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BOROUGH COUNCIL OF KING’S LYNN & WEST NORFOLK

CORPORATE PERFORMANCE PANEL

Minutes from the Meeting of the Corporate Performance Panel held on 
Tuesday, 26th November, 2019 at 6.00 pm in the Council Chamber - Town 

Hall, Saturday Market Place, King's Lynn PE30 5DQ

PRESENT: Councillor S Dark (Chair)
Councillors B Ayres, P Beal, J Collop, A Dickinson, M Howland, H Humphrey, 

A Kemp, C Manning, J Moriarty (Vice-Chair), C Rose, A Ryves and D Tyler

Portfolio Holders
Councillor R Blunt, Development
Councillor I Devereux, Environment
Councillor B Long, Leader

Officers:
Sharon Clifton, Communications Manager
Ged Greaves, Senior Policy and Performance Officer
Andrew Howell, ICT Web Team Manager
Honor Howell, Assistant Director - Central and Community Services
Joanne Stanton, Revenues and Benefits Manager

CP58  APOLOGIES 

There were no apologies for absence.

CP59  MINUTES 

The minutes of the meeting held on 21 October 2019 were agreed as a 
correct record and signed by the Chair, subject to Councillor Rose be 
added to the list of apologies.

CP60  DECLARATIONS OF INTEREST 

Councillor Dark declared an interest in the Call in – Norfolk County 
Council Minerals and Waste Plan – Preferred Options as he had 
previous involvement in the silica sand project and led a successful 
campaign on behalf of several parishes which got 3400 acres of Area 
of Search removed.

Councillor Dark also declared an interest as a County Councillor and it 
was a Norfolk County Council policy.

Councillor Kemp declared an interest as a County Councillor and 
stated that she had been involved in stopping the incinerator in King’s 
Lynn.
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Councillor Long declared an interest as a County Councillor and Vice 
Chair of Norfolk County Council Planning Committee

Councillor Humphrey declared an interest as a County Councillor.

CP61  MEMBERS PRESENT PURSUANT TO STANDING ORDER 34 

Councillors G Hipperson, M Howland, A Kemp, G Middleton, M de 
Whalley, A Ryves for Agenda item CP61 – Call in Norfolk County 
Council Minerals and Waste Local Plan Review – Preferred Options 
Consultation.

CP62  URGENT BUSINESS UNDER STANDING ORDER 7 

Called In Item – Norfolk County Council Minerals and Waste Local Plan 
review – Preferred Options Consultation

The Chair thanked the members of public for attending to observe the 
debate on the called in item and outlined the procedure that would be 
followed.  The proposer and supporters of the call in would be allocated 
five minutes each to address the Panel.  It was noted that a written 
submission had been received from Councillor Rust, which had been 
included in the Agenda.

The Chair invited Councillor Hipperson to present the call in of Cabinet 
Members Delegated Decision – Norfolk County Council Minerals and 
Waste Local Plan Review – Preferred Options Consultation.

Councillor Hipperson addressed the Panel and outlined the reasons for 
the call in of the Cabinet Decision as set out in Appendix 2 of the report 
and concluded by stating that Shouldham Warren should not be 
included in the allocation.

The Chair invited Councillor Howland to address the Panel.

Councillor Howland addressed the Panel and concurred with the 
comments made by Councillor Hipperson and added that he was 
supporting the call in as both Councillor Hipperson and himself share 
the same ward and had issues of wider and greater concern.  The 
Panel was informed that inclusion of the site would lead to potential 
increased traffic congestion and carbon footprint and was not 
acceptable.

The Chair invited Councillor de Whalley to address the Panel.

Councillor de Whalley addressed the Panel and outlined his reasons 
for the call in as set out in Appendix 2 making specific reference to 
Policies WP10 and  MW4b) and site SIL01.  In conclusion, Councillor 
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de Whalley supported the exclusion of Shouldham Warrant in NCC’s 
allocation.

The Chair invited Councillor Kemp to address the Panel.

Councillor Kemp addressed the Panel and outlined her reasons for the 
call in as set out in Appendix 2.  Councillor Kemp referred to Policy !0 
in the preferred options plan at page 56 of the NCC document and 
highlighted that this placed West Norfolk at risk.  In conclusion, 
Councillor Kemp stated that the Borough Council’s response should 
state:

 That the plan must state the incineration as a form of residual 
waste facility was not acceptable in West Norfolk where 65,000 
residents voted against incineration in the Borough Poll.

 The borough council’s response does not mention material 
considerations of the risks relevant to West Norfolk of fracking 
and should say that the plan should exclude fracking certainly in 
West Norfolk.

After emphasing the above two comments, Councillor Kemp stated that 
if required she would attend the examination and advise the Inspector 
accordingly.

The Chair invited Councillor Ryves to address the Panel.

Councillor Ryves addressed the Panel and concurred with the 
comments made by Councillor Hipperson and outlined the reasons why 
he had called in the decision as set out in Appendix 2 make specific 
reference to Policies WP10, WP3, MW2 and MIN74, 77 and 206 and 
the threat posed to Shouldham Warren.

The Chair invited Councillor Middleton to address the Panel under 
Standing Order 34. 

Councillor Middleton declared an interest as a County Councillor and 
addressed the Panel, a summary of which is set out below:  

Councillor Middleton reported that he had undertaken research and 
had assisted Liz Truss MP in the Shouldham Warren campaign.  
Reference was made to Campaign against two silica sites (CATSS) 
and the part they had played.  Those present were given an overview 
and result of the first consultation and Councillor Middleton outlined the 
objections raised by the MOD on SIL02 due to the close proximity to 
RAF Marham and that it had been removed from the allocation.  
Councillor Middleton outlined the objections as to why Shouldham 
Warren should not be included as an allocation and made reference to 
the Motion adopted by Norfolk County Council on 25 November 2019.  
In conclusion, Councillor Middleton stated that the borough council 
should play a part in supporting the residents to exclude Shouldham 
Warren from being a site for sand extraction purposes.
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The Chair invited the Portfolio Holder for Development, Councillor Blunt 
to address the Panel.

Councillor Blunt advised that the Planning Policy Manager was in 
attendance to answer any questions from the Panel.  He explained that 
he would place focus on the real issues that the majority of Councillors 
were concerned about, i.e. the inclusion of the area of search for silica 
sand extraction at Shouldham Warren.

Councillor Blunt explained that it was a Norfolk County Council Policy 
and reminded Councillors of the National Planning Policy Framework 
(NPPF) Section 17 Facilitating the sustainable use of Minerals sub 
section (f) as set out below:

f) set out criteria or requirements to ensure that permitted and 
proposed operations do not have unacceptable adverse impacts on the 
natural and historic environment or human health, taking into account 
the cumulative effects of multiple impacts from individual sites and/or a 
number of sites in a locality.

Councillor Blunt reported that there was a need to identify designated 
areas of search.  The NPPF stated that mineral planning authorities 
should plan for the steady and adequate supply of minerals in one or 
more the following ways:  designating specific sites, designating a 
preferred area and designating areas of search.

Councillor Blunt advised that Norfolk County Council had to find sites 
and explained that on 25 November 2019, Norfolk County Council 
decided to adopt a motion to plant one million trees over the next four 
years across Norfolk.  So it appeared strange to consider on the one 
hand destroying wood land to facilitate Silica Sand Extraction and on 
the other to plant more trees.

The Panel was informed that in addition to the Norfolk County Council 
Silica sand requirement and shortfall document there was a strategic 
policy MP2:  Spatial Strategy for mineral extraction, an extract is set 
out below:

Policy MP2: Spatial Strategy for mineral extraction – STRATEGIC 
POLICY Within the resource areas identified on the key diagram, 
specific sites for sand and gravel or carstone extraction should be 
located within five miles of one of Norfolk’s urban areas or three miles 
of one of the main towns (detailed in the supporting text) and/or be 
well-related to one of Norfolk’s urban areas or main towns via 
appropriate transport infrastructure. Within the resource areas 
identified on the key diagram, specific sites or preferred areas for silica 
sand extraction should preferably be located where they are able to 
access the existing processing plant and railhead at Leziate via 
conveyor, pipeline or off-public highway routes. Areas of Search for 
silica sand extraction, of at least 20 hectares in size, will be defined 
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from within the Leziate Beds silica sand resource, excluding the 
following planning constraints: a. Norfolk Coast Area of Outstanding 
Natural Beauty b. ancient woodland sites and 250 metres around them 
c. SSSIs and 250 metres around them d. 1km around The Wash SSSI 
e. The hydrological catchment around Roydon Common SSSI and 
Dersingham Bog SSSI f. Registered Common Land g. Designated 
heritage assets (Listed Buildings, Scheduled Monuments, registered 
historic parks and gardens, Conservation Areas) and 250 metres 
around each heritage asset h. Sensitive receptors to amenity impacts 
(residential dwellings, educational facilities, workplaces, healthcare and 
leisure facilities) and 250 metres around each sensitive receptor i. 
Agricultural land grades 1 and 2 j. Allocated, current and restored 
mineral extraction sites The designated areas of search for silica sand 
extraction will be those parts of the silica sand resource which are least 
constrained based on the above criteria; where a suitable future 
planning application for silica sand extraction may be approved.

Councillor Blunt suggested that in Section b – ancient woodland be 
amended to “woodland site” and explained that in order to achieve this 
he would instruct officers to create a section in the report supporting his 
argument and suggest that if the MP2 policy were amended as 
suggested taking into account the adoption of the motion to plant more 
trees in Norfolk that Shouldham Warren should not be included in the 
area search.

Councillor Blunt and officers responded to questions in relation to:

 Areas of search and an overview of the Norfolk County Council 
hierarchy in relation to the NPPF guidelines.

 The need for additional areas of search.
 Mechanism to bring forward areas of search.
 SILO1 and Roydon Common and measures put in the plan to 

safeguard such areas.
 MP2 Spatial Strategy for Mineral Extraction Sites.
 SIL02 and issues raised by Councillor Middleton relating to the 

areas of search, biodiversity, etc and explained that there were 
safeguards within the policy.

The Chair invited the Panel to debate the call in in accordance with the 
call in procedure set out in Standing Orders 15.33 and 15.34 and to 
consider the amendment to the Delegated Decision as outlined by 
Councillor Blunt.

Following a comment from a member of the Panel on a 
recommendation to request that the Plan be looked at again in light of 
the motion adopted by Norfolk County Council on 25 November 2019, 
Councillor Blunt expressed concern that this would delay the process 
and reiterated the proposal to amend the delegated decision as soon 
as possible, which would be subject to the call in procedure.  Councillor 
Humphrey sought clarification on the call in procedure.
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It was clarified that if the Panel determined to uphold the call in in may 
then take one of three courses of action:

(a) report to Council, Cabinet or the relevant Portfolio Holder 
requesting that they amend or substitute the recommendations 
or decision; or

(b) if the issue is considered urgent or straightforward, formulate a 
counter-recommendation or amendment; or

(c) investigate the matter further at another meeting within thirty 
working days beginning with the day after the issue of the 
notification of the call in and then follow the same process as set 
out in paragraphs 5.2 and 5.3.

Councillor Moriarty proposed that the Panel uphold the call in and 
request that the Portfolio Holder for Development amend the delegated 
decision as outlined.  The proposal was seconded by Councillor Rose.  
The Panel then voted on the proposal which was carried.

The Portfolio Holder, Development undertook to look at other aspects 
of the call in in more detail after the meeting.

RESOLVED:  The Panel upheld the call in and requested that the 
Portfolio Holder for Development amend the delegated decision as 
outlined above, which would be subject to the call in process.

The Chair thanked the members of the public for attending to observe 
the debate of the call in and for Members’ input.  

The Panel adjourned at 6.57 pm and reconvened at 7.08 pm.

CP63  CHAIR'S CORRESPONDENCE 

There was no Chair’s correspondence.

CP64  ANNUAL COMMUNICATIONS UPDATE 

The Panel received an annual update from the Communications 
Manager, Assistant Director and ICT Web Manager (copy attached).

Officers present responded to questions and comments from the 
Panel, a summary of which is set out below.

In response to a question on Sail the Wash, the ICT Web Manager 
explained that the Sail the Wash website contained three areas:

 Marketing/promotion to encourage visitors to come and sail the 
wash.

 Economic aspect – to enable visitors to stay and boost the local 
economy.

 Specific technical pilot information including mapping.
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Following questions on the number of visits to the website and how 
these were priorities, the ICT Web Manager explained that the number 
of visits were monitored and the items on the front page of the website 
could be re-ordered if required.

In response to a question on how payments could be made when the 
website was unable, the ICT Web Manager explained that other 
payment methods were available and a message had been published 
on the front page of the website.

Following a question on the Council’s Facebook account only to 
publicise events and not for news items, electoral registration 
purposes, the Communications Manager advised that the Council did 
use Facebook and social medial for a number of items and gave 
examples of news releases and consultation exercise, not just events 
and undertook to check this was correct and that notifications were 
received by those who signed up to receive alerts.

In response to a question regarding the web chat facility, the Assistant 
Director Central and Community Services confirmed that the customer 
was given the opportunity to be provided with a transcript of the 
conversation.  It was noted that the Borough Council retained a copy 
which could be attached to the customer’s records.

Following a question on the number of internal and external visitors to 
the website, the ICT Web Manager explained outlined an internal and 
external visit and added that the IP address was recorded.

In response to questions on the importance of maintaining face to face 
and telephone contact with customers when required, the Assistant 
Director, Central and Community Services explained that it was 
important to be able to use technology in the correct way but also to 
maintain the face to face contact with customers and provide a 
telephone facility.

Following questions on a pre-Council briefing when a mapping tool for 
maps was demonstrated, the ICT Web Manager explained that the 
council was complaint with usage limits and that the mapping system 
was a extract from the council’s GIS system which had a licensing 
agreement.

It was noted that reporting a fly tipping incident on line was now live 
and news releases had been issued and copied to parish councils.  
However, the Communications Manager undertook to liaise with the 
Assistant Customer Information Manager to provide further 
communications to parish councils in 2020.

The Communications Manager advised that the Borough Council 
worked with other partner agencies if it was necessary to target a 
specific audience.
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The importance of communicating with the older population who did not 
necessarily access services digitally was highlighted.  The Assistant 
Director, Central and Community Services explained that customers 
who were not able to access services digitally would be offered an 
alternative or efforts would be made to encourage customers to use 
digital services.  The ICT Web Manager added that one of the council’s 
corporate priorities was channel shift which was the most appropriate 
channel for customers to access which was not necessarily via the 
website.

The Leader commented that the annual update highlighted the 
important work being undertaken within Communications, Customer 
Information Centre and the Web Team and added that credit be given 
to staff undertaking this work, specifically recognising the high external 
scores for the website and the excellent feedback received from 
customers.

The Chair thanked the officers for attending and providing an annual 
update.

RESOLVED:  The Panel noted the annual communications update and 
confirmed they wished to receive a further update in 2020.

CP65  COUNCIL TAX SUPPORT:  FINAL SCHEME FOR 2020/2021 

The Revenues and Benefits Manager presented the report and 
reminded the Panel that the council must review and agree its 
2020/2021 Council Tax Support (CTS) scheme for working age people 
by January 2020.  It must consult with the major preceptors then 
publish a draft CTS scheme for public consultation.  The draft CTS 
Scheme was agreed by delegated decision and the public consultation 
ran from 7 October 2019 to 15 November 2019.  The final CTS 
Scheme must then be agreed by full Council.

It was explained that the report detailed the results of the consultation 
and the recommended final CTS scheme for working age people for 
2020/2021.

The key issues were outlined as set out in the report.

In response to a question on the how the consultation exercise was 
undertaken, the Revenues and Benefits Manager explained that a 
number of channels were used and gave examples of a press release, 
twitter, facebook, local press, email to Parish Clerks and the Members’ 
Bulletin.

Councillor Moriarty commented that to encourage a higher response 
rate, could officer look at the form to ascertain if it was possible to 
make it mandatory to provide a comment to which the Revenues and 
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Benefits Manager agreed to investigate.  It was highlighted that a paper 
copy could be requested and provided if required.

The Chair thanked the Revenues and Benefits Manager for attending 
and presenting the report.

RESOLVED:  The Panel agreed that the draft CTS scheme for 
2020/2021 which went to public consultation is recommended to 
Cabinet and Council as the final CTS scheme for 2020/2021.

CP66  CORPORATE BUSINESS PLAN 2020-2024 - CONSULTATION ON 
REVISED PLAN 

In presenting the report, the Senior Policy and Performance Officer 
reminded Members that the Corporate Business Plan set out the broad 
framework for the council’s work over the next four years.  Following 
the borough elections, it was timely to review the four year plan and the 
report sets out a summary of feedback and a final version of the 
proposed priorities and objectives for the panel to consider.

The key issues were outlined as set out below:

 Current Corporate Business Plan ended in 2019/20.
 Member induction identified a range of potential issues.
 Initial draft priorities and objectives developed for member 

consideration.
 Panels consulted in October cycle of meetings.
 Final version of the priorities for consideration ahead of approval 

by Cabinet.

The Chair invited questions from the Panel.

There were no questions from the Panel.

The Vice Chair thanked the Senior Policy and Performance Officer on 
the work undertaken to produce the Corporate Business Plan 2020 – 
2024 which was reiterated by the Chair.

RESOLVED:  The Panel endorsed the draft Corporate Business Plan 
in Appendix A.

CP67  CABINET FORWARD DECISIONS LIST 

The Panel noted the Cabinet Forward Decisions List.

Councillor Moriarty referred to the recent Chairs and Vice Chairs 
meeting when it had been raised that including information on the 
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Forward Decision List so that it was clear which Panel an item should 
go to, should Members request that the item is considered by a Panel.  

CP68  PANEL WORK PROGRAMME 

The Panel identified the two items below to be included in the future 
work programme:

 Planning Sifting Panel (May 2020).
 Unreasonably Persistent Complaints Policy (November 2020).

CP69  DATE OF NEXT MEETING 

The next meeting of the Corporate Performance Panel will be held on 
13 January 2020 at 6 pm in the Council Chamber, Town Hall, Saturday 
Market Place, King’s Lynn.

The meeting closed at 8.20 pm



Annual Communications Update

Sharon Clifton – Communications Manager

Honor Howell – Assistant Director

Andrew Howell – Web Team Manager
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Communications Update

Sharon Clifton – Communications Manager
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New members, new team, new priorities

• New administration in May

• New Chief Executive

• New communications officer and senior designer

• Incorporation of CWA printroom into ours

• Emerging new corporate business plan

• Major funding streams

• Focus on green initiatives
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Media relations

• We have issued between 3 and 4 releases a week (163 in total)

• We have handled approximately 18 media enquiries each month – down 
from 20 per month last year, but the enquiries tend to be more complex

• Organised briefings, photo calls, launches and campaigns
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Media relations (continued)

• This activity has resulted in 2204 items of coverage in printed media alone:

– 73% neutral (down from 74% last year)

– 15% positive (up from 10% last year)

– 9% negative (up from 3% last year)

– 3% uncategorised

• Events, public open space, civics and regeneration programmes account 
for the majority of positive stories

• Planning control (SW), public open space, accountancy (KLIC) and 
regeneration make up the majority of negative stories
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Media relations
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Digital newsroom
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Media relations (continued)

• Feature articles are becoming a more effective tool than traditional releases

509



510



511



512



513



514



515



516



Social Media - Twitter

• Since opening our Twitter account in July 2010 we have gained 6668 
followers (up nearly 700 on last year) split evenly between male and female

• The Tweets we have posted in the past 12 months have gain 984,900.  
Impressions vary across the year – May 18 was 113.7k yet May 19 (elections) 
was 256k

• Top Tweets are on the next slide
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Social media - Facebook

• Created Borough Council News and Events Facebook page in June 2017

• We now have 2506 likes and 2614 followers – up by a thousand on the 
figures reported last year

• 73% of our followers are women.

• The most engaged followers are aged between 35-44 – 69% of whom are 
women
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Social media – video content

• The number of people engaging with video and live streams has massively 
increased and is expected to rise even more in 2020.

• Video content frequently generates more engagement, especially as people 
watch content on their mobile devices. 

• We have been experimenting with increased video content since June on all 
social media channels, the news pages of the borough council website and 
Internal Affairs. 

• This year 32,700 minutes of our video content has been viewed via Facebook –
an increase of 239% on last year.  We will continue to introduce 
more video in 2020.
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Social media – Facebook: most viewed videos
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Social media - Instagram

The borough council Instagram account went live in 
May 2019 and currently has 421 followers & we have 
posted 51 times.

68% put their location as 
King’s Lynn.
7% as Downham Market.
1% as Hunstanton
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Social media - SnapChat

• To increase awareness of who organises and pays for Fawkes in The Walks, 
we created a SnapChat filter.

• Over 21,000 viewed this.
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Other activities

• Support for major projects through the development of comms plans, consultation materials and 
social media events/content:

– Shared housing 
– Vision KL
– Homelessness Strategy
– Lottery
– OPE
– Southern Seafront Hunstanton
– Sail the Wash
– Major Housing
– Future High Streets Fund
– Towns Fund, In Bloom
– Cinema at Corn Exchange
– West Winch Growth Area
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Other activities continued

• Comment pieces in business supplement

• Articles in LGC

• Involvement in county comms groups – County Lines, Domestic Abuse and 
Waste Partnership
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Work plan

• Review of social media guidelines and delivery of social media training to 
members

• Communicating the new corporate business plan

• Supporting the elections 

• Working with the new chief executive and management team on key 
priorities set by the administration

• Focus on internal communications in line with IT roll out and new intranet
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Council Information Centre & Digital 

Services

Honor Howell – Assistant Director
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Overview

• Promotion of digital services 

• Working with the Web Team to deliver integrated services

• Launch of web chat

• Technology changes

• Alive Leisure transfer

• Corporate complaints

• Payment systems

• Customer service

• Improving skill sets to manage complex and difficult conversations
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Digital Services

• Fly-tipping integrated e-form with location mapping, preventing repeat 
reports

• Food registration 

• MyAccount take up 

– 23,280

– 49% out of hours

– More people accessing forms create a MyAccount than continue as 
guest
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Web chat

• Bespoke web chat system developed by the Web Team

• Customers are given the option to chat if they have been on the same 

page for 30 seconds or via the ‘Contact Us’ area

• Advisors are able to manage multiple ‘chats’ at the same time
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Web chat – take up
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Customer satisfaction

• Customers are offered the option of leaving feedback at the end of the chat

• This is not mandatory

• Since April, 232 customers have provided feedback 

– 196 ***** (Excellent)
– 20 **** (Very good)
– 4 *** (Satisfied)
– 3 ** (Poor)
– 9 * (Very poor)

• 93% of customers rate the live chat service very good or excellent
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Technology changes

• Corporate email difficult to manage

• Have been working to remove the option as a form of contact

• Inbox removed 1st July 2019

• Changes to IVR queue options

• Resulted in a 33% reduction in calls to our switchboard
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Payment systems

• Large project to make changes to payment systems and branding for the 

transfer of Alive Leisure to Alive West Norfolk

• Major upgrade to Pay360 in January 2020

• Looking at options for the Corn Exchange cinema payment services
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Complaints management

• Revised procedure to handle complaints rolled out across the 
authority

• Updated complaints policy 

• Training booked in

• More detailed management information on trends and reasons for 
complaints
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Customer Services

• Continue to train staff to ‘multi-skill’ 

• Working collaboratively with the DWP and the CCG on the ground floor

• Extra training being given around handling complex and challenging 
conversations

• Working closely with Housing Needs and Housing Options to provide 
services
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Headlines

• More homes, more customers

• National factors – Welfare Reform, Universal Credit, Housing legislation all 
have an impact

• In the last year:

– 14% overall reduction in telephone calls

– 13% reduction in revenues calls

– 25% reduction in benefit calls
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Corporate Web Team Update

Andrew Howell – Web Team Manager
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Overview of the Web Team

• We manage the Council’s digital estate

• Increased demand for digital services

• Over 900,000 website visits in 2018/19 with over 3 million page 
views

• Website visits up by 15% on the same period in 2018/19

• In top 5% of councils in Sitemorse rankings Q2 and Q3 2019
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Increased digital take up – Submitted forms
Month 2016/17 2017/18 2018/19 2019/20

April 547 1,700 2,183 5,141

May 548 1,785 3,551 3,223

June 630 2,236 3,264 3,134

July 882 2,147 3,433 3,038

August 1,127 2,295 3,381 2,947

September 1,473 2,385 3,604 2,853

October 1,491 2,479 3,564 

November 1,507 2,485 1,436

December 1,207 1,866 2,612

January 1,846 3,158 2,786

February 1,760 2,295 2,475

March 2,513 2,876 3,041

Totals 15,531 27,707 35,330 20,336

% Change 78% increase 28% increase 5% increase
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New developments

• Website accessibility

• Technical support for projects 
such iDox integration for fly-
tipping reports

• New website for Alive West 
Norfolk including online 
membership sign-up and 
integration with Legend back 
office system

541



New developments – Website accessibility

• Strict legislation came into force 
in September 2019 about 
website accessibility:

� Ensure equal access for all

� Improves usability for all

� Meet our legal obligations

• Legally we need to be WCAG 2.1 
Double A compliant by 
September 2020. We are very 
close to being Triple A compliant.
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New developments – iDox integration 

• Pre-integration, CIC advisors had 
to update 3 systems when 
dealing with fly-tipping

• Used to take 30 minutes per 
query (approx. £6 each)

• Integration has taken that down 
to about 5 minutes per query 
(approx. £1 each)

• Cost saving of £6,500 in officer 
time based on average of 1,300 
fly-tipping reports per annum
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Website governance – SiteImprove scores

2017

2019
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Future developments

• Further iDox integration work

• Website personalisation

• Investigate the use of AI and chat bot technology

• New websites for Sail the Wash and Careline

• Online bookings and website for new cinema

• New corporate intranet
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Thank you

Any questions?546
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