . y :
. Council services by creating an accessible
customer user experience across . .
. . . and unified user experience across our
journey all digital services .
digital estate.
To refine the way the Council shares and
1.1 Enhance data utilises data across key systems, improving
interoperability resolution time for customer issues and
better flow-through of data.
1.2 Improve the
P : Ensure access to necessary data for both
Data and customer experience
. . customers and staff and enhance our self-
information through better use of .
serve options.
management | data
Update and ensure compliance and
1.3 Information dissemination of the information
management and data | management policy which sets out the
ethics guidelines for how the Council organise,
own, and protect our data.
2.1 Technical Design Create a TDA to ensure that IT contracts
Authority (TDA) contain optimal technology choices.
To change how we buy and manage
2.2 Make technology g . y g
Technology buving and technology, with a focus on systems that are
and ying easy to use, work well with other systems
. : management smarter
innovation and are adaptable to new needs.

2.3 Transform how
outsourced IT is
managed

To review and ensure that any shared ICT
services align with the Council’s strategic
goals.
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Mission Description

To verify the efficiency, security, and cost

2.4 Rationalise our IT . .
effectiveness of IT contracts, only paying for

estate
what we need.
Digital an . Toem r ncil staff with the DDaT
gita é d 4.1 Improve DDaT skills o_e power Council staff with the DDa
data skills skills necessary to operate a modern

development

across the organisation o
organisation.

4.

Implications

a) Financial Implications

b)

The Strategy has an estimated total cost of £760,000 over five years, and an
estimated total benefit of £1,414,000 over the same period, resulting in a net
benefit of approximately £654,000.

It is intended that the activity in the Strategy will be self-funded by:

e EXxisting resource within the Council’s mainstream services. This activity is
funded through mainstream service budgets.

e Existing resource within the 3C ICT shared service. This activity is funded
through mainstream shared service budgets.

¢ Reinvestment of early savings realised by the Strategy to self-fund the
additional skills and resources needed to deliver key elements in the later
stages of the Strategy.

However, because costs are indicative at this stage, if any additional funding is
required to support the Strategy, this will be reported at a later Strategy and
Resources Committee.

Staffing Implications

The DDaT Strategy will have implications for how we work with 3C ICT Shared
Service staff and the wider organisation. The Strategy aims to build digital capability
and capacity across the council, enabling staff to work more efficiently and
effectively with modern technology. This will require investing in skills development,
recruitment, retention, and succession planning of digital talent.

The Strategy also envisages a more flexible and agile workforce that can respond
to changing needs and demands. The Strategy will be implemented in consultation
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and collaboration with staff, trade unions and other stakeholders, ensuring that any
changes are managed in a fair and transparent way.

c) Equality and Poverty Implications

An Equality Impact Assessment (EqIA) has been produced and is included with this
report. The EqIA does not identify any negative impacts from the DDaT Strategy.

d) Net Zero Carbon, Climate Change and Environmental Implications

Adopting the approach set out in the DDaT Strategy is consistent with the Council’s
approach to net zero carbon, climate change and the environment set out in its
Climate Change and Biodiversity Strategies.

e) Procurement implications

f)

As part of the implementation of the DDaT Strategy, the Council will explore
opportunities to refine its approach to the procurement of and spending on
technological solutions.

Community Safety Implications

There are no community safety implications from the DDaT Strategy.

5. Consultation and communication considerations

5.1 The Strategy was co-developed with a digital transformation consultancy, PUBLIC,

who engaged a broad representation of key stakeholders from across the
organisation, through both individual stakeholder engagements and group
workshops. In addition, we have consulted members of the Digital Board, 3C ICT
Shared Service, CAT Board, Leadership Team, and the Transformation Board all of
which have contributed to and subsequently signed off the strategy to ensure a well-
considered and robust approach.

5.2 Once approved, the Council’s DDaT Strategy will be communicated internally

through:

e intranet articles;
e direct engagement with the Council’s Corporate Management Team (CMT); and
e engagement with the wider organisation through Townhalls.

5.3 Where elements of the Strategy need to be communicated externally to our

customers or strategic partners these will be communicated through:
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e social media posts;
e updates on the Council’s website; and
e direct engagement with our strategic partners such as SCDC, HDC and 3C ICT.

Background papers

No background papers were used in the preparation of this report.

. Appendices
e Appendix A - Digital, Data and Technology (DDaT) Strategy

e Appendix B - DDaT Strategy Appendices
e Appendix C - EqIA

Inspection of papers

To inspect the background papers or if you have a query on the report please contact
Michelle Lord, Strategic Digital Lead, email: michelle.lord@cambridge.gov.uk.
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EXECUTIVE SUMMARY

Introduction
Between September 2023 and January 2024, Cambridge City
Council (CCC) worked with PUBLIC on the drafting of a new, five-

year Digital, Data, and Technology (DDaT) strategy for the Council.

The goal of this strategy is to establish the Council's vision and
framework for effectively managing digital, data, and technology
over the next five years, including the reasons for change (the
'why'); objectives and scope for new interventions (the 'what');
what actions to take in order to get there (the 'how’); the
responsible parties for those actions (the 'who'); a timeline for
igplementation (the 'when’); as well as indicative costs and

i%nefits.
|_\

@r goal was to develop a DDaT strategy to synergise the
Council's operations; foster innovation, by laying the foundations
for the future use of emerging technologies like artificial
intelligence (Al); and enhance the experience of both employees
and citizens engaging with the council's services. This is a live
document, to be regularly updated, and is the result of that work
and represents a starting point, designed to evolve over time,
from which will help achieve that vision.

Target state: where will we be in five years

This comprehensive digital transformation will not only enhance
current services but also lay the groundwork for the Council to
adapt and thrive in an increasingly digital future. Residents will
benefit from faster, more personalised, and accessible services,
while the Council itself will enjoy increased operational efficiency,

better decision-making capabilities, and a more agile response to
community needs.

Structuring the DDaT Strategy into four distinct strands allowed
us to diagnose the current state of the Council and define the
desired target state of the Council, to be developed over five
years:

Strand 1. Data and information management

The data and information management strand focuses on
improving the use of data. It aims to build an effective system for
sharing data, which will aid better decision making and improve
Council services. It includes improving data interoperability,
boosting the digital skills of Council staff, setting clear data rules
and structures, and ensuring strong information management and
compliance.

Enhanced data interoperability and the fostering of a data-driven
culture among Council staff will lead to more informed decision-
making, efficient service delivery, and more personalised resident
services. This internal efficiency will not only improve the speed
and accuracy of responses to resident inquiries but also enable
the Council to proactively address community-specific needs. As
a result, residents will experience an improvement in the quality
and responsiveness of Council services.


https://www.public.io/

EXECUTIVE SUMMARY

Strand 2: Technology and innovation
This strand focuses on advancing our approach to technology at
CCC. It aims to ensure that our IT systems are not just current but
also efficient, user-friendly, and capable of working seamlessly
with other systems. Moreover, we're aiming to derive maximum
value from the IT services we procure externally. Central to this
strand is the establishment of the Technical Design Authority
(TDA) composed of members of CCC and representation from 3C
ICT. The TDA will ensure effective technology-related decision
making and actions at CCC, enabling the organisation to better
set technology requirements, and ensure that IT-related
pkbcurement and contract management are conducted

ectively. They will be our technology champions, guiding us
t@wards smarter and more effective technology choices. For
na&dents this translates into more secure, efficient, and user-
1Hendly digital interactions with the Council, enhancing the overall
ease and quality of their digital engagements.

Strand 3: Digital customer journey

Digital customer journey focuses on reorienting the Council's
approach so that it is more user centric. This strand aims to
ensure that the entire Council's digital strategy revolves around
serving customers, particularly through the Customer Services
centre. It involves designing accessible, user-friendly customer
journeys, prioritising high-usage and user feedback-driven
journeys. These improvements extend to ensuring comprehensive
accessibility for all users. This transformation aligns the Council's
services closely with the needs and preferences of its citizens.

A unified digital experience across all services will simplify
resident interactions, making them more intuitive and efficient.
Emphasis on universal accessibility will ensure that these digital
services are easily navigable and usable by all community
members, thereby promoting inclusivity. Continuous resident
engagement will ensure that services evolve in alignment with
resident feedback and expectations, leading to more
personalised and effective service experiences.

Strand 4: Digital and data skills development

The Council recognise the pressing need for upskilling to meet
the demands of a modern organisation. Current capabilities in
using digital tools, adopting agile methodologies, and making
data-informed decisions are unevenly spread and under-
developed among staff members. This strand will address the
absence of continuous support and learning opportunities, such
as regular workshops and accessible resources, and supports a
structured approach to skill development in digital, data and
technology.

The missions

Each strand is further broken down into missions. This allows us
to more easily break down how to move from the current state to
the desired target state.

Here are the missions we have developed within each strand:
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Strand Missions Description
To refine the way CCC shares and utilises data across its key IT systems and to
11Enhance data transfer data from outside IT systems (e.g., email, Word documents) into IT
i;mtero erabilit systems (e.g., Orchard, Storm). This aims to improve the resolution time for
P Y customer issues; improve the flow-through of information to improve planning; and
to pave the way for future advancements, such as effectively leveraging Al
applications.
STRAND 1: 1.2 Imorove the customer To optimise the customer service function at CCC by ensuring access to
DATA AND e.x erl?ence of digital services | €cessary data for both customer service staff and customers themselves, with
1)IFORMATION tht:ugh better uie of data the objective of boosting first point of contact resolution and enhancing self-serve
SNANAGEMENT options.
o) To update and ensure compliance and dissemination of the 3C ICT Shared
|I: 1.3 Strengthen information Services Information Management Policy which sets out the guidelines for
N management and data ethics | managing the data and information stored in the files and directories that
comprise the electronic information repositories of the Council.
21Empower technological To revamp technology management and decision-making processes at CCC
tt:ansfSrmation throu i the through the establishment of a TDA. This mission focuses on ensuring that CCC
Technical Desien Autﬁorit gets value for money in its IT contracts; that those contracts contain optimal
(TDA) g Y technology choices; and that effective management of the software lifecycle
aligning with the Council's broader strategic technology goals is adhered to.
STRAND 2: To change how we buy and manage technology. Our focus is on systems that are
TECHNOLbGY 2.2 Make technology buying easy to use, work well with others, and can adapt to new needs. This mission will
AND and management smarter allow CCC to make informed and strategic decisions regarding technology
INNOVATION procurement and management.

2.3 Transform how
outsourced IT is managed

To transform the management of IT services that are shared with other groups,
such as 3C ICT, Huntingdonshire District Council and South Cambridgeshire
District Council, and ensuring they align with CCC's strategic digital goals. This will
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Strand Missions Description
feed into the upcoming service review/renewal of the shared services agreement,
establishing effective partnerships with external vendors, including a revision of the
current 3CICT outsourcing model.

To ensure that CCC has oversight of the entirety of its IT contracts, including those
within 3CICT, to verify efficiency, security, and cost-effectiveness, and support for
the overall DDaT strategy. In short, to make sure CCC gets what it pays for, and
that it pays for what it needs.

2.4 Rationalise our IT estate

STRAND 3: 31 Create a unified user To ensure that all residents can effectively use Council services by creating a
DIGITAL e;( erience across all digital unified user experience across digital services; and ensuring that those services
CUSTOMER senl'ovices ensurin unive{isal are accessible for everyone, aligning with Web Content Accessibility Guidelines
E)URNEY accessil:;ilit g (WCAG) and Government Digital Service (GDS) best practices, in addition to CCC's
— Y online content principles.
STRAND 4:

To empower Council staff with DDaT skills necessary to operate a modern
organisation, such as the ability to confidently use digital tools, adopt agile
methodologies, and make informed decisions based on data.

EBIGITAL AND 4.1 Improve DDaT skills across
DATA SKILLS the organisation

DEVELOPMENT
Strategy implementation timeline and vision, and the interdependencies between them. The timeline is
dependencies map indicative only, and an additional more detailed action plan that
The strategy and its missions will work together to achieve our specifies individual tasks will be added.

overall goal of modernising CCC's approach to digital, data and
technology. Below is a digital transformation map showing how
these missions work together over a 5-year period to achieve our
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Fig 1: Strategy approximate timeline and mission key dependencies map

Mission 2.2

Make technology buying and management
smarter

Mission 2.3

Mission 2.4

Rationalise our IT estate

Mission 3.1
Create a unified user experience
across all digital services

Mission 2.1
Create a Technical Desi
ree Kl?th;rcitynl(graDA)emgn Transform how outsourced IT is managed
N ]
Q 2025 2027 2029
@ / |
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= \ |
2024 2026 2628 |
oo ol 5 Mission 4.1
e 1 data Improve DDaT skills across the organisation
o Mission 1.2
Improve the customer experience of digital
services through use of data
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Enhance data interoperability
= e E— Develop a DDaT Strategy to synergise the Council’s operations, lay
Data and ?:m%%gy Digital Digital and the foundations to foster innovation, and enhance the experience of
information di i customer data skills onc c c " .
and innovation journey development both employees and citizens engaging with the Council’s services
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Cost benefit analysis

Overall, the estimated total costs associated with implementing
all missions in this strategy amount to £740,000, while the
estimated total monetisable benefits within the lifetime of the
strategy amount to £1,414,000.

Savings will also continue beyond the initial five-year period, and
many non-financial benefits have been identified, including more
time efficient and accessible service delivery for our customers.
A more detailed breakdown cost-benefit analysis can be found
under each mission within this strategy.

Table 2: Costs and benefits by mission

DDaT Annual £ | Total estimated
Strand Mission related new | Benefit Type | estimated benefits (5
spend benefit years)
11 Enhance data interoperability £640,000 | Non-financial - -
121 th t i f digital
Bata and information mprove e customer experience of digita £20,000 Non-financial - -
services through better use of data
%overnance - -
1.3 Strengthen information management and _ Cost B B
': data ethics avoidance
o1 2.1 Empower technological transformation
' . . : - Financial £22,000 £67,000
through the Technical Design Authority (TDA) inancta
:I'echno!ogy and 2.2 Make technology buying and management B Financial £175,000 £615,000
innovation smarter
2.3 Transform how outsourced IT is managed - Financial £130,000 £390,000
2.4 Rationalise our IT estate - Financial £77,000 £116,000
. . . 3.1 Create a unified user experience across all . .
Digital customer journey | . . . - Non-financial - -
digital services
Digital and data skills . o : .
'8! ! 4.1 Improve DDaT skills across the organisation | £100,000 Financial £75,000 £226,000
development
Total | £760,000 £479,000 £1,414,000

! Based on estimated start date for individual missions within a five-year period (eg not all missions are delivered from year one)
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The chart below details the estimated spend year on year to
implement and deliver the DDaT strategy:

Figure 2: Costs and benefits by year

£600,000
£500,000 £485,000 £480,936
’ £440,565
£400,194
£400,000
_800,000
Q) £215,000
(00,000
D
£92,225
I_'Eoo,ooo
o £30,000 £30,000
£0
£0
24-25 25-26 26-27 27-28 28-29

M Benefits costs

The costs are estimated to peak in year three, where we
anticipate most of the investment will be made to make our data
interoperable. Financial benefits are estimated to begin in 2025,
following the introduction of missions that will improve how we
procure systems, and outsource our IT2

2 Individual missions provide information on how benefits have been calculated.

Financial dependencies

The DDaT Strategy has several critical dependencies and
additional costs which are intrinsic to its successful delivery. All
individual missions are dependent upon capabilities outlined in
the Digital Target Operating Model (DTOM), which will form part of
the proposed Digital Service, and additional capabilities that will
sit within a separate area of the Corporate Hub®. Applying the
estimated cost of the DTOM recommended hybrid model, the
salary costs associated with delivering the strategy is £720,000
and is largely applied to new roles that will contribute a level of
time and effort, over the lifetime of the strategy, are proposed as
part of this model. Approximately £560,000 is anticipated to be
supported by Learning and Development for additional capability.
In addition, an estimated £200,000 relates to capabilities
identified as having a DDaT skillset but will sit within the
Corporate Hub, where they will perform other important duties
within the Council.

In total, £970,000 salary costs is estimated to contribute toward
the delivery of the DDaT Strategy. The roles that will support this
work are considered essential, particularly to deliver the data and
information management strand but would also seriously impact

our ability to deliver other missions. For the avoidance of doubt,

it is assumed that these new capabilities will be provided by full-
time roles with an estimated cost of £320,000 per annum to the

3 This includes roles with capabilities such as service design, user journey mapping,
business analysis, product design, prototyping, and user research etc.
10
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Corporate Hub and between £2.1 and £2.4 million per annum in
Digital Service (DTOM) related salaries.

Ownership and maintenance of the DDaT
Strategy
To maintain the effectiveness and relevance of our Digital, Data,
and Technology (DDaT) strategy, it is essential to have a
structured approach for regular reviews and assessments. The
Strategic Digital Lead is the owner of the DDaT Strategy. They are
responsible for the authoring, execution, maintenance, and
revision of the DDaT Strategy over the next five years.
I%? focusing on how the outcomes of the DDaT strategy align with
e broader corporate objectives and target operating model
@QM) of CCC, they will provide strategic insights and ensure that
tﬂl? strategy's evolution is in line with the Council's long-term
goals.

How to ensure this strategy remains up to date
during execution

As CCC embarks on the journey to transform its digital services, it
is crucial to recognise the importance of beginning each mission
with a structured, insightful ‘discovery’ project. We recommend
this approach to ensure that the Council's Digital, Data and
Technology (DDaT) strategy remains aligned with evolving
organisational priorities, realistic about staffing and resources,
and responsive to the ever-changing technological landscape.

By recommending the initiation of each mission with a discovery
project (see Appendix B for further details), we aim to provide
CCC with a robust, structured, and thoughtful approach to
implementing its DDaT strategy. This recommendation underlines
the Council's commitment to delivering well-planned, effective,
and adaptable digital services, ensuring that each step taken is in
the best interest of the Council and the community it serves.

Appendices

Finally, the strategy includes a series of appendices:

e Appendix A: Methodology for developing the Digital, Data and
Technology Strategy

e Appendix B: Diagnosing the as-is state of the Council: a
synthesis of the research conducted to understand the
current state of the Council as it relates to each Strand,
providing valuable context and insight into the rationale
driving strand objectives and missions.

e Appendix C: DLUHC local government digitalisation survey —
details the results of survey conducted with multiple councils
across the country, to help contextualise the DDaT Strategy
of CCC with the performance of other councils

e Appendices D, E, F and G: Supporting materials for each
mission and supplemental materials in an appendix, including:
o Alignment to organisational structure — this section

details the roles needed to execute each mission,

11
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* 31T abed

mapped to Responsible, Accountable, Consulted, and
Informed (RACI) assignments.

o Performance indicators and success metrics — this
section sets out the mission’s key performance indicators
and success metrics.

o Risk assessment and mitigation strategies — risks and
mitigations to anticipate during execution of missions

o 5-year Roadmap — in a separate appendix, directional

roadmaps can be found which sequence the priority

actions into a project plan.

Where relevant, additional supporting materials per

mission have been added to the appendix

Appendix H: Strategy execution, maintenance, and ownership

Appendix I: Case studies — this section details examples of

successful interventions in adjacent areas, such as other local

governments, the Council or DLUHC, that we can learn from in
relation to the Strand.

Appendix J: proposed changes to DTOM dependent

capabilities

(©]

Appendix K: Design and delivery principles

o Technical Design Authority rules

o Data standards guidance

o Online content principles

Appendix L: Service assessment and lifecycle guidance
Appendix M: Data access and APl requirements — tender
wording

Appendix N: Digital Journeys research (Dorset Council and
Cambridge City Council)

12
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STRAND 1: DATA AND INFORMATION MANAGEMENT

Purpose

The overarching objective of the data and information strand is to
develop strong internal processes to effectively collect, store, and
manage the Council’s disparate data sources across IT systems,
setting a robust foundation for future adoption of emerging
technologies including artificial intelligence?, large language
models (LLMs) and advanced data science. The missions and
priority actions set out under this strand are designed to (1)
facilitate streamlined data sharing across internal IT systems, (2)
foster the Council workforce's digital and data skills and 3) build
t;gUe Council into a data-driven organisation.

«Q

D

Pefining the target state of the Council

S

Theory of change

With quicker access to comprehensive and integrated data,
Council staff will be able to address inquiries and requests rapidly
and accurately. This increased efficiency not only reduces wait
times for residents but also boosts overall satisfaction with
Council services. Moreover, the availability of rich, interconnected
data enables staff to make well-informed decisions, ensuring that
resources are allocated effectively, and solutions are tailored to
specific community needs.

* The Council recognises and takes seriously challenges and fears associated
with Al impacting jobs and is committed to ensuring that Al and data science

Furthermore, the Council’s transformation into a data-driven
organisation, bolstered by improved digital skills among staff
(mission 4.1), paves the way for personalised services and
proactive interventions for customers. Additionally, service
quality will be improved more efficiently, as staff leverage data
analytics and digital tools for continual service improvement. This
approach ensures that the Council remains adaptable and
responsive to changing community needs, fostering a dynamic
and forward-thinking local government focused on delivering
high-quality services.

Facilitating streamlined data sharing

User research has shown that CCC currently lacks data
interoperability functions both internally and externally - data is
held across the Council in multiple different systems that don't
talk to each other — and a lack of data standardisation and
consistency makes it difficult for data holders and users to
collect, store and process data. This limits information sharing
across Council teams, prevents effective decision-making, and
lowers the quality of service provided.

are leveraged as tools to augment human work and make it more efficient,
rather than as replacements for it
14



STRAND 1: DATA AND INFORMATION MANAGEMENT

Case studies

The ‘case studies’ (Appendix I) has several examples that
highlight successful examples of change in local government
(including CCC) related to this strand:

e Family Context - Empowering Social Workers to Safeguard
Vulnerable Children in Leeds (Leeds City Council and
Stockport Council)

e Shared Planning Service Al powered platform (Cambridge City

Council)

Region of Learning and digital badging (Cambridge City

Council) — to be added

Covid data management lessons learned (Cambridge City

Council)

TCT oed
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Mission 1.1: Enhance data interoperability

Objective and scope (the ‘what’)

To refine the way CCC shares and utilises data across its key IT
systems and to transfer data from outside IT systems (e.g., email,
Word documents) into internal IT systems (e.g., Orchard, Storm).

Reasons for change (the ‘why’)
This mission aims to have benefits across various sectors within
the Council, including housing and housing repairs. Advancements
in data interoperability can not only streamline customer service
icﬁeractions but also empower staff across different departments
With timely and accurate information. This in turn facilitates more
%ormed decision-making and direction, supporting not just self-
gervice options but also enhancing the overall efficiency of

uncil operations by helping employees be more efficient in
their work - both in directly serving clients but also working with
automated data to, for example, conduct planning and scheduling
of work.

Overall, by integrating disparate data systems and improving data
consistency, the Council can more effectively share information
across departments. This leads to more informed decision-
making and optimises service delivery. It lays the groundwork for
future technological advancements, including the integration of Al
and advanced data science, thereby ensuring a robust and
responsive data infrastructure.

Priority actions to get there (the ‘how’)

Data interoperability can be achieved through various methods,
each with its own level of manual involvement or automation. The
ideal form of data interoperability is full automation, where IT
systems can exchange data without humans in the loop.

This interoperability mission seeks to provide a pragmatic
approach that delivers results in the short-to medium-term
without reliance on APIs, uniform data standards, and central CRM
systems. These standard methods pose enforcement challenges
and are not presently viable within the IT landscape of CCC,
where APIs are notably absent in many systems.

Comprehensive data and system inventory
e Continue the comprehensive inventory and catalogue of all
data sources and systems begun in October 2023 to provide
a comprehensive view of services, systems, functionality,
ownership, and key information assets they hold, aiding staff
in understanding and navigating Council resources
e Use this inventory to assess:
o The technical feasibility - do the tools we use offer bulk
import and export of data or middleware integration or
API of any sort?
o The practical need - what are the useful workflows that
we are enabled to deliver if we do the integration.

16



Mission 1.1: Enhance data interoperability

e Establish prioritisation principles to determine order of
approach to making systems interoperable.
o Use this to define cost, effort, and business benefits to
ensure changes are affordable and architecturally sound.
e Undertake a data landscape review as data demands reach
digital services, capture the data requirements for business
processes to gain a full understanding of the organisation’s
data.
e Develop a data model that will provide a detailed and clear
definition of how data is stored within the council's core
systems.
Develop a corporate data dictionary with standard definitions
and a common vocabulary across the organisation.
CCC should determine, based on the data integration
constraints of priority IT systems, whether it is feasible to
pursue the short-and medium-term solutions listed below.
If these prove to not be feasible due to technical constraints,
then the right approach is to continue with the long-term
approach, below, to incorporate middleware requirements
into future procurement practices and contracts.

cgTobey

Migrate non-system data

e I|dentify data currently housed outside IT systems (e.g., Word
docs, emails, Excel sheets), prioritising workflows based on
what will have the most significant impact on service delivery
and decision-making.

e Transfer data currently housed in non-IT formats into IT
systems to make accessible by other systems. This should be

done via an engagement and communications campaign
across the Council to explain the benefits to employees of
transferring data; the value it will bring to customers; and the
impact that individuals can have to help make change in the
Council.

Change business processes to bulk manual

uploads

e Identify processes that currently involve non-bulk manual
data uploads.

e Enable teams within the council to map and improve
processes to use bulk-manual uploads.

Engage with the market and enable the

implementation of middleware solutions

e Engage with the market, specifically middleware aggregator
suppliers

e Enable teams within the council to implement middleware
solutions based on the prioritisation exercise above to
include a mechanism ongoing maintenance of the middleware
solution

Incorporate middleware requirements

e Incorporate middleware requirements into future
procurement practices and contracts

17



Mission 1.1: Enhance data interoperability

Implementation timeline (the ‘when’)®

The strategy for achieving enhanced data interoperability
involves completing the comprehensive data and systems
inventory as well as moving from non-bulk manual methods to
bulk manual methods in the short term, using middleware
solutions for partial automation in the medium term, and aiming
for full automation through changes in procurement and contract
management in the long term. This is considered a priority
mission and should be the commenced as soon as resources are

igdolace.

Q
Short-term
Gomplete comprehensive Data and Systems inventory

E Complete inventory of data sources that was started in
October 2023.

e Assess technical feasibility and practical needs of integrating
systems and prioritise which systems to integrate first.

e Gain a full understanding of the data integration constraints of
priority IT systems.

Move non-bulk manual® interoperability to bulk manual’
interoperability:

5> A detailed action plan and implementation roadmap for each mission will be made
available separately, developed as part of this project

® Non-bulk manual method: this is the current practice at CCC, where data is manually
transferred between systems like Orchard and Storm via applications like Notes.

e Ensure IT systems can export and import bulk data, most
commonly .csv files.

e Change business processes so that rather than the non-bulk
manual approach currently taken, the customer service team,
for example, upload changes between systems at scale.

e Determine what cadence of data uploads is appropriate to
ensure that there is no latency in the delivery of services. As a
benchmark 1-2 times daily should be considered.

Medium term
Automate parts of interoperability solutions:

e Engage with the market to determine whether to build, buy
(specifically middleware aggregator suppliers such as
Mulesoft and Zapier, to see how those solutions can be used
to meet the requirements of CCC), or re-use middleware
solutions.

e Evaluate cost-benefit of different approaches technical
approaches against the savings they enable.

¢ Use middleware solutions where possible with existing IT
systems to automate download and upload of data between
systems. Middleware solutions can be used to automatically
convert data in .csv files into a usable format for other
systems.

" Bulk manual method: this involves configuring IT systems to import and export large
volumes of data, typically in .csv file format. Instead of manual one-by-one data handling,
data is uploaded in bulk enabling 100, 1000 or more records to move at once.

18



Mission 1.1: Enhance data interoperability

¢ Once short-term changes are made to enable bulk manual
interoperability, middleware can be used to automate half the
process.

Long-term
Move to automatic® interoperability via changes to procurement
and Contract Management:

Incorporate middleware requirements into future
procurement practices and contracts (noting dependency
and alignment with mission 2.2)

For new procurements, the technical requirement for data
integration should be Restful APIs, which are industry
standard.

T abey

N

Is-'esponsible parties (the ‘who’)

The Strategic Digital Lead is ultimately accountable for this
mission and should call on the Technical Design Authority (TDA)
for support in requirements setting, market engagement,
managing the software lifecycle, horizon scanning for new
solutions, and driving the overall actions of the mission through
the organisation. It is anticipated that the middleware will be
implemented using external support, and that the ongoing

8 Automatic method: the aim of interoperability, is achieved through IT systems integrated
with APIs, allowing seamless data exchange without manual intervention.

® The product management function encompasses end-to-end lifecycle of service and
product development. It includes design, functionality, delivery, and ongoing maintenance,

maintenance will need to be included as part of the Digital
Service resource. However, there are key functions from within
the Digital Service and Corporate Hub which will be responsible
for performing key tasks to deliver this mission, and include:

e Digital Service Management

e Digital Strategy Delivery

e Data Architecture

e |ICT Contract Management

e Change Management and Delivery
e Solution Architecture

e Product Management®

e Business Analysis

reflecting a comprehensive view of our services from the users' perspective. This is a new
function that supports a commitment to not only design services that are user-focused but
also to manage and deliver them as holistic products that meet the evolving needs of our

community.
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Mission 1.1: Enhance data interoperability

Cost-benefit analysis™

Mission 1.1 costs summary

Annual Total estimated
DDaT related . . .
Benefit Type estimated benefits (5
new spend .
benefit £ years)
£660,240 Non-Financial - -

e Indicative benefit (non-monetisable): 884 hours per annum
from year 4 onwards.

og-?lndicative number of hours saved in housing-related

L(-?)transac:tions by customer service staff per year, where housing

Fequals 48% of all calls received by customer service.

edAdditional benefits from the support of digital channel shift to
self-service solutions by citizens, getting throughput of
information to services more quickly for more efficient planning

e Benefits calculated using a 12:1 ratio of transactions to hours
saved based on a study done by Neath Port Talbot Council
https://arvato.co.uk/wp-content/uploads/2022/02/Who-we-
work-with-Neath-Port-Talbot-Feb2022.pdf

10 Costs and benefits are assumptions based. All missions should conduct a thorough
discovery phase to re-visit costs and benefits. See the appendix of supporting materials for
this mission for a further breakdown of how this benefit was calculated, and cost model.
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Mission 1.2: Improve the customer experience of digital services through better

use of data

Objective and scope (the ‘what’)

To optimise the customer service function at CCC by ensuring
access to necessary data for both customer service staff and
customers themselves, with the objective of boosting first point
of contact resolution and enhancing self-serve options.

Reasons for change (the ‘why’)

By having a unified view of customer data, service agents can
provide quicker, more accurate responses, and tailor services to
individual needs at any given time, following a principle of being
able to serve customers at ‘any touch point at any time".

0

%rthermore, interoperability facilitates the enhancement of self-
é'lgrvice platforms, allowing residents to easily access services,
tkack their requests, and find information without the need for
diect interaction with customer service staff, thus reducing wait
times and improving overall satisfaction. The ability to integrate
data from various sources also means that CCC can anticipate
and proactively address common customer issues, driving
continuous improvement in service delivery and customer
experience.

Implementing measures to foster better use of data across CCC
will support digital channel shift, enabling automation of high-
volume, low complexity tasks by customers, and thereby freeing
up the Council workforce to spend more time on higher
complexity customer interactions.

This mission aligns with the strand’s objective of becoming a
data-driven organisation, ensuring services are not only more
efficient but also more attuned to the specific needs of the
community.

Priority actions to get there (the ‘how’)
e Assess and enhance data utilisation:

o Evaluate how the customer service team currently uses
data, with a focus on identifying areas where data is
under-utilised, not interoperable, and has a negative
impact on customer service request resolution.

o Determine what needs to be measured or evidenced (eg
what do we need to understand, what problems do we
need to solve), and if we have access to the data to
demonstrate and support this, or if additional data
collection is required.

o Reinstate the Data Community of Practice as a forum to
discuss challenges and solutions, develop capability, and
support the use of data to build better services for
customers.

21



Mission 1.2: Improve the customer experience of digital services through better

use of data

e Streamline services for different customer groups:"

o Prioritise services accessed by different customer
segments to ensure efforts are focused on the most
impactful areas for customers.

¢ Implement efficient data sharing mechanisms:

o Deploy middleware solutions to enable quick and secure
access to necessary data for customer service agents,
improving response times and accuracy (noting
dependency on mission 1.1).

o Create comprehensive dashboards that provide a
detailed view of all customer interactions and
procedures, enhancing service delivery and customer
insights, using PowerBI for example.

Develop self-service platforms:

o All customer-facing platforms should aim to be self-
service by default. Self-service platforms will enable
customers of CCC to fulfill needs independently without
the need for customer service support and time (noting
dependency on mission 3.1).

o Ensure these platforms are intuitive and cater to the
specific needs of CCC's diverse customer base, including
provisions for accessibility and user-friendliness.

* 32T abed

1 Impact can be defined by speed of resolution, increase in use of self-service solutions,
increase in time saved by customer service staff. For example, this could include
developing and refining processes for booking jobs, particularly for housing repairs, using

Implementation timeline (the ‘when’)”?

The implementation of the middleware solutions is estimated to
be completed during 2026, as these will be implemented
sequentially. Upon completion of mission 1.1 (make data
interoperable), the Council will be able to build more robust and
automated dashboards from 2027. However, as the Council
increases its understanding of the data it holds, we anticipate
that data insights and sharing can begin from 2025.

Responsible parties (the ‘who’)

The key functions from within the Digital Service and Corporate
Hub which will be responsible for performing key tasks to deliver
this mission, include:

e Digital Service Management

e Digital Strategy Delivery

e Data Architecture

e Change Management and Delivery
e Service Design and User Research
e Product Management

e Software Development

e Business Analysis

e Data Analysis

customer data to streamline and personalise the experience (noting dependency on
technical feasibility and prioritisation conducted in mission 1.1).
12 A detailed action plan and implementation roadmap for each mission will be made
available separately, developed as part of this project
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Mission 1.2: Improve the customer experience of digital services through better
use of data

e Performance Analysis needing additional time spent on processes for additional
e Information Governance interactions
e Automation and Al

The accountable person for this mission is the Strategic Delivery
Lead.

Cost-benefit analysis®

Mission 1.2 costs summary

aT related Annual Total estimated
Benefit Type estimated benefits (5
mew spend .
o benefit £ years)
@ £20,000 Non-Financial - -

6CT

Indicative benefit (non-monetisable): 1,545 additional calls
resolved first time per year which represents approximately
2% of total call volumes.

Benefits calculated by applying difference of total number of
First Contact Resolution (FCR) calls pre-and post-
intervention due to better joined up data using data from
Neath and Part Talbot Council.

e Additional benefits could come from the reduction of overall
organisational complexity due to increased FCRs, i.e., not

13 Costs and benefits are assumptions based. All missions should conduct a thorough
discovery phase to re-visit costs and benefits. See the appendix of supporting materials for
this mission for a further breakdown of how this benefit was calculated, and cost model.



Mission 1.3: Strengthen information management and data ethics

Objective and scope (the ‘what’)

This mission is to enhance how we manage, own, and protect our
Council's data. We aim to do this by making sure our Information
Management Policy is up to date, understood by everyone, and
strictly followed. This policy is our blueprint for handling the vast

amounts of information we hold. When complete, Council staff will

be better versed in ethical data usage, and how this sits alongside
our legal responsibilities.

V_\/Ue believe that managing our data centrally, instead of leaving it
tg individual departments, will make this process smoother and
%ore efficient.

|_\

@asons for change (the ‘why’)

It is essential that we ensure that data is managed responsibly
and ethically as well as bolstering the way we protect personal
data so that the Council remains in compliance with all relevant
laws and regulations such as GDPR.

Efficient navigation and understanding of our data assets,
ensuring compliance through regular audits and monitoring, and
enhancing the reliability and security of data governance are all
fundamental for the successful implementation of advanced data
technologies and for maintaining public trust in the Council’s
digital transformation initiatives.

Enabling the Council to identify gaps in data collection or
duplication, to question what is collected, and to influence data

that can be interconnected are critical to support the overarching
aims of other missions within this strand.

Priority actions to get there (the ‘how’)

¢ Review and update, where appropriate, the Information
Management Policy:

O

Include ethical standards for data (at a project level),
aligned with GDPR requirements. For example,
incorporating and encouraging the application of the Data
Ethics Framework.

Ensure the policy is accessible and understandable to all
staff, regardless of their technical expertise.

Provide guidance to the organisation on use of SharePoint,
Teams channels and streamlining document management
and tracking key documents, including naming
conventions, file structures and version control to make
them easy to navigate and locate.

Keep an up-to-date record of when data has been
validated and checked, and by whom, to ensure
information is being processed correctly.

Make information about what data CCC currently holds;
what they are used for; who uses them; and the type of
data they contain widely accessible, to ensure CCC staff
can understand what existing data resources are available
and who is responsible for them.

e Audit and compliance monitoring:
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Mission 1.3: Strengthen information management and data ethics

o Implement an audit and compliance monitoring system to
regularly assess data usage, adherence to Information
Management policies, and GDPR compliance (noting
dependency on mission 1.1 and ensuring data can be
extracted from current IT systems for audit).

o Establish a feedback mechanism to continuously improve
information management practices based on audit
findings.

e Communicate the benefits of information management:

o Actively communicate how enhanced information
management can support various Council activities,
illustrating practical examples and benefits.

o Ensure that the advantages of robust information
management and data governance are clearly understood
across all levels of the Council, especially through joining
up with the DDaT skills programme (noting dependency
on mission 1.3).

TET abed

Implementation timeline (the ‘when’)

It is the recommendation of the DDaT Strategy that this is one of
the first missions to be implemented as it will determine how
successful other data and information management missions will
be. It is anticipated that this would commence in 2024, and then

14 A detailed action plan and implementation roadmap for each mission will be made
available separately, developed as part of this project

be carefully monitored going forwards for the lifetime of the
strategy.

Responsible parties (the ‘who’)

Responsibility for information management sits with the
Information Governance team, with the accountable person being
the Information Governance Manager and Data Protection Officer.
It is our recommendation that the IG team work closely with the
Council and the Digital Service on how the policy is
communicated, maintained and the data inventory is kept up to
date.

Cost-benefit analysis®™

Mission 1.4 costs summary

DDaT related Annual Total estimated
Benefit Type estimated benefits (5
new spend .
benefit £ years)
- Cost Avoidance - -

e There is potential cost avoidance of £120,000 (based on a
fine issued by ICO to Stoke-on-Trent Council for personally
identifiable information (PIl) violations).

15 Costs and benefits are assumptions based. All missions should conduct a thorough
discovery phase to re-visit costs and benefits. See the appendix of supporting materials for
this mission for a further breakdown of how this benefit was calculated, and cost model.
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STRAND 2: TECHNOLOGY AND INNOVATION

Purpose

Strand two is about advancing our approach to technology at
CCC. The purpose is to ensure that all systems across our IT
landscape are not just current but also efficient, user-friendly,
and capable of working seamlessly with other systems. Moreover,
we're aiming to derive maximum value from the IT services we
procure externally.

The objective of this strand is to provide a strong foundation for
more advanced or innovation use of technology in the future. The
interrelated missions and priority actions set out under this strand
afké designed to (1) improve systems and processes to ensure the

ective technology management, procurement, and outsourcing,
a:ﬂd (2) streamline and modernise the Council's IT estate.

W
B’efining the target state of the Council

Theory of change

The establishment of the Technical Design Authority (TDA) will
lead to more efficient, user-friendly, and integrated IT systems,
streamlining the digital experience for users. Additionally, smarter
technology procurement and management, along with improved
management of outsourced IT services, will ensure high-quality,
resilient digital services that align with the Council's strategic
goals and those of partners.

The commitment to modernise the Council’s IT infrastructure will
lead to more secure and sustainable digital services. As the IT

systems become more current and adaptable, they will support a
range of user-centric initiatives, including advanced technologies
like Al. The focus on user-centric service design will ensure that
Council services are not only technically sound but also deeply
resonant with community needs. This shift promises services that
are more tailored and relevant and reliable, leading to a seamless
blend of functionality, design, and ease of use. Through these
efforts, CCC will be poised in the future to become a leader in
local government technology innovation, continuously improving
its services to meet and exceed the expectations of its
community.

Technical Design Authority

Central to this strand is the establishment of the Technical Design
Authority (TDA) composed of members of CCC staff as it
increases its capabilities under the DTOM, and our ICT provider.
The TDA will be the driving force behind all technology-related
decisions and actions at CCC, encompassing a wide range of
responsibilities from ensuring technology requirements are in
place, to ensuring that procurement and contract management
are conducted effectively by the organisation. Members of the
TDA will be our technology champions, guiding us towards
smarter and more effective technology choices.
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STRAND 2: TECHNOLOGY AND INNOVATION

Improving systems and processes to ensure
effective technology management, procurement,
and outsourcing

This strategy has been developed to enable the Council to create
a responsive and modern technology environment that meets the
dynamic needs of our community, as well as laying the
foundations for advanced technology applications, particularly in
the realm of artificial intelligence (Al).

Sireamline and modernise the Council’s IT Estate
Wser research has shown that there are many systems in the
uncil which are not interoperable or are not working optimally
fer users. There are also systems that do similar but slightly
erent things. To overcome these challenges, this strategy will
ensure the Council’s IT systems are current, adaptable, user-
centric, interoperable, and avoid duplication.

Case studies

The ‘case studies’ (Appendix I) has two examples that highlight
successful examples of change in local government (including
CCCQC) related to this strand:

e Procuring technology for housing services across the county
(Redbridge, Woking, Greenwich, Kingston, Sutton, Adur and
Worthing Councils)

e |EG4 contract procurement lessons learned (Cambridge City
Council)
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Mission 2.1: Empower technological transformation through a Technical Design

Authority (TDA)

Objective and scope (the ‘what’)

To re-vision technology management and decision-making
processes at CCC through the establishment of a Technical
Design Authority (TDA). Overall, the establishment of the TDA is a
critical step in advancing CCC's approach to technology. The
TDA's role in empowering the Council to set technology standards
and support the Council in ensuring effective procurement and
contract management, that aligns with the strategies wider
objective of ensuring IT systems are not only current but also
efficient and user-friendly.

Reasons for change (the ‘why’)

is mission focuses on ensuring that CCC gets value for money
ifPits IT contracts; that those contracts contain optimal
w"gphnology choices; and that effective management of the
Lrtware lifecycle aligning with the Council's broader strategic
technology goals is adhered to.

As a collective, the TDA will enable an improved (and shared)
Intelligent Client function that removes single person
dependency, and streamline the delivery process across the
DDaT strategy, providing oversight for consistent and coherent
reporting to leadership and throughout the organisation. For this
reason, it is also imperative that the TDA be staffed with people
who work full time at CCC, as this will provide them with the
properly aligned organisational knowledge and political will.

With the TDA's governance, CCC will be poised to adapt and
evolve its DDaT strategy over time, maintaining its relevance and
effectiveness in an ever-changing digital landscape. Regular
updates, reviews, and maintenance conducted by the TDA will
underpin a dynamic approach to technology management,
placing CCC in a strong position to meet the current and future
needs of its residents and staff.

Priority actions to get there (the ‘how’)

The actions of the TDA will have many interdependencies on
other missions listed in the strategy. The responsibilities of the
TDA should include the following:

Requirements setting guided by product

mMmanagement

e Work closely with representatives from different departments
to ensure colleagues have fully considered our IT, user, and
technical requirements.

e Ensure these requirements genuinely reflect the needs of
those who use these systems.

Software lifecycle guided by solution architecture

e Support the Council to introduce, maintain, and eventually
retire various software solutions, to include the identification
and monitoring of who is the contract signatory, contract
owner, system owner, and budget holder to ensure
accountability.
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Mission 2.1: Empower technological transformation through a Technical Design
Authority (TDA)

Maintain a systems and applications catalogue that tracks the
lifecycle stage of each software, aiding in timely decisions
about vendor re-engagement and market exploration.

Horizon scanning guided by product management

* BT abed

Actively participating in external forums like the LGA, DLUHC,
SOCITM, and engaging with academic insights from
institutions like the University of Cambridge.

Keeping the Council abreast of emerging technology trends,
innovations, and best practices, ensuring CCC's technology
strategy is forward-looking and dynamic.

tablish the TDA
Determine structure and operational model:
o Formulate the structure and operational model for the

TDA, ensuring it has clear roles, responsibilities, and
authority within the Council.

Align TDA activities with other missions in the DDaT
strategy to ensure cohesive and synergistic progress
across initiatives.

Appoint members to the TDA (see appendix K for
recommendation)

Map and define process for organisation to use TDA (what

circumstances, how do they do it), then implement and

support with the change management of the organisation

to this new process

Define governance and operating procedures:

@)

o

Develop and document governance frameworks and
operating procedures that outline how the TDA will
function and make decisions.

Communicate the mandate of the TDA across the
organisation

e Develop ongoing strategy review and adaptation:

o

Establish a regular cadence of meetings for the TDA to
review progress of the DDaT strategy and see whether
adjustments need to be made

Conduct reporting to the rest of the organisation on the
progress of the DDaT Strategy and the rationale behind
any changes to its approach

Create a feedback loop with Council departments and
external stakeholders to ensure the TDA's work remains
aligned with user needs and strategic goals.

Schedule regular review sessions to assess the TDA's

effectiveness and adapt its approach to meet evolving
needs and challenges.
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Mission 2.1: Empower technological transformation through a Technical Design

Authority (TDA)

Implementation timeline (the ‘when’)*
Establishing the TDA is a priority mission for the Council. Whilst
new roles are recruited by the Council, mechanisms should be
explored as soon as possible that means that the Council has
oversight of all system or license related requests (which
currently bypass the Council and go straight to 3C ICT).

Responsible parties (the ‘who’)

The accountable person for the TDA will the Strategic Digital Lead.

The following functions are likely to be involved in the TDA:

Digital Service Management
Strategy Delivery

ICT Contract Management

ICT Finance

Solution Architecture

Data Architecture

Change Management and Delivery
Product Management

3CICT

e o o o o ’LE?'[eﬁ'ed

16 A detailed action plan and implementation roadmap for each mission will be made
available separately, developed as part of this project

Cost-benefit analysis"

Mission 2.1 costs summary

Annual Total estimated
DDaT related . . .
new spend Benefit Type estimated benefits (5
P benefit £ years)
- Financial 22,000 £64,000

e There is potential financial benefit of £64,000 over 5 years

e Expected benefits gained from 5% improvement to missions
1.3, 2.2, 2.3 and 2.4 because of improved governance created
by setting up the TDA.

17 Costs and benefits are assumptions based. All missions should conduct a thorough
discovery phase to re-visit costs and benefits. See the appendix of supporting materials for
this mission for a further breakdown of how this benefit was calculated, and cost model.
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Mission 2.2: Make technology buying and management smarter

Objective and scope (the ‘what’)

To transform the way that CCC buys and manages technology.
Our focus is on systems that are easy to use, work well with
others, and can adapt to new needs.

Reasons for change (the ‘why’)
This mission will allow CCC to make informed and strategic

decisions regarding technology procurement and management.
The Council will have a robust set of guidelines that streamline
the purchasing process, ensuring that all technology acquisitions
ge user-friendly, interoperable with existing systems, and flexible
&Pough to meet future demands. CCC will benefit from a
\'E\@rkforce that is trained in modern procurement practices and
WRderstands the importance of aligning technology choices with
the Council's strategic objectives. This includes recognising when
to innovate and when to utilise existing solutions, maximising the
value from the Council's IT investments. It will also allow CCC to
improve its relationship with its technology partners and vendors.

Improved contract management procedures will allow for better
oversight and more effective use of technology resources. The
Council will have the ability to audit, review, and manage
contracts proactively, thus avoiding unnecessary expenditure and
fostering a culture of financial prudence. As a result, CCC will be
positioned to respond more dynamically to the needs of its
residents and the operational requirements of its services, all
while adhering to the principles of good governance and fiscal

responsibility. This mission will help CCC to clarify roles and
responsibilities in procurement and contract management,
ensuring clear understanding and ownership among all involved
parties, and aligning to DTOM. This will include a focus on learning
to say 'no’ — knowing when not to procure and instead opt for re-
use or existing solutions.

Overall, optimising procurement practices is key to deriving
maximum value from externally procured IT services. By refining
these processes, CCC can ensure that its investments in
technology are cost-effective, high-quality, and strategically
aligned with its digital transformation goals.

Priority actions to get there (the ‘how’)

Work with the CCC procurement team to add
additional steps and guidelines as part of
technology buying

e Get user research, product management, and business
analysis to work with procurement to determine a) what the
Council needs (requirements) and b) what is legal for the
Council to procure as additional guidance.

e Evaluate technology purchases based on clearly defined
business requirements, user stories, and technical
specifications.

e Address the need for a process that considers products
beyond traditional IT', integrating loT/pro-tech solutions like
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fleet procurement and the installation of sensors and other IT
devices in Council properties.

Enhance staff training and role clarification

Implement comprehensive training for staff representing
business analysis, and digital product management, in
procurement (note dependency with mission 4.1 (skills
development) and role specific training).

Assess whether this function best sits at the 1, 2, or 3 council
level as a shared training opportunity/cost.

o

&udit contracts and take a targeted approach to

Their management

= . . :

&> Conduct a thorough audit of existing contracts, focusing on
those requiring immediate attention and improvement.

Make sure the existing contract register at CCC (Proactis) can
be used to track renewal dates and manage contracts
effectively based on KPlIs.

|dentify contracts that fall below the value required by the
contract register, to ensure a comprehensive picture is
obtained.

|dentify where service areas have purchased software
licenses that can be accessed online, without 3C ICT
permission (e.g., Miro).

Mission 2.2: Make technology buying and management smarter

Based upon the audit outcomes, take a targeted approach to
improving procurement and contract management on a
contract-by-contract basis.

Adopt best practices in technology buying and
management including

Engage in pilot projects, ensuring systems are ready for use
before full-scale implementation.

Strengthen market engagement processes to identify leading
vendors, focusing on robust supplier relationships and best-
in-class technology.

Foster a partnership approach with suppliers, including
incentives for good practices and penalties for poor
performance.

Implement mandatory contract management and review
processes for regular vendor interactions.

Market engagement guided by ICT contract
mManagement

Develop knowledge of the best market offerings from IT
vendors and use this to guide our decisions in vendor
selection, contract negotiations, and ensure we request the
most suitable technology solutions.

Engage with the wider stakeholder ecosystem

Establish and maintain formal communication channels with

counterparts at 3C ICT and Councils with shared services,
33


https://councilanywhereorg.sharepoint.com/sites/CCC-Procurement/SitePages/Contract-Register.aspx

Mission 2.2: Make technology buying and management smarter

ot T*obed

ensuring a cohesive approach to IT strategy and
implementation across different administrative levels and
service areas.

Proactively engage with external organisations serving the
citizens of CCC, such as the NHS and local business groups, to
align CCC's digital transformation with the broader needs and
expectations of the community.

Regularly assess and incorporate feedback from these
external stakeholders, ensuring that CCC's IT initiatives are
not only internally coherent but also externally relevant and
supportive of wider community objectives.

Ensure alignment with other parts of CCC including the
Transformation and Digital Boards — it is important that there
is not duplication of effort across these Boards and that
responsibilities are clearly delineated.

Implementation timeline (the ‘when’)®

The implementation of this mission is dependent upon the
successful establishment and running of the Technical Design
Authority (mission 2.1). With the TDA in place, it is anticipated
that the Council will experience of the benefits of this mission
from 2025 onwards.

18 A detailed action plan and implementation roadmap for each mission will be made
available separately, developed as part of this project

Responsible parties (the ‘who’)

It is important that the ownership of this mission sit within the
CCC organisation. Procurement needs to align completely with
the technical and product requirements of CCC, and as such
must sit in the organisation with those roles. There should be
close coordination with SCDC and HDC to understand how the
technical and product requirements of CCC interrelate with the
technical and product requirements of the other councils.

Cost-benefit analysis™

Mission 2.2 costs summary

Annual Total estimated
DDaT related . . .
Benefit Type estimated benefits (5
new spend .
benefit £ years)
- Financial £175,000 £614,000

e There is potential financial benefit of £614,000 over 5 years

o Expected benefits based on 10% reduction to total cost of
ICT contracts per year.

e 10% multiplier based on a case study from the UK Multi-
Academy Trust

19 Costs and benefits are assumptions based. All missions should conduct a thorough
discovery phase to re-visit costs and benefits. See the appendix of supporting materials for
this mission for a further breakdown of how this benefit was calculated, and cost model.
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Mission 2.3: Transform how outsourced IT is managed

Objective and scope (the ‘what’)

To transform the management of IT services that are shared with
other groups, such as 3C ICT, Huntingdonshire District Council
and South Cambridgeshire District Council, and ensuring they
align with CCC's strategic digital goals. This will ensure that as
part of the next upcoming review/renewal of the shared services
agreement (and in line with the DTOM)), that effective
partnerships with external vendors are established, including a
revision of the current 3C ICT outsourcing model.

Reasons for change (the ‘why’)
on the realisation of this mission, CCC will be empowered to
gter more collaborative and mutually beneficial relationships
¥Rth IT service providers. This will open potential avenues for co-
a;veloping products and driving cost reductions while ensuring
at the processes of requirements setting, and product
management remain under CCC's control.

By maintaining ownership of requirements setting and product
management, CCC will ensure that all digital services and
infrastructure are built upon a deep understanding of the user
experience, whether they are staff or residents. Additionally, with
the Technical Design Authority (TDA) providing clear governance,
CCC will be able to maintain oversight of outsourced IT functions,
ensuring that external partners are held accountable and that
services are delivered efficiently and in alignment with the
Council's strategic objectives.

Overall, reviewing and revamping how outsourced IT services are
managed is crucial for maintaining an efficient and current IT
estate. By improving oversight and management of these
services, the Council can ensure that outsourced IT solutions are
not only effective but also align with the Council’s broader
technology strategy. This mission aligns with the strand'’s focus on
efficiency and user-friendliness, ensuring outsourced IT services
contribute positively to the Council's digital transformation
journey.

Priority actions to get there (the ‘how’)

Strengthen contract management capabilities

¢ Implement a contract management system to oversee the
entire lifecycle of IT service contracts, from initiation and
performance monitoring to renewal or termination.

e Train staff in contract management best practices to ensure
they can effectively manage and negotiate IT service
contracts, ensuring value for money and service quality.

Define and communicate requirements with

external providers

e Inform 3CICT and Huntingdonshire District Council and South
Cambridgeshire District Council about the adoption of the
new DTOM. Specify precisely what the DTOM roles will do.

e Assign specific counterparts at the individual level for them to
interface with in each other organisation; describe how they
will work together; and set a cadence and structure for
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Mission 2.3: Transform how outsourced IT is managed

-

LR
N
N

meeting that allows the partnership to be unambiguous and
clear from the beginning

Develop a formal process for defining, communicating, and
updating business and technical requirements to external IT
service providers and partners.

On an ongoing basis, ensure that the requirements reflect
CCC's strategic objectives and are clearly understood by all
external partners, including 3C ICT, Huntingdonshire District
Council, and South Cambridgeshire District Council.

hance partnership and collaboration

Launch a stakeholder engagement campaign to foster
stronger partnerships with key technology stakeholders such
as Greater Cambridge Partnership and Smart Cambridge,
ensuring that technology initiatives are aligned, and synergies
are maximised. One immediate example is exploring how
technology developed in the Smart Cambridge traffic and
transport projects can be used in adjacent use cases across
the Council, like asset management and sustainability.
Establish regular communication channels and joint working
groups to facilitate collaboration and knowledge sharing
across different technology projects.

Establish a monitoring and review mechanism

¢ Implement a robust monitoring and review mechanism to
regularly assess the performance of outsourced IT services
against agreed-upon KPIs and service level agreements.

e Conduct regular review meetings with IT service providers to
discuss performance, address issues, and identify
opportunities for service improvement.

Implementation timeline (the ‘when’)?°

This mission is dependent upon the outcome of the work
currently being done on the Digital Target Operating Model, and
the 3C ICT Service Review. The current agreement ends in
September 2025, and it is anticipated that the enhanced ways of
working with partners will commence from 2026 onwards.

Responsible parties (the ‘who’)

The accountable person for the implementation of the DTOM is
the Strategic Digital Lead. There should not be the expectation
that the TDA or CCC can technically execute everything it needs.
Once business and product requirements are set, technical
requirements can then be set by partners such as vendors or 3C
ICT, who must be regularly engaged with by the TDA to ensure

20 A detailed action plan and implementation roadmap for each mission will be made
available separately, developed as part of this project
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Mission 2.3: Transform how outsourced IT is managed

that all requirements are being adhered to. The key capabilities

that need to be involved include:

Strategy Delivery

ICT contract Management
ICT Finance

Enterprise Architecture
Solution Architecture
Data Architecture

Change Management
Service Design

Product Management
Business Analysis

.St-[ 3ﬁed [ ] [ ] [ ] [ ] (] (] [ ]

Learning and Development

Cost-benefit analysis?

Mission 2.3 costs summary

Digital Service management

Annual Total estimated
DDaT related . . .
Benefit Type estimated benefits (5
new spend .
benefit £ years)
- Financial £130,000 £390,000

21 Costs and benefits are assumptions based. All missions should conduct a thorough
discovery phase to re-visit costs and benefits. See the appendix of supporting materials for
this mission for a further breakdown of how this benefit was calculated, and cost model.

There is potential financial benefit of £390,000 over 5 years
Financial benefits of £130,000 per year are aligned to those

identified in the DTOM hybrid model.
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Mission 2.4: Rationalise our IT estate

Objective and scope (the ‘what’) broader digital strategy. Discuss this with IEG4 in contract
To ensure that CCC has oversight of the entirety of its IT negotiations in January 2024.

contracts, including those within 3CICT, to verify efficiency, o During the contract extension with IEG4, the council
security, and cost-effectiveness, and support for the overall DDaT should consider the integration capabilities and cost

strategy. In short, to make sure CCC gets what it pays for, and

implications of renewing versus procuring a new service.
that it pays for what it needs.

Strategic priorities for improvement of CCC's IT
estate
e |T systems assessment and decision framework:

Reasons for change (the ‘why’)
Overall, rationalising the IT estate involves streamlining and
dernising the Council’s technology infrastructure. This mission

ipcritical in ensuring that the Council's IT systems are adaptable, © Conduct a comprehensive review of all current IT systems
f@eroperable, and user centric. By focusing on creating a more to assess their efficiency, security, and alignment with
goherent and integrated IT environment, this mission directly CCC's strategic goals.

sﬁoports the strand's objective of enhancing IT service delivery in o Develop a decision framework based on the assessment
line with current best practices and preparing the foundation for to determine which systems to retain, upgrade, or

future technology applications, including Al and advanced digital decommission.

services.

Assessment of cloud migration feasibility:

L. . o Review each system to determine if it can be moved to
Priority actions to get there (the ‘how’) the cloud.

Below are near-term, specific IT systems changes that we

o Given that on-premises solutions carry higher risks, focus
recommend based on our work over the past months:

on identifying opportunities for secure and cost-effective

. cloud migration.
IEG4 replacement evaluation 8

e Conduct thorough research on the existing IEG4 system to
decide how to remove elements of products or integrations
that CCC does not require/use.

o This decision should be based on cost-effectiveness,
system performance, and alignment with the Council's

Personal data protection analysis:

o Examine each system to identify if any Personally
Identifiable Information (PIl) is held.

o Ensure all systems comply with data protection
regulations and the Council's data privacy standards.
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Mission 2.4: Rationalise our IT estate

GiT obed

©)

Understand if Data Protection Impact Assessments (DPIA)
and Records of Processing Activities (RoPA) have been
completed.

Function duplication review:

©)

o

Scrutinise the functionality of all systems to identify any
overlaps.

Look for systems capable of performing multiple
functions to consolidate the number of systems in use.

Ownership and expertise evaluation:

o

Review the ownership structure of each system.

Ensure owners have the necessary experience in drafting
business and product requirements, as well as success
criteria.

Consider further consolidation of ownership where
feasible.

Supplier consolidation:

o

Investigate the possibility of reducing the number of
suppliers. This will streamline procurement processes and
potentially lead to cost savings.

Elimination of redundant systems:

o

Actively seek to eliminate any systems that are no longer
in use. Work towards exiting these contracts to free up
resources for more critical IT needs.

Strategic IT systems roadmap development:

o Create a strategic IT systems roadmap that outlines the
timeline and process for implementing IT
recommendations.

o Align the roadmap with the broader goals of the DDaT
strategy to ensure coherence and synergy across all
missions.

e Stakeholder engagement and feedback mechanism:

o Establish a regular feedback mechanism involving all
relevant stakeholders within CCC to ensure the IT
rationalisation process is in line with the practical needs
of the organisation.

o Use feedback to continuously refine the IT systems
roadmap and make informed decisions about IT
investments.

Responsible parties (the ‘who’)

Overall accountability for this mission is the Strategic Digital Lead.
Functions and capabilities that will likely be responsible for
supporting the delivery of this mission include:

e Digital Service Manager

e Digital Strategy Delivery

e |CT Contract Management
e |ICT Finance
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Mission 2.4: Rationalise our IT estate

e Enterprise Architecture Cost-benefit analysisz3
e Solution Architecture
e Data Architecture Mission 2.4 costs summary
e Change Management DDaT related Annual Total estimated
e Product management new spend Benefit Type estimated benefits (5
e Business Analysis benefit £ years)
- Financial £77,000 £115,000

e Information Governance

e There is potential financial benefit of £115,000 over 5 years

Implementation timeline (the ‘when’)* e The financial benefit over 5 years is only likely to be
@tionalising the Council’s IT estate is dependent upon the realizable in towards the end of the 5-year strategy
%ccess of other missions within this strand, particularly regarding o Benefits calculated at 25% of the cost of on-prem contracts
niquirements setting. A review of existing systems needs to be ¢ 25% multiplier based on research by Analysis Mason for
@nducted to establish an up-to-date technology roadmap and Nokia regarding the benefits of moving to Saa$S services.

the direction of travel. As existing contracts come to an end, it is
estimated that the reduction in systems could begin to be
realised from 2025.

22 A detailed action plan and implementation roadmap for each mission will be made 2 Costs and benefits are assumptions based. All missions should conduct a thorough
available separately, developed as part of this project discovery phase to re-visit costs and benefits. See the appendix of supporting materials for
this mission for a further breakdown of how this benefit was calculated, and cost model.
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STRAND 3: DIGITAL CUSTOMER JOURNEY

Purpose

The Digital Customer Journey strand means reorienting the
Council's approach to be more user centric. This extends to
ensuring comprehensive accessibility for all users across digital
and online services in line with CCCs accessibility guidance as
well as the latest national accessibility standard (WCAG)?. This
transformation aligns the Council's services closely with the
needs and preferences of its citizens.

The overarching objective of the Digital Customer Journey Strand
ié&o streamline resident interactions with the Council through a
E@ified user experience across all services. The mission and
Qﬂority actions set out under this strand are designed to (1)

plify and enhance the way that resident’s access and use
Council services, making every interaction more intuitive and
efficient and (2) ensure universal accessibility.

Defining the target state of the Council

Theory of change

The creation of a unified user experience across all digital
platforms is central to this transformation, aiming to simplify and
streamline resident access to these services. This unified
approach will facilitate a more intuitive and efficient interaction,

24 |_egally we must comply with WCAG 2.1 AA but from October 2024, GDS will start
testing against WCAG 2.2 AA. Web Content Accessibility Guidelines (WCAG) 2.2

(w3.0rqg)

reducing complexity and saving time for citizens. By prioritising
accessible and user-friendly customer journeys, the strand aims
to revolutionise the digital interface between the Council and its
residents, ensuring that high-usage services and feedback-driven
enhancements lead to a more satisfying and effective user
experience.

In addition to simplifying access, the strand places a strong
emphasis on universal accessibility. This means that digital
services will be designed to be navigable and usable by everyone,
adhering to the highest standards of Web Content Accessibility
Guidelines (WCAG) and Government Digital Service (GDS) best
practices. Such inclusivity ensures that all members of the
community, regardless of their abilities or tech-savviness, have
equal access to Council services. This user-centric service
design, underpinned by ongoing resident engagement, ensures
that services evolve based on real-time feedback, aligning closely
with the needs and expectations of the community. This
responsive approach will make Council services more relevant,
personalised, and effective, markedly improving the digital
experience for all CCC residents.
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STRAND 3: DIGITAL CUSTOMER JOURNEY

Simplifying and enhancing the way resident access
and use of Council services

This strategy has been developed to enable the Council to create
a unified user experience across its web estate, that the Council’s
services are universally accessible, and our digital services are
comprehensive, simple, well-structured, and easy to navigate and
used by everyone, irrespective of their individual capabilities.

Case studies

The ‘case studies’ (Appendix |)