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Corporate Peer Challenge – Recommendation Action Plan    
 

Ref Recommendation Action to be taken Timescales Status 

1 Develop Member and officer 
understanding of the impacts of local 
government re-organisation and 
incorporate key learning within the 
Council Plan as necessary. 

Regular staff and member briefings/meetings around Local 
Government Reorganisation (LGR) underway to ensure a 
shared and transparent understanding on an ongoing basis. 
Frequently Asked Questions document now on the staff 
intranet and updated as soon as new information becomes 
available. 
 
Our Council Plan was reviewed in the context of LGR, and 
in line with the CPC recommendations, a new, shorter term, 
focused plan is now in place for 2025/26 and is being 
delivered. This process will be repeated for the 2026/27 
Council Plan review later this year based on what is known 
re LGR at that point. 
 

Done for 
2025/26 Council 
Plan.  
 
 
 
 
Ongoing for 
continued 
sharing of 
information, and 
will incorporate 
in Council Plan 
for 2026/27 
depending on 
the position at 
that time – by 
March 2026 

Complete 
 
 
 
 
 
 
Ongoing 

2 Spend the time needed to develop a 
vision in a collaborative way and use 
that to frame the corporate plan with 
an investment strategy in order to 
make good use of reserves to support 
future ambition. 

Council Plan and its vision for 2025/26 and beyond has 
been developed as per action in 1 above. This has been 
produced with wider involvement of councillors, e.g. through 
policy development panels and the Overview & Scrutiny 
Committee. 
 
A new investment strategy is in place to support delivery of 
key actions in the new Council Plan driven by LGR, 
including a new Community Infrastructure Investment Plan 
and community legacy grant scheme, a Council Tax freeze 
for MHDC in 25/26, purchase of additional asset to ensure 
the Depot is able to deliver new food waste requirements, 

Done for 
2025/26 
 
 
 
 

Complete 
 
 
 
 
 
Ongoing 
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Ref Recommendation Action to be taken Timescales Status 
and plans for the economic development of a property asset 
at Park Farm.  

3 Look at the governance and decision-
making structure, benchmarking 
against best practice, to make 
sure you have the right balance of 
participation and clear accountability 
which will help you achieve your 
vision.  For example, look at Planning 
Committee, Overview & Scrutiny, Audit 
Committee and the Policy 
Development Panels as opportunities 
for cross-party collaboration.  To do 
this, consider the resource and 
capability you need to review the 
decision-making framework. 

Training provided to Overview & Scrutiny Committee 
members on good decision making, with more training 
planned after Annual Council in May, which will be externally 
delivered and designed to feed into the Council’s workplan.  
 
A new Corporate Governance Manager post has been 
created and recruited to, and an early task in the new 
manager’s role will be to look at how decision making and 
our governance arrangements work and to make 
recommendations as to how to move them forward. 
 
 
 
Training by PAS is planned for planning committees around 
defendable decisions, although further information on the 
impact of scheme of delegation under the Planning and 
Infrastructure Bill will be awaited before more action is 
taken. 
 
There has been wider engagement in developing the 
Council Plan in 2025/26 across all elected members, and 
this has also been the case with the new Community 
Infrastructure Investment Plan, Destination Zero Plan, the 
new Tourism Strategy etc via the three Policy Development 
Panels, where they have been discussed and progressed 
prior to going forward to Executive Committee / Council. 

Initial training 
provided 
 
 
 
New post in 
place 
  Decision 
making/ 
governance 
review by end 
December 2025 
 
Training for 
planning 
committee 
before end Jul 
2025 

Complete 
 
 
 
 
Complete 
 
 
 
 
 
 
 
Ongoing 
 
 
 
 
 
Ongoing 

4 Align internal delivery resources so 
that they work effectively between 
services and support the long term 
vision and Member decision-making – 
create a more visible delivery 
machine.  For instance, this could 

Cross-departmental working within the council is already 
structured to support the delivery of corporate objectives 
between services, for example through our Service Plans, 
project plans, and Malvern Managers’ meetings.  
 

Done 
 
 
 
 
 

Complete 
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Ref Recommendation Action to be taken Timescales Status 
benefit from the inclusion of support 
services as a corporate level priority. 

Corporate level actions to support the council’s priorities are 
listed in our Council Plan, but ALL support services have a 
Service Plan which is linked to corporate priorities so that 
every member of staff understands how they contribute to 
our success. Personal objectives, defined as part of annual 
performance reviews, also demonstrate the golden thread 
from staff’s work to delivery of the corporate objectives. 
 
All service plans include resource requirements and support 
required from other services, which are discussed by the 
SMT prior to finalising the plans 
 
We will look for opportunities for further alignment of internal 
delivery resources. 
 
A new Project Management training module for staff is being 
introduced as a result of the CPC recommendations to 
broaden awareness of internal project requirements and 
enable employees to act as project peers outside of their 
own area.  

 
 
 
 
 
 
 
 
 
 
 
 
Ongoing (see 
status column) 

 
 
 
 
 
 
 
 
 
 
 
 
Ongoing 
 
 
Training will be 
delivered by 
end Sept 25. 

5 Define the role of Assistant Portfolio 
Holder in the decision-making 
structure and make this clearer to 
officers. 

The role and remit of the Assistant Portfolio Holder’ has 
been clarified in line with the constitution.  
 
A short note has been developed and will be shared on the 
members’ portal and with all heads of service.  
 

Complete 
 
 
By end June 
2025 

Complete 
 
 
Ongoing 

6 Consider the Code of Practice on 
Good Governance for Statutory 
Officers and ensure the Council is able 
to harness the benefits of the golden 
triangle relationships. 

Statutory officers have reviewed the Code of Practice on 
Good Governance for Statutory Officers and have 
considered its contents. The current process at MHDC is 
built on very close working and based on established 
relationships. There are no formal minutes or agendas for 
meetings of the statutory officers, but the golden triangle 
remains and works for the senior team. It provides flexibility 
whilst still ensuring other intended benefits of the 

Complete Complete 
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Ref Recommendation Action to be taken Timescales Status 
relationship remain. No further action is intended for the 
time being, particularly in the context of LGR. 
 

7 Enhance financial awareness across 
the organisation through greater 
engagement with services and 
Members on the Council's finances 
and financial performance. 

Members of the Council’s finance team meet with each 
budget holder each month, and, year end drop-ins have 
been offered to all staff for 2024/25. Our Head of Finance, 
Strategy and Performance and Wychavon’s Head of 
Finance carried out a Council Budget Setting training 
session for our Aspiring Talent Cohort to give them the 
opportunity to work through how they would manage the 
Council’s finances. 
 
All members have received induction training on financial 
awareness and have the opportunity to request specific and 
additional support should they need it. 
 
An all member briefing was held in February to explain the 
proposal for a council tax freeze for 2025/26 in light of LGR 
and the Local Government Funding Settlement for 2025/26. 
 
Audit Committee receive regular briefings on key topics 
including understanding the statement of accounts, the role 
of internal audit, the Council’s risk register and the Council’s 
approach to Cyber Security. 
 

Further briefings 
and development 
sessions will be 
arranged as 
necessary over 
the current 
financial year 

Initially 
complete, but 
ongoing as 
required 
 
 
 
 
 

8 Consider the external communications 
and championing of MHDC activity to 
develop and support the storytelling of 
what the Council is doing.  This should 
also consider how this can support 
equalities, diversity and inclusion. 

Our new Council Plan includes the adoption and delivery of 
our Community Infrastructure Investment Plan and 
associated Community Legacy Grant Scheme. This builds 
on our successful work to create and support community 
hubs for wellbeing across the district, which was highlighted 
as good practice by the CPC.  
 
The public reporting of progress against this will tell the 
story of activity and champion and demonstrate the impact 

Done 
 
 
 
 
 
 

Complete 
 
 
 
 
 
 
Ongoing 
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Ref Recommendation Action to be taken Timescales Status 
of our Investment Plan. The community grant programme 
objective in the plan, amongst a number of other actions, 
has a core objective to improve the inclusivity and 
accessibility of community spaces and support equalities 
and diversity and access to services. 
 
Following the CPC, the Housing Service entered the MJ 
Awards and has been shortlisted for the Innovation in 
Housing category. This is part of our storytelling approach. 
 
Press releases, supported by members and officers, will 
continue to share all of our good practice, and we are using 
social media more and more to support storytelling in a live 
environment and our Position Statement covered a number 
of key areas, including our UKSPF and Rural Fund projects.  
More recently, for example, our Head of Environmental 
Services and Comms Manager have been working with the 
county team on the waste minimisation campaign in support 
of the Environment Bill.  
 
In coming months, as more is known, we will be pulling 
together a communications campaign (working with other 
councils in the county as appropriate) around LGR to keep 
residents, businesses, other partners and organisations, as 
well as our staff, up to date with developments and the 
impact of these on them, particularly ensuring they are 
aware of the work we are doing to prepare the district for 
MHDC no longer existing. Very recently, we have (with 
Wychavon District Council) put ourselves forward to lead 
the county wide local government reorganisation public 
engagement campaign, which will ensure all stakeholders in 
the county, including residents, businesses, other agencies 
etc, have equal opportunity to input to the shaping of the 
new unitary arrangements for the county. 

Over the next 
financial year 
and beyond 
 
 
 
 
 
 
 
Over the next 
financial year 
and beyond 
 
 
 
 
 
 
 
Over the next 
financial year 
and beyond 

 
 
 
 
 
 
 
 
 
 
Ongoing 
 
 
 
 
 
 
 
 
 
Ongoing 
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Ref Recommendation Action to be taken Timescales Status 

9 As a precursor to more fundamental 
digital transformation and use of AI, 
undertake some service design work 
on the customer experience to review 
how this is working and supports the 
customer journey. 

We have already done a lot of work on transforming 
services using technology, including AI as appropriate, 
which has all been to improve the customer experience and 
journey. Initially these have been focused on frontline 
services, and the Peer team was provided with evidence on 
the improvements made in Housing, Planning, and Revs & 
Bens particularly. This positive work was recognised in the 
Peer’s feedback report.  
 
Service wide (across all of South Worcestershire), in our 
Revs & Bens service there have been 7,994 interactions 
resolved by CHIP (the Chabot) since the AI service was 
brought in in December 2024, with AI interactions steadily 
increasing from 1,290 in December 2024 to 3,109 in March 
2025. 
 
Due to the growing channel shift to the use of live chat and 
chatbot services, average telephone call waiting times and 
average lengths of calls have decreased. The call waiting 
time improvement was particularly marked between Jan 24 
(19.4 mins) and Jan 25 (11.2 mins)), and average length of 
calls from 11.2 mins in Jan 24, and 7.1 mins in March 2025. 
Numbers of calls received has reduced by 22% since 
2024/25, from 7,161 in March 2024 to 5,570 in March 2025. 
 
We are starting to make use of AI tools to support the 
analysis and presentation of survey results.  This is now 
being rolled out more widely and will be used for analysis of 
the LGR staff and public consultations. 
 
 
 
 
 

Done 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Over the next 
financial year 
and beyond 
(June 2025 for 
LGR initial staff 
consultation, July 
for public 
consultation) 
 

Complete 
 
 
 
 
 
 
 
 
Ongoing 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Ongoing 
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Ref Recommendation Action to be taken Timescales Status 
Transformational work is now rolling out more generally to 
continue to drive forward improvements in our customer 
services across the council. This will be through reviewing 
how this is currently working and then streamlining 
processes using lessons from our earlier service successes, 
implementing technological solutions, including AI, wherever 
possible.  
 
For example, a Planning Improvement Action Plan has been 
developed (April 2025) to drive service transformation 
across Development Management (Planning Service). It 
outlines a strategic programme of initiatives focused on 
streamlining processes, strengthening customer 
engagement, modernising systems, and investing in staff 
development. Priorities include service redesign, greater 
use of digital and AI tools, structural enhancements to 
support career progression, and improved collaboration 
across teams. Implementation is already underway, with a 
number of key actions completed and further improvements 
scheduled through 2025. 
 
The Housing Service will also be undertaking a specific 
piece of work to identify ways to more effectively manage 
the demands on the service whilst providing excellent 
customer service.  This will focus on streamlining 
processes, better use of technology to manage customer 
demand and improvements to the organisation of work 
across the various office and community settings the service 
works in. 
 
We are actively reviewing our telephony platform with 
multiple services to ensure we are meeting customer 
requirements. This will potentially involve deploying different 

 
 
 
 
 
 
 
 
 
Ongoing from 
April 2025 and 
throughout the 
financial year 
 
 
 
 
 
 
 
 
Ongoing from 
May 2025 and 
throughout the 
financial year 
2025-26 
 
 
 
 
Ongoing 
throughout the 
2025/26 financial 
year 

 
 
 
 
 
 
 
 
 
Ongoing, but by 
end 2025/26 
 
 
 
 
 
 
 
 
 
 
Ongoing but by 
end 2025/26 
 
 
 
 
 
 
 
Ongoing but by 
end 2025/26 
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Ref Recommendation Action to be taken Timescales Status 
technologies to maximise service efficiency and the 
customer experience. 
 
 

 


