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Independent Assessment Rates MHDC as Performing Well
 

‘Malvern Hills District Council performs well’ – that’s the feedback from a recent independent assessment carried out by the Audit Commission. 
 

The assessment, carried out earlier this year is part of a new programme called the Comprehensive Area Assessment (CAA), which was designed to see how well public organisations are serving their local residents. Replacing the old Comprehensive Performance Assessment (CPA), the CAA is much more impact and outcomes focused, but also takes into account the performance of an organisation, together with their use of resources, business record and use of finances. 
 

Malvern Hills District Council was rated as performing well in nearly all areas, and feedback from the assessors also revealed that public satisfaction with the area is high, residents receive good value for money, and residents feel that the Council responds to their views. The Council was also rated as making good progress within it four key priorities of Managing waste for a better environment, planning for the future, children and young people; and economic prosperity. And 74% of performance measures have improved over the past twelve months – demonstrating a constant commitment to improving the way in which it serves its local residents.
 

To see the full Audit Commission report check out the new One Place website: http://oneplace.direct.gov.uk/  where you can find County wide and District level assessments.

Census 2011

The next population census will be conducted in 2011.  The census is important for two main reasons – (1) it gives us important insights into our communities to help us plan and deliver services in the future, and (2) our Revenue Support Grant is based heavily on the census population.  This Council has put together a small working party to bring together the range of information needed by the Office of National Statistics and the Local Land and Property Gazetteer team will be working hard to make sure that our database of properties and households is as accurate as possible.

The new Worcestershire Hub Contact Centre opened it doors
 

In September, the Worcestershire Hub Contact Centre became operational from its new location based in Perry Wood, Worcester.  A team of 55 members of Customer Services staff now work from the Worcestershire Hub Shared Service Contact Centre from Monday to Friday 8am – 8pm and on Saturday 9am – 5pm.

 
New website

The new website went live on September 30th. Most of you will have attended training on how to update the new Alterian System, which replaces the rather archaic Livelive, and should now be making sure pages are up to date with the right content and information.  The website is an incredibly important communication tool which until now we haven’t used as well as we could. With the lovely NI14 of avoidable contact, it is now more important than ever that we ensure our residents have access to the information they need. If your web pages are top notch in terms of information, then that may well reduce the number of calls you are asked to deal with by the HUB. 

Waste Consultation Reaches a Conclusion

On Tuesday 8th of September at Full Council, Councillors made a decision on the future of our waste collection services in the Malvern Hills District. The Waste Management Board developed a proposed future direction for waste collection services after conducting extensive financial, performance and public consultation work. 
Our brand new service in a nutshell:

The new bags will be cherry coloured and will take: 

· All paper (inc envelopes & directories)

· All card (included corrugated) 

· All tins, cans and aerosols  but not foil

· All rigid plastics (inc yoghurt pots &  toiletry bottles ) with the exception of black coloured plastic

· All Cartons (inc soup, juice and fabric conditioner)

We cannot include: 

· glass - H&S risk with broken glass in the sacks.  There will be an increase in the number of bottle banks available around the district 

· textiles - the material can get stuck in the machinery & textiles also attract contamination. Again, we will endeavour to increase the number of clothes and shoe recycling banks around the district. 

How will the new system affect the collection days? 

We are very fortunate in Malvern as our collection service is simpler than the previous one:
· All recycling will go in one new cherry coloured sack 

· the recycling sack will be collected with the black sack once a week
· the collection day is likely to be the same as before
· you can have as many recycling cherry as you need
· there will be NO penalty for the number of black bags (but we would prefer that residents try to minimise their black bin bag use) 

But what's it all for? 

European Law demands that we cut our waste going to landfill: 
The Landfill Directive states targets for reducing the amount of waste sent to landfill sites in the UK. The targets are: 

· By 2010, the waste sent to landfills should be 75% of that sent in 1995 

· By 2013, the waste sent to landfills should be 50% of that sent in 1995
The 'Waste strategy 2000' outlines our recycling targets:
· 30% of household waste should be recycled or composted by 2010 

· 33% of household waste should be recycled or composted by 2015 

Missing targets will result in significant financial penalties so it is important that we at Malvern do our best to achieve them. Over the next few months information will be sent out to residents to ensure that they are fully aware of the changes and can prepare for the launch of the new service in April.  If you have any questions, or would like any further information contact Ruth Burgin, Waste & Recycling Officer on 2246.
SET Fair Success

On September 21st this Council was involved in organising a successful ‘Skills, Employment and Training’ event took place at the Malvern Theatres. Organised by the Malvern Hills Partnership, and sponsored by Support WM, Worcestershire County Council and Job Centre Plus, the event welcomed well over 100 attendees and featured a wide range of information stalls and workshops.  Representatives from employment, training and support agencies were on hand to offer advice and guidance on topics such as; job search and interview skills, CV writing, and starting a business. Job interview skills Workshops were delivered by Assimilate Ltd and Nelson Training.  Further events will be planned during 2010.

Warmer Worcestershire

The Warmer Worcestershire energy advice project was formerly launched at the Malvern Theatres on 24th September, with both councillors and members of the public attending. Lee Robson Interim Head of Housing Services opened the event. A Climate Change presentation and Q&A session was given by Act on Energy representative, Rachel Jones. There was a good turn out by members of the public who were able to view a thermal image of their property and seek advice about potential grants and energy saving measures.
Advice was also on hand from Act on Energy, Warm Front, Citizens Advice, Age Concern, Primary Care Trust, Housing Benefits and Elgar Housing Association.  Act on Energy, who have attended similar events throughout the County, commented  that Malvern had organised the most number of awareness events, and were the only authority that had undertaken feedback questionnaires and measured footfall.  For further details contact Nick Taylor on 01684 862181 and to see a thermal image of your property go to www.warmerworcestershire.com   
Equality & Diversity Peer Assessment

This Council has received some very positive feedback from the IDeA as they have agreed that we are ready to undergo an Equality and Diversity assessment. Assessors will be visiting the Council in February to speak to a number of officers regarding our E&D policies and priorities, and establish whether we are making an impact in the right areas. Given all the hard work we have been putting into this programme of work, we are determined to reach ‘Achieving’ status of the Equality & Diversity Framework. 

New Officer to Tackle Flood issues

After the feedback received from BWB earlier this year on land drainage in the area, the decision was taken to recruit a new member of staff to be responsible for tackling the issues identified in the report. That officer has been appointed and Katherine Corbett officially started her new role in November.  Working in Andy Ferguson’s team, Katherine is responsible for liaising with local landowners to ensure ditches and drains on their land are cleared. She will also be working closely with local community groups to tackle localised flooding issues and will be supporting other flood work initiatives that the Council is working on. Most importantly her role will demonstrate to the public that this Council considers the tackling of flood issues to be of great importance. 

MHDC National Award for Procurement

Malvern Hills District Council, together with other District Councils from Worcestershire and Staffordshire Moorlands, has won the prestigious Society Of Procurement Officers (SOPO) award for outstanding achievement in Procurement. 

In 2008 the seven Councils came together to jointly tender their insurance requirements, with MHDC taking a leading role in a regional pilot with the West Midlands Improvement and Efficiency Partnership to seek best value on insurance and to stimulate the marketplace.

The insurance contracts were awarded in April 2009 and the result was an incredible success - delivering £1.7m of savings to the group. This lead to Malvern Hills District Council making an annual saving of around £55,000.  The Councils were up against stiff competition in one of the most keenly contested categories of the night, but came out the winners due to the pioneering nature of the project and the savings achieved. 
Shop Local in our towns this Christmas

A new project, designed to encourage more residents to shop locally at Christmas in Malvern, Upton and Tenbury was launched in early December.  The Malvern Hills Shop Local Campaign was developed with grants of £10,000 from the Worcestershire Partnership’s Economic Task Group and a further £215 from the Federation of Small Businesses. The project ran throughout December and focused on Tenbury Wells, Upton, Great Malvern and Barnards Green shopping centres. In each area we worked closely with the traders associations to develop extra activities, competitions and promotions to help raise the profile of each shopping centre.    
A PR and Marketing campaign, in partnership with the Malvern Gazette and Tenbury Advertiser, ran throughout December to promote the Shop Local message, and both newspapers expressed an interest in continuing this campaign into the New Year. A forthcoming Evaluation will measure the success of the project by analysing car park data, Tourist Information Centre foot fall, a trader’s survey and a Shop Local Shoppers survey.  

News from the Hub Shared Service

The Hub Shared Service Development Team is currently finalising an over-arching development plan that will set outcomes for change in areas such as; self service, value added contact, continuous improvement and service development.  The plan is based on four basic principles; the hub as first point of contact for council services, increasing self service, reducing avoidable contact and promoting customer focussed and efficient services. These principles and the work areas reflect the roles and responsibilities of the newly formed development team, whose role it is to carry out improvement activity and facilitate change across the Worcestershire Hub partnership. 
The Hub Shared Service Operations Team has been working hard to meet the incoming demand particularly in the Contact Centre - where the volume of telephone calls has increased by 50% over the past year. This is predominantly in the Revenues and Benefits service, which has been driven by the current economic climate. As well as the volume, calls have become more complex therefore increasing the average call handling time. In order to meet this demand, additional staff have been recruited to ease the situation and the management team is now focusing on a program which will increase the ability of the contact centre to meet the incoming demand. 
The centre has been through tremendous change with the move to the new location at the beginning of September and the upgraded CRM system at the beginning of August. The face to face environment has also experienced increased visitor numbers, particularly in Benefits, however this does seem to be levelling out. Looking ahead, the Operations Team is investigating the differences in process between the Shared Service partners to ensure that we are standardising wherever possible and ensuring that every stage of the process adds value to the customer experience. They are also developing new ways of measuring quality to support continuous improvement of services.
News from IT Shared Service

Since 1st April 2009, ICT staff at Worcester, Malvern and Wychavon district councils have been working together to provide a shared service to three Councils.  This project has been in the making for three years now but last month the Project Board officially signed off the business case and it has now moved into the formal consultation and approval pipeline. The anticipated second phase timeline will see the establishment of an ICT shared service on 1st April 2010, with the County Council also joining forces.
Planning consultation on small site allocations and policies
Those of you who have been following the South Worcestershire Planning process over the last few years will be aware that Malvern Hills District Council, Worcester City Council and Wychavon District Council have been working jointly to produce a Joint Core Strategy. The South Worcestershire Joint Core Strategy (SWJCS) concerns the need to plan for “strategic development” that will be required up to the

 year 2026, including housing and employment sites..

At the same time there is a need to consider smaller scale development in our towns and villages, and the types of policies needed to guide development. These will be considered as part of the Site Allocations and Policies plan that sits below the Joint Core Strategy.
We have recently held consultations in the towns. Now planners have organised consultation events, to find out from local people and businesses where they think there is room for housing, jobs, open space and other land uses and facilities within the some of the villages. Planners will be asking residents, , what their ideas are for sites for development and what sort of policies we will need to guide future development. 

Events will take place in both Malvern Hills and Wychavon Districts.

In Malvern Hills, staffed exhibitions are planned at the following venues: 

	Venue
	Date -2010
	Public opening times
	Covering these villages and surrounding ones

	Kempsey Village Hall,

WR5 3JF
	Mon 18th January
	10:30am-6:30pm
	Kempsey/ Severn Stoke

	Martley Memorial Hall,

WR6 6PQ
	Wed 20th January
	10:30am-6:00pm
	Martley/ Clifton upon Teme

	Hanley Swan Village Hall, WR8 0EQ
	Mon 25th January
	3:45pm- 7:00pm
	Hanley swan/ Hanley Castle/ Guarlford/ Welland

	Hallow Parish Hall,WR2 6DL
	Thurs 4th February
	10:30am:7:00pm
	Hallow/ Holt Heath/ Grimley

	Leigh & Bransford Memorial Hall,

Leigh
	Tues 2nd March
	3:30pm-7:00pm
	Leigh Sinton/ Alfrick/ Suckley/ Broadwas / 

	Lower Broadheath Village Hall, WR2 6QY
	Thurs 11th March &

Sat 13th March
	Thurs- 3:30pm-7:00pm

Sat- 10:30am – 1:30pm
	Lower Broadheath


Leaflets with further details on the purpose of the consultation and questionnaires will be distributed in libraries, customer services centres, community centres/ village halls/ schools etc. Information will also be available on-line at www.swjcs.org

NOTE: Due to the high levels of snow in early January, the Abberley and Callow End events were cancelled. Dates are currently being re-set (most likely for March) and information on this will be circulated shortly.

Snow Days

The past two weeks of bad weather and below freezing temperatures have certainly caused a number of problems up and down the country. This Council was determined to ensure that business remained as normal as possible and followed a comprehensive business continuity plan to keep services up and running. 
The only service that was affected by the snow, and subsequent icy conditions, was the Refuse and Recyling collections. Due to some serious health and safety concerns the fleet was grounded from Tuesday the 5th until Thursday the 7th of January. The vehicles were back on the roads on Friday the 8th collecting the normal collection route in those areas where the roads were passable. To make up for the back log of collection sacks, the team then ran double collections (picking up the two weeks work of refuse in one go) the following week in all areas affected by the reduced service. 

However while the Teams were grounded, they were out and about in the towns and public areas clearing snow from public footpaths and public areas. It was a case of all hands on deck to ensure resident safety and prevent the towns from grounding to a halt. Their hard work and dedication is certainly something to admire, especially as they were out in freezing temperatures, whilst many were, quite rightly, keeping warm indoors. 
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Firstly I wish you all a very Happy New Year! I hope you all had a pleasant 2009 and are looking forward to the challenges and new beginnings that 2010 will bring.





I am delighted to enclose a round up of all the latest news from the District Council, together with a key list of some our 2009 achievements. While the past twelve months have included some tough times, not least the continued economic downturn, this Council has been working harder than ever to serve our local residents and provide best value for money services. However, it is important to note that effective partnership working with our town and parish councils has played a key role in our success - I hope this relationship continues to thrive during 2010. 





Phil Grove


Leader of Malvern Hills District Council











