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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
Wednesday, 1st September, 2021 at 4.30 pm in the Assembly Room, Town
Hall, Saturday Market Place, King's Lynn PE30 5DQ
PRESENT:
Councillor J Moriarty (Chair)
Councillors B Ayres, J Collop, I Devereux, C Hudson, C Morley, S Nash, S Patel,
C Rose, Mrs V Spikings (substitute for Councillor C Manning) and D Tyler
Portfolio Holder:
Councillor Mrs A Dickinson, Finance
Under Standing Order 34:
Councillors P Beal, M de Whalley, Mrs E Nockolds and J Rust
Officers present in the Assembly Room:
Becky Box, Assistant Director, Central Services/Management Team
Representative
Lorraine Gore, Chief Executive
Honor Howell, Assistant to the Chief Executive
Wendy Vincent, Democratic Services Officer
Officers present via the Remote Meeting Room, Zoom:
Noel Doran, Eastlaw
Ged Greaves, Senior Policy and Performance Officer
Philip Eke, Senior Tourism Officer
Matthew Henry, Assistant Director
Bethany O’Brien, Trainee Tourism Support Officer
David Ousby, Assistant Director

CP31

APOLOGIES
Apologies for absence were received from Councillors B Long and C
Manning.

CP32

MINUTES
Click here to view a recording of this item on You Tube
The minutes of the Corporate Performance Panel held on 21 July 2021
were agreed as a correct record and signed by the Chair, subject to
Councillor B Ayres being added to the list of attendees.

CP33

DECLARATIONS OF INTEREST
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Click here to view a recording of this item on You Tube
Councillor C Rose declared an interest as a Member of the Hunstanton
Sailing Club.
CP34

URGENT BUSINESS UNDER STANDING ORDER 7
Click here to view a recording of this item on You Tube
The Chair explained why there was no urgent business.

CP35

MEMBERS PRESENT PURSUANT TO STANDING ORDER 34
Click here to view a recording of this item on You Tube
Councillor P Beal for item 8.
Councillor M de Whalley for items 4, 8 to 11, 16 and 17.
Councillor Mrs E Nockolds for item 8.
Councillor J Rust for items 9, 10, 16 and 17.

CP36

CHAIR'S CORRESPONDENCE
There was no Chair’s correspondence.

CP37

CALL-IN
There were no call-ins.

CP38

HUNSTANTON TOURIST INFORMATION CENTRE
Click here to view a recording of this item on You Tube
The Panel received a PowerPoint presentation from the Senior
Tourism Officer, a copy of which is attached to the minutes.
The Panel was informed that the report highlighted the steady national
and regional decline in traditional Tourist Information Centre (TIC)
services and the lack of any clear link between an area not having a
TIC and the level of tourism income to that area. It was explained that
the report also set out the new options which had been set up in
Hunstanton with regards to tourism enquiries.
The Senior Tourism Officer presented the report which was in
response to a request from Councillor Beal and highlighted the key
issues.
The Chair commented that he appreciated the extra work put into the
report following the sifting meeting and also since the agenda was
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published. The presentation was not included with the Agenda, but the
Senior Tourism Officer explained that it was an expansion of the report
circulated with the Agenda. The Chair asked if it was therefore
possible for Democratic Services to circulate the presentation after the
meeting and added that it would have been useful to look at figures
prior to meeting as questions may well arise from a closer examination
of them.
Under Standing Order 34, Councillor de Whalley addressed the Panel
and the Senior Tourism Officer responded in relation to questions
regarding a staffed TIC as a unique selling point to promote tourism in
Hunstanton.
Under Standing Order 34, Councillor Mrs E Nockolds addressed the
Panel and stated that she considered the report to be an excellent
report and added that she was aware of the increase in the number of
website visitors. Councillor Nockolds commented that she herself was
personally a fan of Tourist Information Centres (TICs) and provided an
overview of the arrangements which had been put in place during the
Pandemic. Councillor Nockolds also informed the Panel of the many
different ways tourist information was available, for example, leaflets in
Bed and Breakfast/hotel accommodation and from the Tourism
Information Points in the Oasis and other venues within the Borough.
Councillor Nockolds advised that the staff located at the Oasis had
received training to provide specific tourist information to visitors. In
conclusion, Councillor Nockolds commented that all businesses, etc in
Hunstanton were ambassadors to promote tourism in Hunstanton and
emphasised the importance of information being available on line and
via leaflets, etc.
Under Standing Order 34, Councillor Rust addressed the Panel and
highlighted the importance of information being available not just on the
website, but alternative ways such as libraries, as there were a number
of people who did not have access to online services. In response to
further questions from Councillor Rust, the Senior Tourism Officer
explained that prior to the Pandemic, the TIC in King’s Lynn moved to
and merged with the Stories of Lynn, which provided a walk in advice
service, and a variety of tourist information for the whole of West
Norfolk, including Hunstanton.
Councillor Morley commented on the use of statistics and the mapping
of the austerity and funding of the Borough Council against the decline
of TICs. He asked if there was any evidence available that the internet
enquiries relating to West Norfolk were directed to Hunstanton and
commented on the importance of having a manned TIC in Hunstanton.
Under Standing Order 34, Councillor Beal addressed the Panel and
read out a report (copy attached to the minutes) from the town of
Hunstanton which he stated required scrutinising.
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The Senior Tourism Officer responded to questions and comments
from Councillor Beal in relation to:
• The steady national decline in traditional Tourist Information
Centres and alternative ways of providing tourist information to
visitors and the investment in digital ways of communicating.
• Case studies (set out in key issues of the report on page 16 of
the agenda) – querying which businesses and associations were
approached in Hunstanton regarding the TIC.
• External and internal signage to direct visitors to the Tourist
Information Point at the Oasis Leisure Centre. It was reported
that the signage had been delayed but was scheduled to be
erected imminently.
• Staffed Tourism Information Centre based at the Stories of
Lynn, King’s Lynn.
The Senior Tourism Support Officer responded to general questions
from the Panel in relation to:






Closure of TIC’s in other parts of the country.
VisitEngland ceasing to accrediting TICs and all official ongoing
TIC specific information resources.
Information available at the Hunstanton Tourist Information
point.
Cost of providing a manned TIC.
Statistics available to demonstrate the increase in website
visitors in the country. The Senior Tourism Officer undertook to
share the national statistics with the Panel.

In response to questions and comments from Councillor Mrs Spikings
on the figure of 94% internet usage for the elderly and that the figure
appeared high, the Senior Tourism Support Officer explained that the
data had been obtained from national statistics would share the
information with the Panel.
The Chair asked how the Panel would like to take this item forward to
ensure that it was not lost.
Councillor Hudson commented that various accommodation venues in
the country had leaflets to inform visitors of places to visit and could not
see there being a case to afford the staff at a TIC, the cost of
employment would be beyond the return.
Councillor Nash proposed that the Portfolio Holder for Business,
Culture and Heritage speak to businesses in Hunstanton in order to
gauge their view on the removal of a staffed TIC and that in 6 months’
time to invite the Portfolio Holder to attend the Corporate Performance
Panel to debate the issue and if appropriate set up an informal working
group to explore the issues raised. The proposal was seconded by
Councillor Morley who added that he would support a group being set
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up to explore the issues raised and on being put to the vote this was
carried.
The Chair thanked the Senior Tourism Officer for the presentation and
report.
RESOLVED: 1) The Portfolio Holder for Business, Culture and
Heritage be requested to meet with the businesses in Hunstanton.
2) The Portfolio Holder for Business, Culture and Heritage be invited to
attend the Panel in 6 months’ time to present his perception of those
views, and if appropriate set up an informal working group to explore
the issues raised.
CP39

PROCUREMENT UPDATE
Click here to view a recording of this item on You Tube
The Panel received a presentation (copy attached to the agenda) from
the Assistant Director, Programme and Project Delivery (Commercial
and Housing).
The Assistant Director, Programme and Project Delivery (Commercial
and Housing). responded to questions and comments in relation to:
















Officers having membership of Institute of Procurement.
New Trainee – to graduate upon completion with relevant qualification.
Towns Fund – civil work contracts.
Major Projects, for example, Enterprise Zone.
Major Housing project.
Competence and skills held by current in-house team.
Working with partners on important services for the Borough.
Sharing procurement services and expertise.
Procurement activity.
Contract management and multi-discipline approach.
Breckland hosted service proposal.
Issues for procurement strategy.
Borough Council’s contract process.
Lists for preferred suppliers.
Recognition of a climate emergency by the council and the impact on
requirements for the contract tender process and potential burden to
businesses submitting bids for work with the council.

Under Standing Order 34, Councillor de Whalley addressed the Panel
and asked what measures had been put in place to ensure that
procurement was resilient to the effect of Climate Change. In
response, the Assistant Director provided examples of environmental
enhancements included within the Parkway housing development
contract, and an overview of the monitoring procedures in place for
projects.
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The Chair thanked the Assistant Director for the presentation.
RECOMMENDATION: That the update report be noted.
CP40

Q1
2021-2022
CORPORATE
RECOVERY
INDICATORS MONITORING REPORT

PERFORMANCE

Click here to view a recording of this item on You Tube
In presenting the report, the Assistant to the Chief Executive reminded
Members that a Covid-19 Recovery Strategy was agreed by Council on
8 October 2020. The report, therefore provided an update on the
corporate performance monitoring indicators for the Recovery Strategy
for the 2021/22 year.
The key issues were outlined as set out in the report.
The Panel’s attention was drawn to the following performance
indicators:










1.8 - % of Business Rates collected against target (cumulative).
2.2 – number in employment claiming Universal Credit.
2.4 – % of rent arrears on industrial units.
2.5 - % of rent achievable on retail/general units.
3.4 – total tonnage of commercial waste.
4.2 – number of days to process changes of circumstances.
4.4 – spend on bed and breakfast accommodation.
5.1 – number of crime incidents within the Borough.
6.1 - % of Careline alarms installed within 10 days from date of
enquiry.

In response to questions from Councillor Devereux on the “red areas”
for example that people being supplemented with Universal Credit and
the potential impact following the end of the Furlough Scheme in
September, the Assistant to the Chief Executive explained that it was
difficult to foresee the impact and provided an overview of the factors
that could impact upon the indicators.
Councillor Morley commented that it had been an interesting debate on
how the external factors could affect the council’s Corporate Business
Plan and hoped that the new corporate business plan when presented
to the Panel on 20 October 2021 would set out the process of
delivering services which met the requirements that Councillors had
identified, for example, the Direction of Travel and indicators which
would set out the outcome of performance in relation to climate
change, biodiversity, etc.
The Chair commented
information.

that

the

trends

presented

interesting
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The Chief Executive added that the comments made by the Panel
would be taken on board when the Corporate Business Plan and
performance indicators were refreshed.
The Chair thanked the Chief Executive and Assistant to the Chief
Executive for presenting the report and responding to questions and
comments from the Panel.
RESOLVED:
The Panel reviewed and noted the council’s
performance indicators for Q1 2021/22. Performance against these
indicators will continue to be reported to the Corporate Performance
Panel via periodic updates.
CP41

REVIEW OF THE PERSISTENT COMPLAINANTS POLICY
Click here to view a recording of this item on You Tube
The Chair reminded the Panel that Councillors were invited to review
the current Persistent Complainants Policy.
The Chief Executive introduced the report and invited the Panel to
review the current policy.
Councillor Nash presented his report (copy attached to the minutes)
and explained that he had brought this item to the Corporate
Performance Panel on 21 July 2021 as his opinion was that the policy
was not lawful.
However, the council’s Monitoring Officer had
determined that the council’s current Persistent Complaints Policy was
lawful. Councillor Nash advised that he had written his own report for
the Panel to consider the changes he had identified. Councillor Nash
proceeded to read his report to the Panel. In presenting his report,
Councillor Nash made reference to the 2013 Persistent Complainants
Policy. Councillor Nash outlined his proposed changes to the policy.
The Chair summarised the two points made by Councillor Nash.
Councillor Mrs Spikings asked if legal advice could be obtained on the
changes proposed by Councillor Nash.
The Chair stated that the 2013 policy with proposed amendments from
Councillor Nash to be brought back to the Panel for discussion and
asked that the 2013 policy be circulated to Members.
Councillor Ayres commented that Councillor Nash had undertaken a lot
of work on the policy and asked if legal advice could be obtained and
then be brought back to the Panel in an understandable context.
Councillor Mrs Spikings concurred with the comments made by
Councillor Ayres.
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The Chief Executive advised that Councillor Nash would need to make
it clear what exactly he wished the Panel to look at in order that legal
advice could be obtained.
RESOLVED: 1) Councillor Nash to clarify what the Panel were being
requested to look at in order that legal advice could be obtained.
2) Councillor Nash to circulate the 2013 policy he referred to the Panel.
3) Item to be considered by the Panel on 20 October 2021 once
Members had had an opportunity to consider the changes proposed by
Councillor Nash. The Panel to be provided with the following
documents in order to consider the proposed changes put forward by
Councillor Nash.:



CP42

Current Persistent Complainants Policy.
2013 Current Persistent Complainants Policy.
Legal advice.

CABINET FORWARD DECISIONS LIST
Click here to view a recording of this item on You Tube
It was noted that the following Cabinet Reports were currently on the
Panel’s Work Programme:
20 October 2021




CP43

Review of the Corporate Business Plan.
Update to the Major Project Board Terms of Reference.
Exempt Report – Review of Legal Services.

PANEL WORK PROGRAMME
Click here to view a recording of this item on You Tube
The following two items were identified to be placed on the list of
forthcoming items for the Panel to consider:
•
•

CP44

Presentation on the Borough Council’s vehicle fleet – types,
age, asset values disposal strategy, market residual values,
electric parking locations, process used mileage v consumption.
Review of the Council’s working structure to support the
Corporate Business Plan. (Organisational chart setting out how
FTE had been allocated to service areas to ensure delivery of
the Corporate Business Plan).

DATE OF NEXT MEETING
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The next meeting of the Corporate Performance Panel will be held on
20 October 2021.
CP45

EXCLUSION OF PRESS AND PUBLIC
Click here to view a recording of this item on You Tube
RESOLVED: That under Section 100(A)(4) of the Local Government
Act, 1972, the press and public be excluded from the meeting for the
following items of business on the grounds that it involves the likely
disclosure of exempt information as defined in Part 1 of Schedule 12A
to the Act.

CP46

EXEMPT REPORT:
REPAYMENT PLAN

KING'S

LYNN

INNOVATION

CENTRE

The Assistant Director, Property and Projects provided a verbal update
and responded to questions and comments from the Panel.
The Chair thanked the Assistant Director for the update.
RESOLVED: The update report be noted and the published set of
accounts for NWES for the year ending 31 March 2020 be circulated to
the Panel.
CP47

EXEMPT REPORT:
UPDATE

HUNSTANTON SAILING CLUB ANNUAL

Councillor Rose, the Borough Council’s appointed observer provided
an annual update to the Panel.
The Chair thanked Councillor Rose for his annual report as the
Borough Council’s appointed observer.

The meeting closed at 6.59 pm

Post-TIC Tourism in Hunstanton

September 1st 2021

Minute Item CP38
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The Tourism Department, BCKLWN

In response to the Corporate Performance Panel’s question:
“It is crucial that the only major tourist town in West Norfolk with thousands of tourists visiting every
day requires a manned tourist office”.

And briefly looking at:

•
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•

•

The changing tourism industry
over the past 20 years.
The changing ways within which
the general public access
information over the same
period.
How the Hunstanton area is
provided with tourism enquiry
support since the March 2020
closure of the Hunstanton TIC.

Hunstanton TIC Visitors 1999-2020
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How the UK now accesses information and booking facilities

206
www.ons.gov.uk

Comparison between Hunstanton TIC visitors and Visit West
Norfolk website visitors
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Hunstanton TIC Visitors:
2018: 46,599
2019: 43,266
2020: 3,289 [only until March]
2021: n/a

Visit West Norfolk Website Visitors:
2018: 185,105
2019: 212,803
2020: 414,648 [pandemic era]
2021: 180,141 [only for Jan-Aug 2021]

Visit West Norfolk Total Website Page Visits:
2018: 623,578
2019: 887,312
2020: 2,253,011 [pandemic era]
2021: 1,162,737 [only for Jan-Jul 2021]

The National Decline of the Importance of TICs
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Post-TIC Tourism Support for Hunstanton

• The formation from May 2021 of a Tourist Information Point at Alive Oasis in Hunstanton.
• The Tourist Information service element of the Stories of Lynn venue in King’s Lynn still deals with email and telephone enquiries for
Hunstanton, as well as walk-ins from King’s Lynn town centre.
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• The independently-run Visitor Centre at Deepdale Backpackers provides tourism leaflets to visitors.
• The Hunstanton Heritage Centre has a slightly scaled-down version of a Tourist Information Point.
• The Tourism department believes that future plans for the relocated Hunstanton Library would
include an area specifically for a TIP, with library staff on site.
• Tourism leaflet distributors conduct routine deliveries of leaflets around and within the Hunstanton area: having a good level of
printed tourist information available is still seen as desirable if possible.
• Visitors to the Visit West Norfolk website and our other platforms have increased across the pandemic.
• 40,000 new copies of the Tourism Department’s annual Hunstanton Mini Guide leaflet were distributed around the area
from June 2021 for visitors to pick up and use across the summer, plus our other Hunstanton titles.

Conclusion
• From all recent and current sources of evidence within the tourism industry there is a lack of a strong
business case for the reintroduction of a traditional TIC service in Hunstanton town, especially with
consideration of the current tourism enquiry support options in the area.
• Generally, this situation is in line with the previously evidenced 20-year decline in traditional TIC services in
the UK tourism industry (if not in the western world itself) and, as such, not simply a situation specific to
Hunstanton (and its March 2020 TIC closure in particular).
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Minute Item CP41

Unreasonable Complainants Policy CPP 01/09/2021
Following a 2018 complaint to the Local Government and Social Care Ombudsman, the response
to which was published in August of that year, it was deemed by the Ombudsman that the use of
the Unreasonable Complainants policy as it is now known by the Borough Council against a
complainant had been “unjust” with particular reference to the requirement for an appeal. It was
further recommended by the Ombudsman that the Council review its policy annually in order to
ensure that the policy remained fit for purpose.
Although there was no requirement by the Ombudsman to necessarily change the policy at every
review, the policy was reviewed and revised in September 2018 albeit with no amendment to the
appeals process.
The intentions of the March 2013 policy being reviewed at that time were essentially good. It is
indeed important to maintain such a policy in order to protect Council oﬃcers from abuse and
also to reasonably limit the use of Council resources. It is important to note that there is also a
duty of care upon the Council to deal appropriately not only with complaints, but also the
individuals making those complaints in a fair and transparent manner. Looking at the wider
picture, there is in fact a very great benefit to the Council in ensuring that alleged service failures
have been appropriately addressed.
There are essentially two routes of complaint through the Council. Complaints against councillors
are dealt with through the Standards process as defined in law, and where those complaints
follow a lawful process, a councillor and a complainant alike can have a reasonable expectation
that a fair hearing will ensue under the auspices of the Independent Person and the Standards
Committee. Councillors would be the first to complain if complaints against them were dealt with
behind closed doors, the outcome being reached through a process that fails to meet any test of
impartiality. Complaints against Council services terminate to this day in just such a potentially
partisan manner contrary to part 2, section 13.04 of the Council’s Constitution which states:
quote “The Council, councillors and oﬃcers, when acting as a tribunal or in any other quasijudicial capacity or deciding or considering the civil rights and obligations or the criminal
responsibility of any person, shall (rather than simply giving advice) follow a process which
respects the requirements of natural justice and fair trial in accordance with Article 6 of the
European Convention on Human Rights” unquote
In this respect, a very important legal doctrine was quoted by Cllr. Dark at the CPP meeting of
October 2019:
quote “justice must not only be done, it must be seen to be done”. unquote
In view of this doctrine and the Council’s own Constitution, the debate at the CPP meeting of
October 2019 addressed to good eﬀect the matter of appeal. No longer would Council oﬃcers be
faced with the diﬃcult task of making a judgement over their work colleagues. Whilst it was
deemed to be acceptable for oﬃcers to be involved in a decision to invoke the policy against a
complainant in the first instance, the final arbiter on the matter was agreed to be the Standards
Committee. A concern was raised at the October 2019 meeting that the remit of the Standards
Committee might not extend to this role, so for reference, section 54, paragraph 3 of the Local
Government Act 2000 states:
quote “A relevant authority may arrange for their standards committee to exercise such other
functions as the authority consider appropriate.” unquote
Whilst the use of the Standards Committee for this purpose was recommended by the CPP at the
October 2019 meeting, this recommendation was not carried forward to Cabinet.
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At the October 2019 CPP meeting, Cllr. Morley proposed the use of a flow chart to explain to all
concerned the process of the Unreasonable Complainants Policy. Flow charts are used by
various organisations such as the Driver and Vehicle Standards Agency to very good eﬀect,
providing clear and concise guidance to all concerned; this recommendation was also not carried
forward to Cabinet.
At the October 2019 CPP Meeting, it was suggested that a time limit be inserted into the policy in
order to draw a line under a complaint. Where the Council invoke this policy against an individual,
whilst that policy remains in place, the Council in respect of the responsibility aﬀorded to it under
the “presumption of regularity” rule ought to remain open to any new evidence whenever that
evidence is presented. Whilst a study into the method to introduce new evidence was suggested
by Cllr. Dark during the discussion, a time limit to new evidence was not agreed and yet, a time
limit was taken forward to Cabinet.
The use of the Council’s Localism Act, section 28 Independent Person as a part of the appeals
process was discussed at the October 2019 CPP meeting but the recommendation was not
adopted. On further study of the role of the Independent Person, that individual can be appointed
to roles that are commensurate with their primary function but under such circumstances it must
be ensured that both parties would be able to discuss the complaint with the Independent Person
as is required when dealing with councillor complaints and that those discussions, as per the law
in councillor standards investigations, would take place before any judgment on the appeal is
reached by the Council. Whilst this may seem obvious, it has historically not been the case and
therefore the process by which the Council would use their Independent Person would need to be
formally agreed.
Essentially, where an appeal is conducted in a fit and proper manner, service deficiencies within
the Council where they exist can be addressed to the benefit of all concerned. Where an appeal
is overturned, the Council will be able to demonstrate that they have behaved reasonably.
It is my proposal that with the addition of a robust appeals process, the Unreasonable
Complainants Policy be returned otherwise to that as agreed in March 2013. The 2013 policy was
in the main copied from the Local Government Ombudsman’s website at that time but the Council
had made two significant and questionable changes requiring amendment, namely:
• The scattergun approach had been extended by the Council to include anybody that a
complainant might be be reasonably expected to rely on in such a potentially complex event; for
example: a Member of Parliament, a solicitor, the police and in contradiction of the Council’s
own Complaints Policy, a councillor!
• Where it is stated that a complainant refuses to accept the decision on a complaint, the Council
had removed the text “unless new evidence is provided”. This text clearly requires reinstating.
Thank you Mr. Chair.
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