
APPENDIX B: Detailed Service Offering Per Corporate Theme 

 

 

Delivering Efficient and Effective Services 

Scene Setting 

Delivering Efficient and Effective Council services underpins delivery of the other Council themes. It 
ensures that we embrace our guiding principles to: 

 Provide value for money and good customer service 

 Be open, honest, listening and responsive 

 Work with partners and communities for mutual benefit 

 Be open minded and embrace change 

West Devon Borough Council has a proven track record of strong financial management and 
strategic financial planning. Government funding has reduced by £3 million in West Devon over the 
past ten years. This equates to 41% of the Councils net budget.  
 
In responding to the reductions in government funding, the Council has, jointly with South Hams 
District Council, undertaken a Council wide transformation and implemented new ways of working. 
This transformation has seen almost all of our services now being fully shared between the Councils.  
 
While this has significantly contributed to ensuring the Council can set a balanced budget, we are 
still forecasting a cumulative budget gap of £0.7 million by 2023/24. 
 

A current focus for the Council is on developing alternative funding sources to close this gap, such as 

its Commercial Property Investments. The Council has approved a commercial property strategy of 

£50 million. The Council has taken a commercial approach and been pro-active in addressing 

economic regeneration in times of financial austerity. West Devon has approved a commercial 

property strategy of £50 million and the Council has supported a mixture of buying properties both 

in Borough and out of area acquisitions. The Council’s strategy has multiple objectives, including 

supporting economic regeneration, enhancing economic benefits, growing business rates income 

and; as an ancillary benefit, assisting with the financial sustainability of the Council. 

 
West Devon Borough Council, jointly with South Hams District Council directly employ 265.90 full 
time equivalent staff to deliver shared services (this does not include the South Hams Commercial 
Services employees which are not shared). Staff throughout the Councils continue to perform well 
with sickness levels below the national average. HR policies allow a fair relationship between 
employer and employee and regular staff briefings. Our Continuous Personal Improvement 
programme ensures staff are up to speed with Council priorities and able to evidence their 
achievements and identify any training needs.  



 
The Peer Challenge undertaken in 2018 highlighted the resilience of our employees as a key strength 
of the organisation and we look to build further on this through the delivery of our Organisational 
Development Strategy.  
 
In recent years the Council has used social media in a much more proactive manner and coupled 
with our continued development of our localities service, we have engaged with and informed 
people at the right time. This approach, along with continued investment in simple to use IT systems, 
has in turn led to a significant reduction in call volumes and a drop in the number of people visiting 
our offices. We have seen reductions in timescales for the delivery of almost all our services but as 
our IT systems become outdated, we know that we must now consider future IT systems that are 
easy for our customers to use and enable them to do more for themselves online.  
.  
While overall service performance continues to improve, we know that we can do more, particularly 
in respect of improving the customer experience.  
 
We are now a Member of the Institute of Customer Service and in 2018 worked with them to deliver 
our first Customer Satisfaction survey.  
 
The results were clear that overall customer satisfaction levels for West Devon Borough Council are 
below the national average for Public Services 
 

 

The results highlighted a number of areas where we should look to improve including helping more 
customers at first point of contact and keeping our customers informed. This will be a key focus for 
the coming 12 months. 
 
The full results of the 2018 Customer Satisfaction survey can be found here  

 

How do we know how well we are doing?  
 
The Council has a number of measures in place to assess its operational performance. An Audit 
Committee meets five times a year and its role is to provide an oversight of the financial reporting 
and audit processes plus the system of internal controls and compliance with laws and regulations. 
The Council also has two internal audit staff managed by the Devon Audit Partnership who provide 
an opinion on the internal control environment and governance processes. 
 
This strategy sets out a number of Key Performance Indicators that will be used to report on our 

efficiency and effectiveness along with a summary of the projects that we consider important in 

achieving the required levels of performance. Performance will be reported to Members on a 

quarterly basis through the Overview and Scrutiny Committee 

http://mg.swdevon.gov.uk/documents/s19734/AppxB.pdf


Service Offering 

The following services are key to us being an efficient and effective Council.   

Service  

Contact Centre  
“Listening to our Customers, 
aiming to resolve at first 
point of contact”  

Ability to make online transactions  24/7 
Call Centre available 0900 – 1700 Monday – Friday  
Webchat  
Social Media (Facebook / Twitter etc) 
Reception (Tavistock) 0900 – 1700 Monday – Friday  

Finance  
“Ensuring that we make 
decisions that support our 
financial challenges”  

S151 Officer  
Strategic Finance advice and guidance  
Accountancy and budget management (budget setting and 
monitoring) 
Treasury Management  

Legal   
“Enabling our Members and 
staff to make decisions that 
are legal and compliant” 

Legal advice and support to the Council, Members and all 
service areas  
Monitoring Officer and Governance support and advice 

Human Resources  
“Ensuring we support our 
staff to deliver efficient 
services” 

Recruitment  
Ensuring employee health and wellbeing  
Support to employees and managers  
Implementing tools and procedures to manage employee 
performance  

ICT  
“Enabling our staff and 
customers to communicate 
via phone and web” 

Provision of systems to support the work of the Council  
Website available 24/7 365 days of the year  
Providing equipment for employees to work  

Member Services & Elections  
“Supporting the Democratic 
Decision Making of the 
Council”  

Support to Elected Members  
Ensuring transparency in decision making processes 
Identifying Member training and development needs  
 

Audit  
“Providing Internal 
Assurance on efficiency and 
compliance”  

Governance Framework  
Internal reviews of process and procedures  
Delivery of an annual audit plan  

Communications 
“Keeping people informed 
and increasing transparency 
of decision making”  

Engagement Portal  
Press Releases 
Messaging through social media and other platforms 
 

Corporate Projects  
“Ensuring we continuously 
embrace change and deliver 
projects that support our 
services” 

Management and Governance of organisation wide projects 
and risks  

 

  



Projects 

The following projects are based around the Corporate Strategy Guiding Principles 
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 Short term (This Year) Medium 
Term 
(1/2years)  

Longer Term (3-5 years) 

Enabling our 
customers to 
request services 
easily  
 

Review our website (so that 
we can make sure it’s easy to 
use)  

  

Review of complaints and 
development of action plan 
(so that we learn and 
improve future customer 
experience) 

  

Carry out an annual Institute of Customer Service Survey (so that we 
can see where we still need to improve)  

Ensure we get it 
right first time  
 

Implement standardised 
form and process for 
reporting service failures (so 
that we can make 
improvements quickly) 

  

Add feedback forms to all 
web processes 
(so that we can monitor how 
easy it is to request a Council 
service) 
 

  

Ensuring that 
we get the best 
from our 
workforce 

Implementing our Workforce 
Development Strategy  
(so that our staff are supported, well 
trained and have the tools to do their 
jobs) 

 

Implement Customer Service 
Standards  (so that our staff 
are responsive to customer 
needs) 

 

Undertake a review of 
extended and Senior 
Management structure  
(to ensure that we are best 
aligned to deliver our 
themes) 
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Making the best 
use of Council 
resources  
 

Growing our Commercial Property Investment programme (to 
maximise our income to fund our services) 

Undertake a review of 
corporate 
accommodation  
(to ensure we minimise 
costs) 

Reviewing 
our Treasury 
Management 
policy (To 
ensure we 
get the 
maximum 
return on 
investment) 

 

Ensure a balanced budget is set each year  
(so that we can fund our services) 

Undertaking a review of 
Single Person Council Tax 
discount (To ensure we 
maximise Council Tax 
collection) 

  

Implementing a new 
payments system  
(Increasing payment 
methods and ease of use) 

  

Development of 
consultancy offering to 
other Local Authorities 
(generating income to 
contribute to our own 
services) 

  

Identify if there are other 
services we can provided 
to the public  
(to increase income to 
help fund our service) 

  

Improving 
transparency of 
how we’re 
doing 

Implement clear 
performance targets with 
results available to the 
public and Members (so 
that our progress in 
delivering against our 
themes can be monitored) 

  

Implement PowerBi 
performance monitoring 
system    
(to provide real time 
performance statistics 
enabling us to prioritise 
resource where 
performance is dropping)  
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By providing 
Members with 
the resources 
required to carry 
out their role 

Delivering a Member 
Induction 
programme ( so that 
our Members are 
well informed to 
make decisions that 
support our themes) 
 

Ongoing rolling 
12 month 
Learning and 
Development 
Plan for Members 
(to ensure that 
our Members 
have the skills 
they need)  

 

Member IT solutions 
review ( so that 
Members have 
technology in place 
to be kept informed 
and to engage with 
stakeholders) 

  

Implementation of Member 
Development Programme 
(so that we can support the training 
needs of Councillors and future leaders)  

 

Communicating 
our ambitions to 
our customers 
and 
stakeholders  

 

Implement Online budget engagement / 
webinars – Summer /Autumn 2020 
(so that we can understand what’s 
important to our residents)  

 

Reviewing our communications methods 
with stakeholders including the public (so 
that we can engage in a meaningful way) 

 

Increase the uptake of the Engagement Portal  
(so that our residents and stakeholders can help shape our decision 
making) 

Increasing 
transparency in 
decision making 

Publishing of Councillor 
meeting attendance, 
training records and 
voting information online 
(so that our residents can 
see how decisions are 
made) 

  

Updating our 
transparency plans   
(so that we publish more 
information up front, 
reducing the number of 
requests for information) 

  

Implementing webcasting for our 
committee meetings (so that we increase 
the engagement and transparency of 
decision making with our residents) 

 

 

  



KPIs 

The following KPI’s are an indicator of how efficient and effective the Council is. Additionally, other 

themes will contain specific performance measures around service specific targets.  

KPI Target National Benchmark 

Increase customer 
satisfaction  

5.1 point 
improvement  
from 2018 
score 

Stretch target of a 7.5 point improvement to meet 
national local council average 

Increase right first 
time services 

15% 
improvement  
from 2018 
score 

56.2% national local council average  

Increase keeping 
customers informed  

1.2 point 
improvement 
from 2018 
score 

Stretch target of 2.7 point increase to meet the UKCSI 
average for all service sectors   

Increase Council Tax 
Collection rates  

98%  Target top national quartile 98% for shire districts 
17/18 

Value for Money 
Assessment  

Achieved / 
Not achieved 

Achieve unqualified  Value for money opinion  

Council Income / 
Expenditure  

Within 1% 
variance 

Actual vs budgeted within 1% variance 

 

Stakeholders and Partners 

Stakeholder / Partner How we engage / inform 

Ad-Hoc Monthly / 
Quarterly 

Annual 

Residents that access our 
services  

 Feedback form 
on the internet  

 Engagement 
portal  

 Formal 
mechanisms 
(complaints etc)  

 Publishing key 
decisions and 
information on 
social media 

 Making 
Committee 
reports 
around 
decisions 
available 
online  

 Customer 
Satisfaction survey 

 Publishing a report 
on our performance  

 Publishing our 
annual accounts and 
value for money 
assessment 

Employees that deliver our 
services  

 1:1’s with 
Managers  

 

 Team 
Meetings  

 Staff 
briefings 
with Senior 
Leadership 

 Away days to focus 
on corporate 
priorities 

 Employee Survey   

Organisations which 
receive a proportion of 
Council Tax we collect ( 

 Meetings to 
discuss Council 

  



Devon CC, Fire and Rescue, 
Police)   

Tax collection 
rates 

Devon Business Rates Pool    Quarterly 
meeting with 
all 
authorities in 
the Business 
Rates Pool  

 

Our suppliers (including 
key suppliers of our 
services (FCC for Waste 
and Fusion for Leisure)  

  Contract 
Management 
meetings to 
discuss 
operational 
performance 
& customer 
satisfaction 

 

 

Lead Members & Officers 

Cllr Edmonds - West Devon Portfolio Lead – Performance and Resources  

Neil Hawke – Support Services Specialist Manager  

Lisa Buckle – Section 151 Officer  

Catherine Bowen – Monitoring Officer and Legal Head of Practice   

Anita Ley – Customer Contact Manager  

Lesley Crocker – Communications Head of Practice   

Andy Wilson – HR Head of Practice  

Isabel Blake – Revenues and Benefits Head of Practice 

  



 

Council and residents working together to create strong and 

empowered communities 

Scene Setting 

Our Corporate strategy says that the Council will: 

 ‘make a positive impact on the lives of local people by providing valued and easy to use 
services’ 

 ‘work with partners and communities for mutual benefit’ 

 ‘be open, honest, listening and responsive’ 
 

The Council currently supports the Communities theme in several ways such as the provision of 
grants, targeted use of Section 106 monies, partnership working, SeaMoor lottery funding and 
through its Locality  service which provides a vital link between the Council, Members and 
Communities.  This support builds community capacity and both enables and facilities community 
relationships and projects that benefit local communities.  
 
Legislative Framework 
Localism Act 2011 which seeks to give effect to the Government's ambitions to decentralise power 
away from Whitehall and back into the hands of local councils, communities and individuals to act 
on local priorities, covering areas such as community right to challenge and assets of community 
value. 
 
Performance  
Notable performance to date includes: 
 
Approved neighbourhood plan for Bere Peninsula 
https://www.westdevon.gov.uk/article/3891/Neighbourhood-Plans 
 
SeaMoor Lotto 
- Lifton Community Centre - raising £338.00 annually 
- Okehampton and District Community Transport Group - raising £650.00 p.a  
- WD CAB - raising £390.00 p.a  
- Plymouth and West Devon Home Start - raising £520.00 p.a  
- Dartmoor Search and Rescue Team (Tavistock) - raising £468.00 p.a 
 
S106 funds awarded 
- Spreadsheet available on website 
 
 
 

  

https://www.westdevon.gov.uk/article/3891/Neighbourhood-Plans
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Service Brief Summary 

Neighbourhood 
planning 

Neighbourhood planning is a right for communities introduced through 
the Localism Act 2011; communities can shape development in their area 
through the production of Neighbourhood Development Plans, 
Neighbourhood Development Orders and Community Right to Build 
Orders.  The Council receives £20,000 for each plan once a local 
referendum on the Plan has been carried out.  
Guidance provided on the website together with support from Place 
Making specialist and Case Manager.   

Devolution of 
assets for 
community 
benefit 

There were several initiatives highlighted in the Annual Report for 2017-
18. There are several more initiatives in the pipeline the most high profile 
is the proposal to transfer toilets in both areas to the parish/town council 
as primary option.  

S106 community 
funding 
 

A section 106 agreement is a legal agreement between the Council and 
developer and linked to planning permissions. Agreements can ask for 
new facilities or the improvement of existing facilities in an area where 
planning development is taking place.  
Some agreements specify a particular project on which the money is to 
be spent. Where there is no specific project, the Council suggests a 
Town/Parish Open Space, Sport and Recreation Plan to identify and 
prioritise projects. If the spend is over £30,000 then it has to be approved 
by Hub Committee.  
Regular reports to Overview & Scrutiny on current spending  
Updates on the websites and through press releases 

SeaMoor Lottery Joint Council lottery launched last year to support community projects in 
the local area: 50% of the ticket price goes to local good causes in the 
South Hams and West Devon. Buyers can choose which local charity to 
support when buying a ticket. Awareness raised by press releases and 
information on the website. 

Communities 
Together Fund 

Communities Together funding is managed by the Council. It is allocated 
according to the number of electors with the Borough allocating 10 
pence per elector and DCC paying £1 per elector. The fund supports new 
ideas to help communities to work together on projects that enhance 
and make a difference to residents.  

Community 
Project Grants 

A wide variety of Community projects have been supported ranging from 
improvements/refurbishment of Village Halls, replacement of play park 
equipment, picnic bench provision, replacement and/or improvements to 
village notice boards, and refurbishment to a community boat shed and 
purchase of bat detectors. 

Community led 
parking tariffs 

An opportunity for communities to work with Councils to determine 
parking tariffs suitable to the needs of their area. 

Locality team A crucial link between the Council, Members and the local Communities, 
signposting to services both within the Council  and locally and providing 
support and advice to local communities and people 

Education 
vehicle 

Used by the Locality team to promote initiatives of community interest 
including waste and recycling changes at local shows and events. 

Parish and Town 
Link meetings 

Eastern, Northern and Southern Links of parishes meeting quarterly to 
discuss wide range of local issues and attended by senior officer and/or 
Localities 

 



 

Projects 

Project Timescale Objective 

Crowdfunding  By 1st April 
2019 

To trial an online crowdfunding platform and award 
£10,000 of grant funding to local community based 
projects. 

Public Toilet Review By 1st April 
2019 

To maintain a public toilet service where feasible by 
transferring assets to town and parish councils. 

 

KPIs 

KPI Target National Benchmark 

S106 community 
based funding,  

Achieve 100% spend 
 

None 

Neighbourhood plans  
 

Complete 100% of 
plans within 
timeframe 

None 

Community led car 
parking tariffs 

Work with 4 
communities over next 
5 years 

None 

Promote Lotto Target: raise x for local 
good causes? 

None 

 

Stakeholders and Partners 
Rural Service Network – of which the Council is a member.   

RSN is the national champion for rural services, ensuring that people in rural areas have a strong 

voice. The RSN fights for a fair deal for rural communities to maintain their social and economic 

viability for the benefit of the nation as a whole.   

Citizens Advice – providing valued assistance to local communities with debt advice and consumer 

rights.  

Voluntary and community groups  

Parish and Town Councils  

Devon County Council 

MPs 

 

Lead Members & Officers 
Cllr Lois Samuel – Lead Member for Partnership Arrangements 

Cllr Caroline Mott – Lead Member for Neighbourhood Plans 

Cllr Robert Sampson – Lead Member for Car Parks and Community Led Tariffs 

Cllr Annabel Roberts – Lead Member for Localities and Monitoring of S106 Agreements 

Cathy Aubertin – Operational Manager Environment Services  

Thomas Jones – Head of Place Making Practice 

Catherine Bowen – Case Management Manager (including Localities) 



 

Creating places for enterprise to thrive and business to grow 

Scene Setting 

The blueprint for enterprise and growth is set and defined for the next 20 years by the South West 
Joint Local Plan (JLP).  All enterprise activity undertaken by the Council, either in a facilitating role or 
through direct delivery is guided by this policy. 
 
The JLP sets out requirements for employment across South Hams, West Devon and Plymouth (the 
Plymouth Housing Market Area and its Functional Economic Market Area).  It establishes the full 
need for employment development and sets out a spatial strategy to guide communities and the 
development industry in meeting those needs. 
 
A key objective of the JLP Strategy is to further the resilience and self-sufficiency of communities 
 
Devon County Council has prepared and published an assessment of the economic conditions in the 
area and sets out an economic development strategy for the County: ‘A Strategy for Growth 2013 – 
2020’ (see https://new.devon.gov.uk/economy/).  The JLP is aligned with this. 
 
The Local Enterprise Partnership, the Heart of the South West (HotSW) has prepared and published a 
sub-regional strategy, see https://heartofswlep.co.uk/, with which the JL is also aligned. 
 
The County Strategy and the HotSW provide a focus for future initiatives in South West Devon.  
Officers work closely with these partners. 
 
Our Enterprise strategy has two strands: 
 

1. To act as the promotor and facilitator of development that is led by the private sector  
2. To act within the market to directly deliver employment and enterprise, working with 

communities, businesses and land owners to deliver against the JLP and identified need. 
 
This strategy recognises that the interests of the private sector don’t always align perfectly with ours 
and the JLP and importantly, it is through the second strand that we are able to mitigate that 
challenge. 
 
What does direct delivery look like? 
Our adopted Assets Strategy and Commercial Development Strategy underpin our ability to deliver 
in the market.  In approving these strategies, members recognise the importance of land ownership 
and commercial investment to support Enterprise and our financial sustainability.  Our Assets 
Strategy sets out a programme of development of commercial units on land that we own.   
 
Our Commercial Development Strategy is a £50m investment fund, aimed at boosting economic 
growth, low cost housing provision and employment within the borough and surrounding areas on 
projects that also deliver a positive commercial return.   

https://new.devon.gov.uk/economy/
https://heartofswlep.co.uk/


Service Offering 

There is no statutory responsibility the Council to provide a specific Economic Development Service.  

In fact, the Council recognise that their ability to directly influence the Economy is restricted to 

commercial development (commercial property strategy) and business rate policy areas.   

Indirectly there are opportunities to influence Enterprise through the measures set out in the table 

below. 
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Service Brief Summary 

Business engagement and 
support 

Support and advice from Business Development Manager 
and Planning Services.  Specialist environmental health 
advice on licensing and safety.  Contracted business advice 
for business start-ups and local SMEs. Business rates 
policies to help businesses in need as well as those looking 
to expand or relocate to the area. 

Research and intelligence Town benchmarking 
Demographic projection figures and infrastructure needs 
(in collaboration with external partners) 
Retail assessment 
Leisure Assessment 
Employment Land Review 
Landowner survey 

Maximising funding 
opportunities 

Guide, co-ordinate and collaborate to optimise benefits 
derived through s106 to support infrastructure needs 
Monitor to gain earliest knowledge of funding 
opportunities 
Prepare projects in outline in preparation for funding 
opportunities 

Strategic working Alignment to the LEP Industrial Strategy 
Joint Local Plan delivery 
Network and lobby to improve success of funding bids 

Pre-application planning advice 
Broadband 

Business Development Respond to enquiries received through HotSW LEP and 
DCC 
identify and collaborate to deliver business opportunities 

Council Assets Strategy Existing assets strategy is to increase organically the 
holding of commercial employment units in our key towns 
and villages.  This supports smaller enterprises looking for 
fit for purpose premises on fair lease terms.   

 

  



Projects 

The Council has not been proactively pursuing Economic Development opportunities in recent years.  

There are, consequently very few projects that have reached a stage where they can be considered 

to have a high degree of certainty of delivery.  It is notable that the JLP is approaching the point of 

adoption.  This combined with the establishment of the Corporate Property Strategy have led to a 

number of projects that are in the early stages.  It is not considered appropriate to record these at 

this time. 

Project Objective Outcome 

Okehampton Land Assembly Housing / Employment / 
Enterprise 

Sustainable housing and 
employment development 
scheme. 

 

KPIs 

Detail relevant KPIs for this theme again differentiate between each Council if needed. 

KPI Target National Benchmark 

Business unit rental 80% business rental achieved None 

Businesses support To deliver support to over 60 
businesses 

None 

Business rates Increase collection rates by x None 

Employment land 
brought forward 

* None 

 
* Figures to be informed by JLP targets and not to include the Dartmoor National Park 
 

Stakeholders and Partners 

Business and commerce 

Town and Parish Councils 

Chambers of Commerce 

 

Lead Members & Officers 

Tom Jones – Head of Place Making 

Darren Arulvasagam – Business Development Manager 

Chris Brook – Head of Assets 

Cllr Philip Sanders – Leader of West Devon Council 

Cllr Lois Samuel – Deputy Leader of West Devon Council 

Cllr Robert Oxborough – Economy Portfolio Holder 

Cllr Neil Jory – Environment and Assets Portfolio Holder 

Cllr Annabel Roberts – Customer First Portfolio Holder 

Cllr Tony Leech – Health and Well Being Portfolio Holder 

Cllr Caroline Mott – Strategic Planning and Housing Portfolio Holder 

  



 

 

Protecting, conserving and enhancing our built and natural 

environment 

Scene Setting 

The Councils recognise the vital role they play in protecting, conserving and enhancing the built and 
natural environment across their areas. In addition to seeking to deliver high quality statutory 
functions around for example planning and waste, relationships have been developed with key 
partners to secure shared outcomes for our communities.  
 
The Plymouth and South West Devon Joint Local Plan (link) sets out, with Plymouth City Council, a 
shared direction of travel for the long term future of the area and seeks to directly support the 
Environment theme at a strategic level. 
 
Operationally, the Council has a number of statutory requirements when it comes to the collection 
of household waste and the clearance of litter and waste from public highways and ‘relevant land’.  
As the Local Planning Authority the Councils are responsible for determining planning applications in 
line with Local and National Policy. The unique environment encompasses Areas of Outstanding 
Natural Beauty, Conservation areas and large numbers of listed buildings which are enhanced and 
protected through a range of services. 
 
Legislative Framework 
West Devon Borough Council has a number of statutory requirements when it comes to the 
collection of household waste and the clearance of litter and waste from public highways and 
‘relevant land’. The relevant legislation is as follows: 
Environmental Protection Act 1990 - https://www.legislation.gov.uk/ukpga/1990/43/contents  

- Under the EPA 1990 West Devon Borough Council is classed as a ‘waste collection authority’. 
- Section 45 of the act requires waste collection authorities to collect household waste unless 

it is in an isolated location or arrangements can reasonably be expected to be made by the 
person who controls the waste. 

- Under Section 46 of the act the authority can give a householder notice that waste must be 
disposed of in a specified receptacle, and in a specified manner. 

- From 31 December 2010, waste collection authorities in England must make arrangements 
for the separate collection of at least two types of recyclable waste unless it would be 
unreasonably costly to do so (s.45A). 

- Section 34(1) of the act imposes a duty of care on the authorities to take all reasonable 
measures to prevent the escape of waste from their control and that any transfer for of 
waste is to an authorised person and accompanied by a written description of the waste. 

- Section 89 imposes a duty on the Councils, as the ‘principal litter authority’ to ensure that all 
relevant land is, so far as is practicable, kept clear of litter and refuse. 

  

https://www.legislation.gov.uk/ukpga/1990/43/contents


Controlled Waste Regulations 2012 - http://www.legislation.gov.uk/uksi/2012/811/contents/made  
- Allows waste collection authorities to charge for the collection of household waste from 

non-domestic properties such as holiday homes and community halls. 
- Introduced the term ‘offensive waste’ which includes waste that was previously widely 

referred to as low grade clinical waste. The newly termed ‘offensive waste’ now forms part 
of the household residual waste stream. 

Waste (England & Wales) Regulations 2011 - 
http://www.legislation.gov.uk/uksi/2011/988/contents/made  

- Transposed the EU Waste Framework Directive 2008 
(http://ec.europa.eu/environment/waste/framework/ ) into UK law which: 

o Sets the basic concepts and definitions related to waste management, such as 
definitions of waste, recycling, recovery. 

o Imposes a requirement for any producer of waste, such as a local authority, to 
evidence the application of the waste hierarchy where practicable. 

- States that an establishment which collects paper, metal, plastic or glass must take all such 
measures to ensure separate collection of that waste where it is technically, environmentally 
and economically practicable (TEEP) to do so. N.B. separate refers to separation from 
residual and does not necessarily mean the collection of each recyclable material separately. 

 
Planning Legislation 
Development Management Procedure Order DMPO 2015 (Consolidated). 
General Permitted Development Order GPDO 2015 (Consolidated). 
Listed Building and Conservation Area Regs LBCA Regulations 1990 (Consolidated). 
Tree Preservation Regulations 2012 (Consolidated). 
Use Classes Order UCO 1987 (Consolidated). 
Town & Country Planning Act 1990 - http://www.legislation.gov.uk/ukpga/1990/8/contents 
 
What we don’t do 
Whilst the Council is responsible for the collection of waste in the Borough it is not responsible for 
its disposal. Devon County Council is the waste disposal authority and they direct the second tier 
councils to deliver residual waste and organic waste (i.e. food waste and garden waste) to facilities 
of their arrangement. Devon County Council are also responsible for running the Household Waste 
Recycling Centres (HWRCs) throughout Devon County.  
 
Neither is the Council responsible for planning applications which fall in the Dartmoor National Park 
area of the Borough. 
 

  

http://www.legislation.gov.uk/uksi/2012/811/contents/made
http://www.legislation.gov.uk/uksi/2011/988/contents/made
http://ec.europa.eu/environment/waste/framework/
http://planningjungle.com/consolidated-versions-of-legislation/dmpo-2015-consolidated/
http://planningjungle.com/consolidated-versions-of-legislation/gpdo-2015-consolidated/
http://planningjungle.com/consolidated-versions-of-legislation/lbca-regulations-1990-consolidated/
https://planningjungle.com/consolidated-versions-of-legislation/tree-preservation-regulations-2012-consolidated/
http://planningjungle.com/consolidated-versions-of-legislation/uco-1987-consolidated/
http://www.legislation.gov.uk/ukpga/1990/8/contents


Service Offering 
P

ro
te

ct
in

g,
 e

n
h

an
ci

n
g,

 c
o

n
se

rv
in

g 
Service Brief Summary 

Waste collection Fortnightly residual waste sack collection from all households. 

Recycling 
collection 

Weekly dry recycling and food waste collection from all households. 
Fortnightly garden waste collection from subscribing households. 
Arrange for the appropriate processing or treatment for dry 
recyclables collected. 

Ancillary waste 
services 

Household healthcare waste collections 
Bulky waste collection 
Recycling bank provision, collection and maintenance 
Fly tip removal 

Planning 
applications 

The processing of a range of planning applications ranging from major 
sites comprising of 1000’s of houses to smaller householder 
applications. 

Pre-application 
service 

A paid for service to enable developments to be considered by a 
range of specialists and consultees in advance of a potential planning 
application. 

Duty Planning 
Service 

Paid for planning advice to the public delivered through face to face 
or telephone appointments. 

 Environmental 
Protection 

Enforcement action to address, abandoned vehicles, fly tipping, fly 
posting, littering and dog control.  
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Project Timescale Objective Expected outcome 

West Devon 
Garden Waste – 
Subscription 
date and 
payment 
mechanism 
change  

By 1st April 
2019 

To increase participation in the 
service by changing the sign up 
date to April (at the start of the 
growing season). 
To increase satisfaction for 
customers by simplifying the 
payment and re-subscription 
system. 

Sustainable service 
which can continue 
to be provided for 
the customer. 
 
Improve customer 
journey. 
 

Change to West 
Devon recycling 
services 
(2019/20)  

By Summer 
2020 

To collect a greater range of 
materials for recycling from the 
kerbside. 

Increase customer 
satisfaction. 
Increase recycling 
rate. 
Reduce amount of 
black sack waste  
Future-proof 
service against 
expected national 
policy changes. 

Development of  
a Premium 
Planning Service 

2019/20 To develop a paid for, fast track 
service for delivery of planning 
applications. 

Improved customer 
service. 

 

  



KPIs 

KPI Target National Benchmark 

Missed recycling and 
waste collections 

Less than 80 missed collection 
per 100,000 

None, although a recent Ubico 
benchmarking exercise gave 97 
missed collection per 100,000 as an 
average. 

Recycling and 
Composting of household 
waste collected. 

Over 55% of all household 
waste collected 

17/18 rate for England was 44.8% 

Fly Tip Enforcement 100% enforcement of fly tips 

on public land where evidence 

is present 

None 

Listed Building Consent 80% of applications within 
timeframe* 

*Within 8 weeks or agreed time - 
minor developments 
 

Planning Enforcement 100% of investigations in line 
with policy 

 

Speed of Planning 
Decisions 

80% of applications processed 
within timeframe* 

*Within 8 weeks or agreed time - 
minor developments 
 

Energy efficiency 100 household grants 
awarded 

 

Stakeholders and Partners 
Devon Authorities Strategic Waste Committee 

- A group made up of elected members from each Devon district authority and Devon County Council 

that meets on a quarterly basis. 

FCC Environment Ltd 

- Contractor employed to deliver waste collection, street cleansing and toilet cleaning services for both 

councils from April 2019 until, at least, March 2027. 

- This contract is managed by a partnership board made up of members from both councils, senior 

officers and contractor representatives. 

Waste Working Groups 

- Each Council has a member working group that meet monthly. These groups consider and oversee 

service design changes and steer strategy and policy direction. These groups also report to Hub/Exec 

and/or Council as appropriate. 

Developers and Agents Forum 

- A stakeholder engagement forum to discuss performance and development issues within the service 

Historic England 

- A key stakeholder and statutory consultee with reference to our built environment 

Parish/Town Councils and Devon County Council 

Tamar Valley AONB 

Cornwall and West Devon Mining Heritage - WHS 
 

Lead Members & Officers 
Cllr Robert Sampson - Lead Member for the Commercial Services 

Cllr Annabel Roberts – Lead Member for Development Management 

Helen Dobby - Group Manager, Commercial Services 

Jane Savage - Waste Commissioning Manager 

Sarah Moody - Head of Practice, Waste 

Pat Whymer - Head of Practice, Development Management 



 

Enabling homes that meet the needs of all 

Scene Setting 

Through a range of statutory and discretionary powers a number of different work streams align 
themselves to deliver this key role. We aim to prevent homelessness, maintain housing standards, 
help people to stay independent in their homes and meet housing need through a combination of 
affordable and market housing developments. 
 
Housing Affordability is a key challenge across both areas. House prices being well out of reach for 
people on average wages - the ratio of average house cost to average salaries being 10.7:1 in West 
Devon.  The Council delivers a number of interventions to improve the quality and number of homes 
to address this challenge. 
 
In West Devon, there was a total of 25,709 properties, of which 545 are second homes, 348 are 
empty, 40 are uninhabitable, 55 have been empty for less than one month and 30 empty for 2 years 
or greater. The average house price in the Borough is approximately £245,000. 
 

In the year 2017/18, the number of affordable homes in West Devon was 2401 (this includes 50 

units of extra care accommodation). In this same year, 21 affordable homes were built in West 

Devon.  

It is recognised that delivering truly affordable housing remains a challenge given house prices and 

average salaries as detailed above. 

 

Affordable Housing is defined in the National Planning Policy Framework (NPPF) as: 

Housing for sale or rent, for those whose needs are not met by the market (including housing that 

provides a subsidised route to home ownership and/or is for essential local workers); and which 

complies with one or more of four definitions relating to Affordable housing for rent, Starter Homes, 

Discounted market sales housing and Other affordable routes to home ownership. 

For full details see below, Annex 2 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file

/779764/NPPF_Feb_2019_web.pdf 

 

Legislative Framework 
In West Devon there are 412 people in housing need on the register and 88 (21%) in high housing 

need. In 17/18 there were 150 homes available and let in the Borough.(This includes sheltered 

accommodation for the elderly)  

The Council has a statutory function under the 1996 Housing Act (as amended) and the 2017 

Homeless Reduction Act to provide Homelessness Assistance, temporary housing provision and 

wherever possible prevent or relieve homelessness. The Council also must keep a housing register 

and have a clearly defined policy as to how housing is allocated in their area. 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/779764/NPPF_Feb_2019_web.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/779764/NPPF_Feb_2019_web.pdf


It is also a legal requirement of the Homelessness Act 2002 to have a Homelessness Strategy. The 

Council has a joint Homelessness Strategy 2017-2022, which produces an annual action plan which is 

agreed by Members and produced with stakeholder & partner consultation. 

 https://mg.southhams.gov.uk/documents/s3355/Appendix%201%20-

%20Homelessness%20Strategy.pdf 

The Council is a non-stockholding Authority having large scale voluntarily transferred (LSVT) the old 

stock into Housing Associations in the late 90’s. This latterly became part of the LiveWest portfolio 

which the Council retains nomination rights over. 

Using the evidence of the housing register and the strategic housing market area assessment the 

councils are able to secure the delivery of affordable houses for rent or shared ownership and the 

provision of specialist housing such as extra care. The Housing enabling team work with developers, 

Registered Providers (Housing Associations) and the planning service to negotiate and influence the 

best mix of housing based on need in the area. 

The South West Devon Joint Local Plan 

The South West Devon Joint Local Plan (JLP), which is presently awaiting adoption, is our key 

strategic planning document for housing. It sets out minimum requirements for housing across 

South Hams, West Devon and Plymouth (the Plymouth Housing Market Area).  It establishes a spatial 

strategy to guide communities and the development industry in meeting those needs through until 

2034. 

The JLP strategy and policies seek to ensure that housing is delivered where it makes the most of the 

economic, social, cultural, heritage and natural assets of the area; and to ensure settlements play 

complementary and mutually beneficial roles to meet need and support the urban and rural 

economy.  The JLP advocates a pro-active approach whereby the Councils will work together and 

with external partners to bring forward development.  The vision is for South West Devon's Towns 

and Villages to be thriving rural communities where housing meets the specific needs identified in 

the JLP and where services and facilities that meet the needs of our communities are secured. 

A key objective of the JLP Strategy is to further the resilience and self-sufficiency of communities.  

Community Housing Strategy 

Through its Community Housing Strategy, the Council is actively partnering with communities to 
deliver and build housing projects in response to demonstrable housing need. This involves buying 
land, housing design, supply chain management, project management and construction.  This 
multimillion pound housing delivery programme is funded through Council borrowing at competitive 
rates. It is also supported by the Community Housing Fund (a Government grant). 

The schemes developed through this programme are a mixture of affordable and below market 
priced properties, which remain so in perpetuity.  Some sites also include a limited number of open 
market houses to make the schemes viable. 

Improving and adapting the existing Housing Stock 
The Council has statutory functions under the Housing Act to deal with private sector properties that 

are considered to be in poor repair, non-decent and deemed to have serious hazards, this includes 

houses in multiple occupation.  

In order to support people to remain living independently, in partnership with Devon County 

Council, the Council offers grants to adapt properties through disabled facilities grants and to secure 

energy efficiency improvements. 

https://mg.southhams.gov.uk/documents/s3355/Appendix%201%20-%20Homelessness%20Strategy.pdf
https://mg.southhams.gov.uk/documents/s3355/Appendix%201%20-%20Homelessness%20Strategy.pdf
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Service Brief Summary 

Private Sector 
Renewal 

Statutory role relating to condition of the existing housing stock. 
This includes a range of enforcement powers designed to 
maintain & improve the condition of private sector housing 

Housing Advice Statutory Role in the provision of legal advice to tenants and 
landlords on a range of options 

Homelessness Statutory duty regarding the provision of emergency 
accommodation and the assistance for homeless households 

Housing Register 
 

The Council is a member of the Devon Home Choice Partnership, 
which is the common framework that exists between all 10 Devon 
Authorities to allocate and advertise social housing for rent  

Affordable 
Housing/Enabling 
 

Working with developers, Registered Providers (Housing 

Associations) and the planning service to lead, negotiate and 

secure the best mix of housing based on need in the area. 

Community Housing Actively partnering with communities to deliver and build housing 

projects in response to demonstrable housing need. 

Seamoor Lettings 
 

In-house social letting agencies, enhancing the supply of 
affordable housing through private landlords for the prevention of 
homelessness and reducing the reliance on temporary housing.   

 

Projects 

 

Project Objective Outcome 

Redevelopment of 
Springhill  

Improve by demolition 
and redevelopment of 
WD temporary 
accommodation for 
homeless households 

Reduction in B&B use, improvements of 
provision for groups with additional need (lift 
access, adapted properties, enhanced security 
for DV)  

Homeless Strategy 
Action Plan 18/19 

Statutory. Annual Action 
Plan for Members, setting 
out specific actions for 
the year to further reduce 
& prevent homelessness 

Increase in Homeless prevention and reduction 
in temporary accommodation by increased 
activity 

Rough Sleeper 
Action Plan 

Government target 
around halving rough 
sleepers by 2022 and a 
commitment that no one 
needs to rough sleep by 
2027 

Zero rough sleeper Counts in both areas.  

JLP Allocation 
Delivery 

Working with developers, 
and other stakeholders, 
to secure optimum 
delivery of allocated sites 

Sustainable development and communities. 

Community 
Housing 

Improving the 
affordability of homes in 
West Devon 

Delivering low cost sustainable homes 



 

KPIs 

KPI Target National Benchmark 

Affordable homes delivered In line with JLP – figs to 
follow 

 

Total homes delivered In line with JLP – figs to 
follow 

 

Community housing 

initiatives  

 

29 units over 5 years None 

Homelessness prevention 

20% increase in number of 

preventions 

 

2017/18  
322 
 

None 

Temporary accommodation  
15% reduction in Pay 
nightly/Bed & Breakfast 
accommodation 

2017/18  
WD 3187 Nights(need 
verifying)  
YTD 18/19 2277 

No national Benchmark. Unlawful to 
use B&B for families for longer than 6 
weeks unless it is an emergency. 

 

 

Stakeholders and Partners 

Registered providers 

Landowners 

Developers  

Devon Home Choice partners  

Neighbouring Local Authorities  

Homes England  

Community Land Trusts  

Neighbourhood planning groups  

Parish & Town Councils  

DHCLG 

Devon County Council. 

 

Lead Members & Officers 

Lead Member for Health & Wellbeing  

Lead Member of Strategic Planning & Housing  

Lead Member for Environment & Assets  

Lead Member for Customer First  

Head of Housing, Revenues and Benefit Practice Isabel Blake 

Head of Place Making Practice, Thomas Jones 

Specialist Place Making, Alex Rehaag 

Head of Environmental Health and Licensing Practice Ian Luscombe 

Head of Assets Practice, Chris Brook 

  



 

Supporting positive, safe and healthy lifestyles and helping those 

most in need 

Scene Setting 

The Council recognises the vital role it plays in supporting positive, safe and healthy lifestyles and 
helping those most in need. Health, as defined by the World Health Organization, is "a state of 
complete physical, mental and social wellbeing and not merely the absence of disease or infirmity." 
 

The wider determinants of health, also known as social determinants, are a diverse range of social, 
economic and environmental factors which impact on people’s health. The Council is well placed to 
influence many of the wider determinates such as housing conditions, the built and natural 
environment, the economy and vulnerability. 
 

Legislative Framework 
The main statutory duties for Public Health for Local Authorities are conferred by the Health and 
Social Care Act 2012 making County Council’s responsible for improving the health of their local 
population. This Act also introduced Health and Wellbeing Boards of which both councils are 
members. The Health and Wellbeing Boards http://www.devonhealthandwellbeing.org.uk/board/ 
function is to improve health and wellbeing, reduce Health Inequalities and promote integration of 
services.  
 

Whilst many of the primary statutory functions sit with the County Council for health & wellbeing, 
there are many functions carried out by the District Councils that reduce or prevent the need for 
significant interventions at a later stage (e.g. disabled facilities grants, moves to more suitable 
housing, advice on damp, mould or pests). Where possible the Council should adopt a preventative 
approach, this often means carrying out discretionary health promotion activity alongside statutory 
activity. 
 

The Council recognises that there are a number of policies that are related to its wellbeing priority, 
all have the purpose of protecting and improving public health. These are listed next to the service 
offerings below. 
 

Improving the health and wellbeing of our communities is central to our service delivery. To achieve 
this we must work in partnership with other stakeholders to be able to deliver interventions in a co-
ordinated and efficient manner.  
 
The Council also recognises the need to focus on the health and wellbeing of its staff to enable and 
support them to deliver wellbeing interventions in the communities. 
 
What we don’t do 
Our only duties under children and adult social care, is a duty to refer. We also do not deal with 
street lighting, roads or consumer rights issues. Health and Safety regulatory duty relates only to 
certain premises e.g. offices, shops, warehouses etc. 

http://www.devonhealthandwellbeing.org.uk/board/
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Service Brief Summary 

Safeguarding The Council has statutory responsibilities under both the Childrens 
Act & the Care Act and is committed to embedding a culture that 
safeguarding is everyone’s responsibility across the organisation.  
Safeguarding policy and relevant website pages 
http://is.swdevon.lan/self-serve/safeguarding-vulnerable-children-
and-adults-information-for-staff/ 

Community 
Safety 
Partnership 

The Community Safety Partnership is a statutory group comprising 
numerous partners e.g. Police, DCC, that set an annual work plan to 
address community safety issues based upon regional and local 
intelligence. 

Food Hygiene This is a statutory requirement to carry out food safety interventions 
in food premises with the aim of improving food hygiene standards 
and preventing food related infections. 

Health & Safety 
in commercial 
premises 

This is a statutory requirement to carry out interventions focussed on 
high risk activity identified by local and national intelligence 

Emergency 
Planning  

This is a statutory requirement to plan for, response to and recover 
from major incidents 

Licensing Statutory duty to licence a range of activities to protect the public.  
Link to list of licenses e.g. taxi, gambling, animal licensing, etc. 

Environmental 
Protection 

Statutory duty to deal with incidents of statutory nuisance and 
pollution incidents using various legislative powers. The Council also 
uses a contractor to provide a pest control service for domestic 
properties. 

Air Quality Statutory duty to measure and assess air quality within both Council 
areas. 

Internal Health 
& Safety  

To protect and improve the health, safety and wellbeing of staff and 
underpinned by the internal Health & Wellbeing Strategy. 
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Service Brief Summary 

Leisure Provision We provide 2 leisure centres managed by our leisure contractor – 
Fusion Lifestyle. The contract includes sport and community 
development activities. We help support this through an Active 
Network with local partners i.e. Active Devon, Governing Bodies of 
Sport, Schools and Clubs. We provide strategic Leisure Planning Policy 
through the delivery and management of a Playing Pitch Strategy and 
a Joint Sports and Leisure Facility Plan with Plymouth City Council. 

Targeted public 
health 
interventions 
 

This can include various topics i.e. suicide prevention, dementia and 
also long term ill health such as heart disease and infection control.  
Interventions can be specific to an issue or carried out as part of 
wider service e.g. food inspections.  These interventions are delivered 
alongside a number of statutory requirements including food safety 
and health and safety inspections, the Community Safety Partnership 
work plan and as part of partnership working with Devon County 
(through Regulatory Reform Act funding) and the volunteer sector 

Junior Life Skills 
Schools projects 

Annual event with partners delivering life skill learning to primary 
school children. 

http://is.swdevon.lan/self-serve/safeguarding-vulnerable-children-and-adults-information-for-staff/
http://is.swdevon.lan/self-serve/safeguarding-vulnerable-children-and-adults-information-for-staff/
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Service  Brief Summary 

Housing Benefit A benefit payment to assist those on low incomes to pay their 
rent. Will be replaced over a gradual transition to Universal Credit 
for working age people. 
https://www.westdevon.gov.uk/article/455/Your-Benefits 

Housing Advice 
 

A statutory package of support and advice tailored to the needs of 
the individual presenting with a range of issues from domestic 
violence, affordability, debt, landlord harassment or parental 
eviction. 

Council Tax 
Support 

Council Tax Support replaces Council Tax Benefit and is a means 
tested benefit to assist those on the lowest incomes to pay their 
council tax.  The Council is about to make a decision on a complete 
change to this scheme which really supports the most vulnerable 
residents 

Money Advice A third party provider, experts in money advice have been 
commissioned for 2 years to provide specialist money advice to 
those at risk of homelessness. It will look at debt and income 
maximisation 

Private Sector 
Housing 
Standards/Loans 

Statutory duty to improve standards in living accommodation 
including HMO’s and residential caravans. 

Better Care Fund The Council is responsible for the processing of Disabled Facilities 
Grant applications through to completion using Better Care 
Funding.  As well as numerous initiatives that the Council 
promotes with partners to reduce fuel poverty by grant funding 
energy efficiency measures. 

Assisted collection We provide a free assisted collection service for residents who 
need help taking their recycling, garden waste and household 
refuse to the collection vehicle. 

Accessible 
offices/information 
 

To review practices and accommodation to ensure they are 
accessible to all e.g. dementia friendly and where necessary use 
our mobile locality officers to meet customers in their homes. 

 

Projects 

Projects under the wellbeing theme are as follows: 

Project Brief Summary 

Council tax reduction 
scheme 
 

To transform our existing scheme in light of welfare reform to 
better support our most vulnerable tenants. 

Roll out of safeguarding for 

Member development 

To embed safeguarding throughout the organisation. 

Lifton gas pipeline 

connection scheme 

To introduce mains gas into an area affected by fuel poverty and to 
provide financial assistance to 200 properties to purchase mains 
gas connections and heating systems. 
 

https://www.westdevon.gov.uk/article/455/Your-Benefits


KPIs 

KPI Target National Benchmark 

15% reduction in pay 
nightly temporary 
accommodation 

3,187 total number of nights 
(17/18) 

It is unlawful to use B&B for families 
for longer than 6 weeks unless it is an 
emergency. 

A reduction in 
households in high 
housing need on the 
housing register, 
through effective 
solutions to their 
housing issues (DFG’s, 
targeted moves, 
substandard 
accommodation, 
homeless prevention, 
Seamoor Lettings) 

As of 16th January 2019 90 
households in Band A&B DHC) 

Unsure of a target around the 
reduction of the register monitor/ 
watching brief 

Food safety 85% with a hygiene rating of 5 

stars 

None 

Disabled Facility 
Grants  

Process 100% applications 
within timeframe 

None 

Top Quartile for 
benefit processing 
times 

Figures for Dec 2018 

New Claims 9.23 days 

Change of Circumstances 4.24 
days 

National Benchmark for top Quartile 
is 11 days for New Claims  and 4 for 
change of circumstances 

Leisure Centres Increased participation at 
council owned leisure centres 

None 

 

Stakeholders and Partners 
West Devon & South Hams Homeless Forum (Annually) 

Devon & Cornwall Housing Options Partnership (Bi monthly) 

Devon & Cornwall Rough Sleeper Partnership (Quarterly) 

Devon Housing Benefit Officers Group 

DWP, CAB, Homemaker, Registered Providers 

 

Lead Members & Officers 
Head of Environmental Health and Licensing Practice Ian Luscombe,  

Head of Housing, Revenues and Benefit Practice Isabel Blake 

Lead Members for Health and Wellbeing (West Devon) and Customer First (South Hams)  

Chair of Licensing Committee South Hams and West Devon 

 

 

 

 


