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Introduction

£3.9m

annual workforce
saving

The financial year 2018/19 has been the year the
Government reduced our core funding to zero. This
has provided a significant challenge for the Council
20 year
to continue to deliver our full range of services and
meet the needs of our communities, reliant only on
Joint Local Plan
any income we can generate and a small percentage
adopted
of Council tax (9%) and 6% of Business rates raised in
the area. We have continued our relentless pursuit of
trying to find more eﬃcient ways of providing services
whilst, at the same time, making it easier for people to do
business with us.

£3m

We continue to work closely with West Devon
Borough Council and share a single workforce. This
arrangement generates an ongoing annual saving
of £3.9m for South Hams.
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As the Local Planning Authority we have a key
role to play in setting the local strategy for
development in our area. A major success for us this
year has been the adoption of the Joint Local Plan
which sets out a comprehensive 20 year plan for
the South Hams, West Devon and Plymouth.
A key project this year has been the successful
awarding of a new multi million pound contract
for recycling, waste collection and street cleansing
services. Our new partnership with FCC is effective from
April 2019 and will save us around £3 million during the
lifetime of the contract. It will also allow us to recycle
a much wider range of items from September 2020.
In November 2018 the Local Government Association
led a Peer Review of the Council and our joint
arrangements with West Devon Borough Council.
The team comprising of Councillors and senior
officers from other Councils reviewed our financial
plans, governance, leadership and capacity to deliver
services. Their report was very positive about our
plans and progress to date and provided a number
of recommendations for the Council to implement.
The Council adopted a new commercial strategy in
the autumn of 2018 and has been actively pursuing

saved on waste
opportunities to develop
our assets in the area or
contract
acquire new assets with
the dual aims of providing
economic benefit as well as a
revenue return to the Council.
We continue to play a significant role in our region,
working with other local authorities and partners
through the Heart of the South West Joint Committee,
with the Local Enterprise Partnership and agencies
such as Homes England to improve infrastructure,
facilitate economic growth and support the building
of affordable housing in our area.cal authorities and
partners through the Heart of the South West Joint
Committee, with the Local Enterprise Partnership
and agencies such as Homes England to improve
infrastructure, facilitate economic growth and support
the building of affordable housing in our area.

Cllr John Tucker
Leader of the Council

Sophie Hosking
Chief Executive
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South Hams District Council plans to spend £38.1m
(gross) on providing services for 2019/20. A total of
£31.8m of this amount comes from the income we
receive from grants, fees and charges. Therefore the
amount of council tax we need to collect is £6.3m.
This year the Council has increased council tax by
£5 from £160.42 in 2018/19. This means that the
cost of South Hams services for an average band D
property will be £165.42 for 2019/20. The Council
has committed to protecting front line services
where possible.

How your Council Tax is spent
9% South Hams District Council

11% Police and Crime
Commissioner for
Devon and Cornwall
for: law and order and
crime reduction

5% Devon and Somerset

Fire and Rescue Authority
for: fire prevention,
fire and rescue

3% Town and
Parish Councils

for: local amenities

for: refuse collection and kerbside
recycling, housing, planning,
street cleaning, leisure
67% Devon

County Council

for: education, roads,
care for the elderly
and disabled, child
protection, public
health, libraries,
recycling centres and
waste disposal

5% Devon County Council - additional precept to fund adult social care
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2018/19

£38.1m

£45.3m

Total gross
budget

Total gross
budget

714

1,181

4,757

961

998

4,450

(compared to
last year)
All figures are gross (£000),
the total amount we spend

21,662

28,232

2019/20

10,009

The Council has set a net balanced
budget of £8.83 million (19/20). This
is the second year running that the
Council will receive no Government
Grant funding (Revenue Support
Grant) and the Council will need
to be self-financing. The Council is
progressing options of how it can
generate its own income through
Invest to Earn initiatives.

The Council’s
spending plans
for 2018/19
and 2019/20

10,442

Finance

£

Commercial
Services 1

Customer
First 2

Strategy and
Commissioning

Support
Services

Contributions
from reserves

1

Includes Recycling & Waste Resource, Public Conveniences, Car Parks, Transport & Harbours

2

Includes Housing, Planning, Environmental Health, Leisure Centres and the
administration of Council Tax, Business Rates and Benefits

Financial performance for the year
to 31st March 2019
The 2018/19 net budget for South Hams was
£8.98 million, but the actual spend for the year is
forecast to be slightly below this figure, therefore
essentially being a break-even position. The
Council’s Unearmarked Reserves will stand at £1.9
million. The Council’s financial strategy recognises
the need to maintain these reserves to provide
stability for both medium and longer term financial
planning and to provide a contingency against
unforeseen events. Maintaining a level of reserves
also protects against the volatility of some income
and expenditure budgets which can be dependent
on economic conditions, the weather and tourism.
The Council continues to share staff with West
Devon Borough Council. Over the last two years,
South Hams District Council has generated
ongoing annual savings of £3.9 million from a
joint Transformation Programme (T18) and sharing
services with West Devon Borough Council. The
Councils’ shared workforce has been reduced by
30% through the T18 Programme and processes
have been redesigned around the customer. The
radical programme has changed how the Councils’
work, to deliver more efficiencies and to retain the
Councils’ front line services.

3

What your Council Tax
money goes towards
and who is responsible

Street Name
& Numbering

Traffic
Signs

Street
Lamps

Memorial Trees
and Bench Scheme
If the memorial is on a
coastal path contact
the National Trust

South Hams District Council

Town and Parish Council

Devon County Council (DCC)

Police and Crime Commissioner

STOP

Street Name

Litter

Street Litter
Bins

Stray Dogs

South Hams District Council
Below is a street scene showing the key services
provided by South Hams District Council.

In the case of
lost cats and
aggressive dogs
contact
Police 101

Some may
be owned
by Town or
Parish Councils

Bottle Banks

Tree Preservation

www.southhams.gov.uk

Devon County Council
Here are some of the Devon County Council services
which are often mistaken with the services provided
by South Hams.
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www.devon.gov.uk
BOTTLE

Litter

Town and Parish Council
To find out services from your Town and Parish Council,
contact your local clerk ...

Abandoned Vehicles
on Public Roads and
Council Owned Land

www.southhams.gov.uk/contactyourparishclerk

Devon and Somerset
Fire and Rescue

Leisure Centres
If you have
any issues go
direct to the
relevant Leisure
Centre.

Trip Hazards

Building Maintenance Service

Services provided by DSFR can be found at...

www.dsfr.gov.uk

Police and Crime Commissioner
For services provided by the Police use the
Ask Ned function...

NO

Council Owned
Land and Property

Y!!
ENTR

Local Land
Charge Services

www.devon-cornwall.police.uk/askned
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FOR SALE

Council Tax

Fly Tipping,
Enforcement
and Clearance on
Council Land

Business Support

Business Rates

Food Hygiene
Inspections
and Complaints Commercial Waste

Flood Protection

PUB
Food
Inspector
Food

30

Recycling and
Refuse Collections

Pest Control
Pests: Wasps/Hornet
nests in schools contact DCC

Affordable
Housing

We can also collect
your Health Care Waste
such as used needles

Housing
Benefits

We Own and Rent
Out Commercial
Property

Licensing Authority
for Businesses such
as Pubs, Restaurants
and Zoos

Dog Fouling
and Dog Bins

Roads and Transport

Play Parks on
Council Land

New bin requests
should be reported
Pedlars
Street Licence
Traders - Police to your Town or
Parish Council
(Pedlars Licence) Police

Underground Heritage
Preservation

Grass Verges
and Weeds

On Street Parking

Heritage Preservation Traffic Lights

Council Owned
Car Parks

5
30

Taxi

SOUTH HAMS SCHOOL

(Litter)
Street Cleaning

School Services

FINE

J96K

Road Sweepers
(Leaves and Debris)

Bollards

Elections

Public Toilets

Blocked Drains

A number are opened by
Town/Parish Councils

For Litter and Spillages on
Major Roads contact DCC

Homelessness,
Housing Advice and
the Housing Register

Taxi Licensing

Events Licensing

CCTV Roads
and Transport

Community Safety

Cleaning leaves and
odour - contact DCC
For overflowing drains
contact South West Water

Coastal Flooding
and Erosion
Protection

Beaches

PARTY

FERRY
BOARDING
Planning
Application

Litter

Air Quality
Monitoring
and Reporting

Planning Permission
Enforcement, Advice
and Planning for the Future

Disabled Facilities
Grants

Potholes

Initial assessment by
DCC Care Direct
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Looking After Council Owned
Parks and Open Spaces
The main cemeteries are dealt
with by Town and Parish Councils

Dartmouth
Lower Ferry

Salcombe
Harbour

Organisational Effectiveness
In addition to the Local Government Association
Peer Review, this year saw the Council commission
the Institute of Customer Service to undertake a
customer satisfaction survey. The results compared
us against public and private sector organisations
giving valuable information about what our
customer think about how we deliver our services
and more importantly, how we can improve them.
All staff attended a workshop looking at how
everyone can make ‘a positive impact’ in delivering
our services to the communities we serve. The
use of social media is becoming an increasingly
important method of informing customers of
service changes, which, along with continued
investment in simple to use IT systems, has enabled
us to continue to reduce timescales for the delivery
of almost all our services. As we deliver more
services to our customers’ expectations, we have
continued to see a significant reduction in call
volumes, since the end of March 2017.
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Our Workforce
South Hams District Council and West Devon Borough
Council directly employ 444 full time equivalent staff
to deliver shared services. The current workforce
will significantly reduce following the TUPE transfer
of employees on 1 April 2019 as a consequence of
awarding the new Waste contract. 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 and an online staff appraisal
system ensures staff are up to speed with Council
priorities; and able to evidence their achievements
and identify any training needs. Both Councils are
committed to providing opportunities to young
people and currently have 5 apprentices.

Audit Assurance
The Council has a number of measures in place
to assess its 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.
External audit was provided by KPMG who in 2018
reported that they were satisfied that in all significant
respects the Council has put in place proper
arrangements to secure economy, efficiency, and
effectiveness in its use of resources.

Risk Management
There is a culture of risk ownership and management
throughout the Council throughout 2018/19 particular
focus has been given to health and safety and
information security. Risks are logged centrally and
are updated regularly. For each risk, the uncertainties
are identified, along with the consequences,
likelihood of occurrence and strategic impacts that
would result. The Council’s Senior Leadership Team
review the corporate risk log monthly and updates
are reported to Elected Members via the Audit
Committee on a biannual basis. Elected Members
also have the opportunity to raise concerns with the
mitigating actions being taken by officers and can
suggest new risks for consideration.

Governance
The Council has a Governance Framework which
comprises the systems, processes, culture and values
under which they operate. This is in place to ensure
transparent decision making and proper use of public
funds and is reported on annually through the Annual
Governance Statement. In addition to the controls and
procedures mentioned above, the Council’s primary
governance documents are set out in the Constitution
(for example, Contract Procedure Rules, Financial
Procedure Rules and Codes of Governance). The
Constitution is reviewed annually and adopted at the
Annual Meeting for the forthcoming year. The Council
has a Report Monitoring process in which all reports are
checked against the principles of clarity, fairness, legality,
and financial regularity and soundness. The Statutory
Officers’ Panel (comprising the Councils’ key governance
officers) carries out a rolling review of the Council’s
governance and regulatory frameworks to ensure that
they are kept updated, relevant and effective.
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Performance 2018/19
2.7

million

individual
household
waste
collections
per annum

486
2,100

play park
inspections

Community
Grant
Funding

92
£253,000

2,433

planning applications
processed

567

TONNES

household
recycling
collected

events supported

118,496

£540,600
Disabled facility
grants awarded

people
registered
to vote

fly tips
investigated

397,104

520

households
where
homelessness
was prevented

Online
transactions
increased by
10,000 to 55,000
transactions

542 tree
inspections

affordable
homes
delivered in
partnership

7

67,840

53

201

planning
enforcement
investigations

69

calls handled

Listed building
consents issued

food inspections

18,000

55,000

online
transactions

Housing
benefit claims
processing times
8.5 days faster
than the national
target

passengers and vehicles
carried on Dartmouth
Lower Ferry

171

abandoned vehicles
investigated

Missed waste
collections equate
to 177 in every
100,000

P 2,519

parking permits
issued

To track the Council’s progress throughout the year visit
www.southhams.gov.uk

Non major
planning
determinations
delivered on
time 87%

Search for Councillors and Committees, Overview & Scrutiny Panel.

For a list of council services visit
www.southhams.gov.uk
Click on the View all our services link on the home page.
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Call volume
decreased by
27,000 calls

Strategies & Plans
The Council has a number of strategic documents and plans that guide its
approach to achieving its vision to serve local communities and ensure that it
remains financially sustainable.
Council’s Corporate
Corporate Strategy
The Council’s Corporate Strategy is
guided by six corporate themes which are
shown in the image alongside this text.
Achievements against these themes can
be found on pages 9-13 of this report.

Joint Local Plan

COUNCIL

Delivering
efficient and
effective services

Strategy Themes
COMMUNITIES

Council and residents
working together to
create strong and
empowered communities

HOMES
Enabling homes
that meet the
needs of all

ENTERPRISE

ENVIRONMENT
Protecting, conserving
and enhancing our
built and natural
environment

Creating places for
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A key responsibility of the Council is to
enterprise to thrive
WELLBEING
and business to grow
maintain an up to date development plan.
Supporting positive,
The Joint Local Plan, prepared in conjunction
safe and healthy
lifestyles and helping
with West Devon and Plymouth Councils sets out
those most in need
a strategy and detailed policies that establish a
framework to steer housing and employment
development to the most sustainable locations and
strategy. It sets out the strategic intention for all
to guide decisions on planning applications.
of the different strands of funding available to the
On 26 March 2019 the Plymouth and South West
Devon Joint Local Plan was formally adopted. The Plan
had been subject to examination by two independent
Inspectors appointed by the Secretary of State.
The adopted Plan which sets out a comprehensive
20 year strategy, meeting needs for homes, jobs,
shopping and leisure needs in full. The Plan also
guides development to locations in accordance with
a sustainable development framework, based on a
sound understanding of the precious natural resources
of the Thriving Towns and Villages, including a full
set of site allocation policies and also incorporating
a full set of development management policies.
The next stage is to deliver against the plans
aspirations through the new governance
framework and associated joint working
arrangements between the delivery partners.

Medium Term Financial Strategy
In September 2018, Council approved the Medium
Term Financial Strategy which looks at financial
planning and management over a five year

Council. The Council can now rely on this to inform
future decisions. This also helps us to develop a
sustainable budget over the medium term and will
be reviewed annually. It incorporates keyfactors
such as changes in Government funding, our
spending plans, and the levels of savings we need to
make to achieve a balanced budget.

The Asset Management Plan
Sets out the strategic direction for the Council
both as a land owner and with respect to its asset
portfolio. It is essential to have a long term plan, to
facilitate day to day operational decisions. The key
points of the plan are to:
commence a limited programme of residential
development
grow the existing commercial portfolio of small
starter units
facilitate community use of assets if appropriate
dispose of underperforming and nonstrategic
assets for re-investment
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Achievements 2018/19
COUNCIL

Delivering eﬃcient and effective services

Action

18/19 Progress

Customer Service

Joined the renowned Institute of Customer Service to benchmark Council service
against market leaders. Stopped accepting cash and cheque payments, enabling
more staff to be deployed on phone answering, which in turn has helped
significantly reduce call-waiting times for customers. We have continued to focus
on ‘getting it right first time’ and proactively keeping customers informed, both
of which have helped to reduce call volumes. We have piloted web chat and will
be looking at how we can expand this in 2019/20.

Value for Money

Deployed resources to achieve planned and sustainable outcomes for taxpayers
and local people. Approved a net budget for 2019/20 which includes proposals
for savings and additional income of £1.07 million, including significant annual
savings from April 2019 from the procurement of the Council’s waste collection,
recycling and cleansing services. As part of the budget setting process for
2019/20, the Council has agreed to reduce funding or seek efficiencies to ensure
statutory delivery outcomes are prioritised.

Lobbying

Participated in a number of consultations during the year, including business
rate retention reform, the Fair Funding Review, the 2019/20 Local Government
Finance Settlement and the Local Authority Financial Resilience Index. The
Council was accepted as one of only 10 new business rate retention pilots in
England for 2018/19. The Council has also been working with the Rural Services
Network to lobby central government on the higher cost of delivering rural
services.

Investment

The Council has taken a commercial approach and has been pro-active in
addressing economic regeneration in times of financial austerity. A commercial
property acquisition strategy has been approved by the Council, which includes
in-area development and investment within the South Hams, all capped within a
borrowing limit of £60 million.

55,000

118,496

online
transactions

calls handled
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£3.9

million

67,840
people
registered
to vote

annual saving by
working with
West Devon
Borough Council
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COMMUNITIES

10

Council and residents working together
to create strong empowered communities

Action

18/19 Progress

Sustainable Community
Locality Fund

Councillors awarded £109,377 to 160+ projects in their communities - including
life saving and safety equipment, sporting equipment and community events.

Communities
Together Funding

£74,929 given to over 25 projects including village hall improvements, lifesaving
equipment, cycle paths, play equipment, community workshops and classes.

Pocket Park Scheme

Working with the local communities, secured £69,000 of Pocket Park Scheme
funding, for open space improvement and refurbishment of three play parks,
one gardening for health project and a footpath improvement project.

Seamoor Community
Lotto

Council led lottery in partnership with West Devon Borough Council and
Gatherwell Ltd. Over 90 local, good causes signed up to receive funds.

Community Asset
Transfers

Completion of a number of freehold transfers including a large area of open space
and public toilet assets transferring to Dartmouth Town Council in July. Other
transfers include Stoke Gabriel, with good progress being made on the transfer of a
number of public conveniences across the District, which should complete in 2019.

Neighbourhood Plans

Launched a dedicated website www.neighbourhoodplanning.swdevon.gov.uk
providing detailed information on plans that are already in progress and guidance
for community groups thinking of starting a plan. 5 plans made in 2018/19.

HOMES

Enabling homes that meet
the needs of all

Action

18/19 Progress

Affordable housing

69 homes completed in the following locations Dartington, Sparkwell, Ivybridge,
Blackawton and Modbury. Funding in place for Transition Homes Totnes to help
with the construction of 23 affordable homes. Construction underway on sites
to provide affordable 15 homes in Stoke Gabriel, 32 homes at Great Court Farm
Totnes, 44 homes in Ivybridge, 4 in Diptford, 17 in Marlborough. Equating to a
further 112 affordable homes in the District.

Disabled facility
grants

Awarded over £540,600 to 107 projects to facilitate independent living through
adaptation of homes including level shower access, stair lifts and ramps.

Community Housing
Initiative

£1.88m Community Housing Fund targeting homes for those with local connection
where the cost of market housing is beyond their reach. Planning applications have
been lodged at two sites (17 and 13 homes respectively). Construction planned to
start during Summer 2019 with completion mid 2020. Further 3 projects identified
for construction during 2020 and a pipeline of other prospects under review.

Sherford

During the year 400+ homes had been commenced across the site, and 227
residents had moved in to the development. The primary school opened in
September, and there are now 89 pupils enrolled with the school.

SeaMoor Lettings

Continued growth of the Council’s in house letting agency, managing 37 homes
for private landlords to local people at affordable rents.
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ENVIRONMENT

Protecting, conserving and enhancing
our built and natural environment

Action

18/19 Progress

Joint Local Plan

On 26 March 2019 the Plymouth and South West Devon Joint Local Plan
was formally adopted. The Plan had been subject to examination by two
independent Inspectors appointed by the Secretary of State. The Joint Local Plan
is only the third joint plan in the country to include strategic and local policies,
the first to include a major English city and its neighbouring Councils, and has
been prepared in the shortest time of any joint plan in the country.

Waste and Recycling

Successfully awarded a new multi million pound contract for recycling, waste
and street cleansing services. Achieving savings of around £3 million during the
lifetime of the contract and improving our environmental impact. This is a brave
new step for the Council which has provided these services through the Council’s
own workforce for many years. The decision was made following a very intensive
and thorough tendering process lasting almost two years. This included robust
market testing giving full consideration to every single element of the current
services to ensure best value and best quality for residents. The Council listened
to what residents wanted i.e. more items being recycled and a continued focus
on keeping the beautiful district clean.

Coastal Repair
Programme

Completion of Kingsbridge Estuary Wall rebuilt on time and on budget,
protecting the car park, public realm and marine environment.

South Hams Beaches

All twelve of the South Hams Council owned beaches have achieved excellent or
good ratings from DEFRA.

£3

26 March 2019

12

Awarded a new high
million
All South Hams Council
Plymouth & South West performing waste,
owned beaches rated
savings during
Devon Joint Local Plan recycling and street
good or excellent
cleaning contract lifetime of contract
was adopted

PUB
Food
Inspector

30
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Food

11

ENTERPRISE

12

Creating places for enterprise to thrive
and business to grow

Action

18/19 Progress

South Devon Coastal
Local Action Group

£588,693 funding awarded in the past 12 months to 20 projects which are
expected to generate 37.0 FTE jobs. Projects include new manufacturing units,
premises expansion, farm modernisation and equipment investment and
business expansion. To date, 16.0 FTE jobs have been created in the South
Hams through this fund, employing local people. In recognition of the good
management of this fund and the volume of high quality projects in the South
Devon Coastal area, additional funding of £212,000 was awarded by Defra to
extend the programme during 2018/19.

Greater Dartmoor
Local Action Group

£64,467 awarded in the past 12 months to 3 projects which are expected to
generate 1.7 FTE jobs. Projects include farm modernisation and new business
start up. To date, 13.7 FTE jobs have been created in the South Hams through this
fund, employing local people. In recognition of the good management of this
fund and the volume of high quality projects in the Greater Dartmoor LEAF area,
additional funding of £264,000 was awarded by Defra to extend the programme
during 2018/19.

Business Support

Funded a business support package which has delivered advice to 88 local
businesses, hosted 26 workshops and assisted businesses to recruit 89
employees.

New business units

Construction of 4 new units at Ermington underway, creating approximately
400m2 of employment space.

Council owned
premises

Achieved an average of 89% occupancy rate for all Council owned employment
premises.

Sherford Training &
Skills

Contract awarded for the continuation of a Skills Coordinator at Sherford to
increase apprenticeships, training and employment opportunities for local
people.

£64,467

awarded to 3 projects
in the past 12 months

89%

used
workshops
and theatre
performances
to raise
awareness in
secondary
schools

£588,693

4

new units

under construction
at Ermington

awarded to 20 projects
in the past 12 months

Occupancy rate
for all Council owned employment premises
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WELLBEING

Supporting positive, safe and healthy lifestyles
and helping those most in need

Action

18/19 Progress

Community Safety
Partnership

Facilitated training on safeguarding to 94% taxi drivers. Continued to work
with local secondary schools through workshops and theatre performances to
address and raise awareness of community safety including drugs, Prevent and
missing episodes linked to exploitation. Responded to youth gang activity and
used Public Space Protection Orders to decrease anti-social behaviour.

Junior Life Skills

Worked with 5 partners including the Police, RNLI, Fire Service and Western
Power Distribution to present workshops to nearly 800 year 6 students on safety,
wellbeing and responsible citizenship.

Refugees

Continued to support families housed as part of the Syrian Resettlement
scheme. Families have settled well and are continuing to thrive including
two families who felt confident enough to seek and move to alternate, larger
accommodation, independently.

Leisure Centres

Capital improvements completed at Dartmouth, Kingsbridge and a first phase at
Totnes. In Ivybridge the dryside works have been completed and the new indoor
swimming pool will be completed later in 2019. In addition phase 2 works at
Totnes will start at the end of 2019. Total investment when all works are complete
will be in the region of £8 million. Although overall usage slightly decreased
to 456,505 visits, total memberships increased to 3,854, plus 1,914 swim school
memberships.

Leisure Centres
Capital improvements
completed at Dartmouth,
Kingsbridge and a first
phase at Totnes

456,505
visits

£8m

3,854

includes

Memberships

1,914

total investment when all
works are complete

swim school
memberships

Junior Life Skills
worked with

5 partners
to present
workshops to

800

year 6
students
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on safety,
wellbeing and
responsible
citizenship
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Next Steps 2019-20
The Council has a proud tradition of innovation, we will continue to strive
to achieve this whilst implementing the peer review recommendations,
the customer satisfaction improvement plan and of course working with
local communities to deliver against the Council’s key corporate themes.

Acting on the Peer Review
As a result of the Peer Review report, we shall
be reviewing the Council’s Senior Management
structure to ensure that there is strategic capacity
and direction to enable the Council to plan
effectively for and deliver its aspirations into the
medium term whilst at the same time generating
longer-term savings. Staff will be working with
newly elected Councillors to strengthen the
Council’s political governance arrangements.
We shall build on the successes of the joint
procurement for waste services and the creation
of a joint strategic planning team and to continue
joint working with West Devon Borough Council.

HOMES

The overall benchmarking score.
Getting it ‘right first time’.
And ‘keeping customers informed’.
We shall do this by implementing service standards
across the majority of our services. When customers
contact us they will be advised of what they can expect
to receive and by when. We will capture customers
feedback and use this to drive service improvements.
For major services we will look to provide on our
website, how we are doing in meeting these standards,

UNCIL
CO

ERPRIS
NT

ONME
VIR

NT

UN
MM ITI

There will be a relentless focus on improving
customer satisfaction ahead of a follow-up
satisfaction survey in 2019. We have set clear
targets and aim to improve the Councils score in
3 key measures;

E

ELLBEING

ES

W

CO
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Customer Satisfaction

EN

Following the local elections in May 2019, the
Council will embark on a thorough induction
programme for newly elected Councillors.
Induction will cover in detail the services offered
by the Council, the Corporate Strategy and the
financial and legislative challenges to be faced in
2019/20 and beyond. The Council’s new Corporate
Strategy Themes will be key in enabling the Council
to deliver on its aspiration to ‘make a positive
impact on the lives of local people by providing
valued and easy to use services’.

We shall continue to ensure there is an organisational
focus on achieving financial sustainability and develop
new income streams to support the Council’s budget.
We will continue to develop our existing partnerships
and create new ones, to improve our support to
individuals and communities, ensuring that we offer
joined up, cost effective services so that our customers
and communities have a clear understanding of where
they can get guidance and support.

E

Newly elected Council
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alongside feedback from our customers. When we
look at service changes or new services, we will
involve customers to ensure that we understand
the ‘customer experience’ from their first contact
with us through to delivery.
As technology continues to develop, we will
evaluate automation and artificial intelligence
type solutions to see if they can improve our
delivery or customer experience. We will continue
to proactively market our online service offerings
so that we reduce demand for services over the
telephone and face to face. We will then use this
extra staff capacity to provide support to those
customers with no or limited access to digital
channels and to manage complex enquiries or
problems.

Working with communities
We will continue our work with Town and Parish
Councils and Neighbourhood Planning Groups
to prepare Town Centre Strategies. These will
identify priorities and provide the basis for coordinated action to ensure the role town centres
play in meeting the needs of communities and their
hinterland are maintained and enhanced.
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Our financial future
The Council continues to face considerable
financial challenges as a result of uncertainty in the
wider economy and constraints on public sector
spending. The Council is still facing a forecast
budget gap of £470,000 for 2020 onwards. The
Council has had a 39.5% reduction in Government
funding over the last four years, with no main
Government Grant now being received (Revenue
Support Grant has been reduced to Nil). This means
that the Council needs to generate additional
income to be able to carry on delivering our current
range of services.
The Council will continue to implement proposals
to meet this financial challenge; these will include
progressing investment opportunities and income
generating services as well as identifying further
efficiencies to reduce costs for the benefit of our
community, finding smarter ways of doing things
and making our assets work better for us in order to
balance the budget next year.
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