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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, 11th November, 2020 at 4.30 pm in the Remote Meeting on 

Zoom and available for the public to view on WestNorfolkBC on You Tube - 
Zoom and You Tube 

 
PRESENT:  

Councillors B Ayres, P Beal, Mrs A Dickinson, C Hudson, H Humphrey, 
J Moriarty (Chair), S Nash, S Patel (substitute for Councillor C Manning), 

C Rose, J Rust (substitute for Councillor J Collop) and D Tyler 
 
 
Portfolio Holders 
Councillor R Blunt, Development 
Councillor B Long, Leader 
 
Under Standing Order 34: 
Councillors A Bullen, F Bone, M de Whalley, A Holmes, M Howland,  
C Joyce, B Lawton, C Morley, Mrs E Nockolds, T Parish, A Ryves and 
S Squire  
 
Officers: 
Stuart Ashworth, Assistant Director 
Alexa Baker, Monitoring Officer 
Judith Berry, Careline Community Service Manager 
Becky Box, Assistant Director, Central Services/Management Team 
Representative 
Sharon Clifton, Communications Manager 
Lorraine Gore, Chief Executive 
Jo Hillard, CIC Manager 
Andrew Howell, ICT Web Team Manager 
Honor Howell, Assistant to the Chief Executive 
Jo Russell, Repairs and Adaptations 
Jo Stanton, Revenues and Benefits Manager 
 

CP168   WELCOME AND INTRODUCTIONS  
 

The Chair welcomed Councillor Devereux to his first meeting of the 
Panel. 
 
The Chair informed the Panel that the meeting was being broadcast 
live on You Tube. 
 
Click here to view a recording of the meeting on You Tube 
 
The Democratic Services Officer conducted a roll call to confirm 
attendees. 

https://youtu.be/W69u9AE9cQE?t=18
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CP169   APPOINTMENT OF VICE CHAIR  
 

Click here to view a recording of this item on You Tube 
 
RESOLVED:  Councillor D Tyler be appointed Vice-Chair for the 
meeting. 
 

CP170   APOLOGIES  
 

Apologies for absence were received from Councillors J Collop and C 
Manning. 
 

CP171   MINUTES  
 

Click here to view a recording of this item on You Tube 
 
The minutes of the Corporate Performance Panel held on 7 October 
2020 were agreed as a correct record. 
 

CP172   DECLARATIONS OF INTEREST  
 

There were no declarations of interest. 
 

CP173   URGENT BUSINESS UNDER STANDING ORDER 7  
 

There was no urgent business. 
 

CP174   MEMBERS PRESENT PURSUANT TO STANDING ORDER 34  
 

The following Members were present under Standing Order 34: 
 
Councillor F Bone – Item 14 
Councillor A Bullen – Item 14 
Councillor M de Whalley – Items 10 to 14 and 19 to 20 
Councillor G Hipperson – Item 14 
Councillor A Holmes- Items 10, 11, 12 and 14 
Councillor M Howland – Item 14 
Councillor C Joyce – Items 10 and 14 
Councillor B Lawton – Item 14 
Councillor C Morley – Items 13 and 14 
Councillor Mrs E Nockolds – Item 10  
Councillor T Parish – all items 
Councillor S Squire – Item 14 
Councillor A Ryves = all items 
 
 

https://youtu.be/W69u9AE9cQE?t=314
https://youtu.be/W69u9AE9cQE?t=472
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CP175   CHAIR'S CORRESPONDENCE  
 

There was no Chair’s correspondence. 
 

CP176   CALL-IN  
 

There were no call-ins. 
 

CP177   KNIGHTS HILL PLANNING APPEAL  
 

Click here to view a recording of this item on You Tube 
 
The Assistant Director presented the report which provided the Panel 
with an update and background following the decision in July 2019 of 
the Secretary of State, to allow the appeal at Knights Hill.  The report 
also set out the costs of the appeal to the Council. 
 
Under Standing Order 34, Councillors M de Whalley, C Joyce, Mrs E 
Nockolds and T Parish addressed the Panel. 
 
The Assistant Director responded to question/comments in relation to: 
 

 Cost of the Public Inquiry. 

 Determination of planning application by the Planning 
Committee. 

 Highway objections 

 Level of consistence required by the planning policy and 
development control aspect of planning. 

 Material planning reasons. 

 Communication with the community and Parish Councils relating 
to the Local Plan. 

 Infrastructure. 
 
At the invitation of the Chair, the Portfolio Holder for Development 
addressed the Panel and responded to questions raised in relation to: 
 

 Infrastructure requirements. 

 King’s Lynn Transport study. 

 Future communication. 

 Engagement with Parish Councils. 

 Requirement to deliver number of houses over the 20 year 
period 

 
The Portfolio Holder for Development commented that a Key 
Stakeholder Group for Knights Hill could be set up.  The Portfolio 
Holder for Development agreed to attend the next meeting of the 
Corporate Performance Panel to provide an update on the Local Plan 
Task Group Communication Strategy. 
 

https://youtu.be/W69u9AE9cQE?t=586
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The Leader reminded Members of the roles of the Local Plan Task 
Group and the Planning Committee and highlighted the importance of 
Members on the Planning Committee attending the training sessions 
provided. 
 
The Chair thanked the Assistant Director for the report. 
 
RESOLVED:  1) The Panel noted the report. 
 
2) The Portfolio Holder for Development attend the next meeting of the 
Corporate Performance Panel to provide an update on the Local Plan 
Task Group Communication Strategy. 
 

CP178   ANNUAL COMMUNICATIONS UPDATE  
 

Click here to view a recording of this item on You Tube. 
 
The Panel received the Annual Communications Update.  A copy of the 
presentation is attached to the Minutes. 
 
Members were invited to forward any questions to officers via email. 
 
In response to questions from Councillor Nash regarding Councillor 
Emails and mobile devices, the ICT Web Manager advised Councillor 
Nash to contact the ICT Manager direct. 
 
The Leader thanked the Communications Team, CIC and ICT for their 
excellent work updating the Council’s website on a daily basis during 
challenging times 
 
The Chair thanked officers for an informative presentation. 
 
RESOLVED:  The Panel noted the annual update and invited officers 
to present a further update in 2021. 
 

CP179   COUNCIL TAX SUPPORT SCHEME 2021/2022  
 

Click here to view a recording of this item on You Tube. 
 
In presenting the report, the Revenues and Benefits Manager 
explained that the council must review and agree its 2021/2022 Council 
Tax Support (CTS) scheme for working age people by March 2021.  
The Panel was informed that the council must first 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 17 September 2020 to 2 
November 2020.  It was highlighted that the final CTS Scheme must 
then be agreed by full Council. 
 

https://youtu.be/W69u9AE9cQE?t=3968
https://youtu.be/W69u9AE9cQE?t=6483
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The Revenues and Benefits Manager highlighted the two changes set 
out at Section 4 of the report. 
 
Under Standing Order 34, Councillors M de Whalley and C Morley 
addressed the Panel. 
 
The Revenues and Benefits Manager responded to questions in 
relation to: 
 

 Level of contribution made by residents. 

 Protected groups. 

 Self-employed people – assumption made that earnings were at 
least the minimum wage.  Council Tax supported was based on 
earnings. 

 Government Council Tax Hardship Fund – the Council has 
awarded £400,000. 

 Process for recovery of debt. 

 Potential for more disadvantage sector of the population to be 
geographically mapped. 

 
In response to a question from Councillor Morley, the Revenues and 
Benefits Manager explained that when there was an opportunity to do 
so a thorough review of the scheme was an option for the Council to 
consider. 
 
The Chair thanked the Revenues and Benefits Manager for attending 
and presenting the report. 
 
RESOLVED:  The Panel agreed that the draft CTS Scheme for 
2021/2022 which went to public consultation is recommended to 
Cabinet and Council as the final CTS Scheme for 2021/2022. 
 

CP180   CORPORATE PERFORMANCE MONITORING – INDICATOR SUITE 
FOR 2020/21  
 

Click here to view a recording of this item on You Tube 
 
The Assistant to the Chief Executive presented the report and 
explained that the Council’s performance management framework had 
historically included performance monitoring and reporting of 
performance.   
 
Members were reminded that a Covid-19 Recovery Strategy was 
agreed by Council on 8 October 2020.  The report provided an update 
on the corporate performance monitoring indicators for the Recovery 
Strategy for the 2020/21 year. 
 
The Assistant to the Chief Executive explained that indicators had been 
included to monitor key council services and impacts on borough wide 
issues.  These indicators are linked to the Covid-19  Recovery Strategy 

https://youtu.be/W69u9AE9cQE?t=7461
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and were grouped under the Corporate Business Plan’s priorities.  It 
was highlighted that forecasting and target setting were very 
challenging given uncertainties relating to Covid-19 and its 
consequences for the community and economy.  Comparative data 
had been included and were available along with an indication of trend. 
 
It was explained that the Council’s response to Covid-19 was being 
ramped up again as infection rates rise and in response to national 
measures that were announced on 31 October 2020 and will be in 
place until early December.  Resources may therefore be redirected 
from recovery to focus on response activities and indicators that were 
heavily influenced the external factors could deteriorate over coming 
months. 
 
Under Standing Order 34, Councillor C Morley addressed the Panel. 
 
The Assistant to the Chief Executive responded to questions in relation 
to: 
 

 Budget and financial figures being included as an indicator to 
monitor on a quarterly basis. 

 Priority 3 - Carbon reduction, air quality and biodiversity be 
added to performance monitoring indicators. 

 Usage of electricity. 

 Homelessness.  The Assistant to the Chief Executive to seek 
clarification from the Housing Team and respond direct to the 
Panel. 

 Number of rough sleepers. 

 Number of referrals to Lily. 

 Major Planning Applications.  The Assistant to the Chief 
Executive to seek clarification from the Housing Team and 
respond direct to the Panel. 

 Time of completion for Disabled Facilities Grants.  It was noted 
that regular updates were presented to the Environment and 
Community Panel. 

 Monthly Budget Monitoring report. 

 Occupancy and rent arrears of retail units in the control of the 
Borough Council. 

 
The Assistant to the Chief Executive explained that meaningful 
indicators which were not too onerous to collect during the recovery 
would be presented to the Panel, but took on board the comments 
made by Councillor Morley. 
 
The Chief Executive explained that it had not been possible during the 
recent months to produce a monthly budget monitoring report, but 
undertook to discuss with the Assistant Director – Resources and 
Assistant to the Chief Executive to incorporate 2-3 high level indicators 
within future performance monitoring reports. 
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In response to a question from the Chair, the Assistant to the Chief 
Executive gave reassurance that the Key Performance Indicators on 
DFG’s and ADAPT would continue to be reported to the Environment 
and Community Panel. 
 
The Chair thanked the Assistant to the Chief Executive for attending 
and presenting the report. 
 
RESOLVED:  The Panel reviewed and noted the Council’s 
performance indicators for the 2020/21 year.  Performance against 
these indicators will be presented to the Corporate Performance Panel 
via periodic updates. 
 

CP181   ADDITIONAL AMENDMENTS TO STANDING ORDERS  
 

Click here to view a recording of this item on You Tube 
 
The Monitoring Officer advised that she had nothing further to add to 
the report which set out the revisions to the Standing Orders within the 
Borough Council’s Constitution, as proposed by Cabinet on 22 
September 2020, which were to be submitted to Full Council for 
approval. 
 
The Chair outlined the reasons why he had asked for this item to be 
considered by the Panel and provided background information on the 
work undertaken by Members and officers on the review of the 
Council’s constitution. 
 
The Panel considered and commented on the three draft amended 
revisions to the Standing Orders as set out in the report, 
 
Standing Order 33 
 
Under Standing Order 34, Councillor T Parish addressed the Panel. 
 
At the invitation of the Chair, the Leader outlined the rationale as to 
why Cabinet had proposed the amendment. 
 
The Panel supported the amendments to Standing Order 33. 
 
Standing Order 29 
 
Councillor Nash proposed that the reference to Council be amended to 
read “The Full Council or the entirety of the Council”.  In response, the 
Monitoring Officer undertook to clarify the definition in the document 
prior to the Cabinet meeting and make an amendment if required. 
 
Under Standing Order 34, Councillors C Joyce and T Parish addressed 
the Panel. 
 

https://youtu.be/W69u9AE9cQE?t=8770
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At the invitation of the Chair, the Leader outlined the rationale as to 
why Cabinet had proposed the amendment. 
 
The Panel supported the amendments to Standing Order 29. 
. 
Standing Order 11 
 
Under Standing Order 34, Councillors F Bone, C Joyce, T Parish, T 
Ryves and S Squire addressed the Panel. 
 
At the invitation of the Chair, the Leader outlined the rationale as to 
why Cabinet had proposed the amendment. 
 
The Chair proposed the following recommendation: 
 
That Cabinet defer the recommendation on Standing Order 11 until the 
three Group Leaders have had the opportunity to discuss the changes 
and an agreement reached. 
 
The proposal was seconded by Councillor Rust and after being put to 
the vote was carried. 
 
The Chair thanked the Monitoring Officer for attending. 
 
RESOLVED:  1) The Panel supported the draft amended revisions to 
Standing Orders 29 and 33. 
 
2) The Panel recommended an amendment to Standing Order 11 as 
set out below: 
 
That Cabinet defer the recommendation on Standing Order 11 until the 
three Group Leaders have had the opportunity to discuss the changes 
and an agreement reached. 
 

CP182   CABINET FORWARD DECISIONS LIST  
 

Click here to view a recording of this item on You Tube 
 
The Panel noted the Cabinet Forward Decisions List. 
 

CP183   WORK PROGRAMME  
 

Click here to view a recording of this item on You Tube 
 
The Panel noted the work programme. 
 

CP184   DATE OF NEXT MEETING  
 

Click here to view a recording of this item on You Tube 

https://youtu.be/W69u9AE9cQE?t=13226
https://youtu.be/W69u9AE9cQE?t=13239
https://youtu.be/W69u9AE9cQE?t=13255
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The next meeting of the Corporate Performance Panel would take 
place on 6 January 2021. 
 

CP185   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 item 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. 
 

CP186   EXEMPT CABINET REPORT:  CARE AND REPAIR - 
CONTRACTORS FRAMEWORK FOR AID AND ADAPTATIONS 
WORK  
 

The Repairs and Adaptations Manager presented the report and 
responded to questions and comments from the Panel and Members 
attending under Standing Order 34. 
 
RESOLVED:  The Panel recommended that Cabinet approve the 
signing of framework agreements with the contractors named in the 
report, subject to the completion of due diligence checks on these 
businesses. 
 

CP187   EXEMPT CABINET REPORT:  CARELINE ALARM MONITORING 
CONTRACT  
 

The Careline Community Service Manager presented the report and 
responded to questions and comments from the Panel and Members 
attending under Standing Order 34. 
 
RESOLVED:  The Panel recommended that Cabinet approved the 
award of a new contract to the successful contractor from 1 April 2021. 
 

 
The meeting closed at 8.32 pm 
 

 

https://youtu.be/W69u9AE9cQE?t=13270


Annual Communications Update

Sharon Clifton – Communications Manager

Jo Hillard – CIC Manager

Andrew Howell – Web Team Manager
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Communications Update

Sharon Clifton – Communications Manager
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Media relations

• We have issued between 3 and 4 releases a week (136 in total)

• We have handled approximately 35 media enquiries each month – up from 
18 per month last year.

• Organised briefings, photo calls, launches and campaigns

• Produced video content and live streaming of events.
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Media relations (continued)

• This activity has resulted in 2085 items of coverage in printed media alone:

– 83% neutral (up from 73% last year)
– 7% positive (down from 15% last year)
– 5% negative (down from 9% last year)
– 5% uncategorised

• Dem Services (which includes issues with parish council and elections) Air Quality 
(Climate Change), Planning control, and regeneration make up the majority of negative 
stories

• Civics, events (virtual), public open space (and waste) and regeneration make up the 
majority of positive stories.

• The vast majority of content has been in relation to COVID-19 and our response
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Media relations
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Coronavirus communications

• Introduced & regularly updated the website  “Service updates” page
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Coronavirus animations
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Coronavirus infographics
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Media relations (continued)

• Feature articles have been an effective tool during the Coronavirus 
pandemic while no events were taking place.

• These supported virtual online events and meant everyone could participate

• We were also able to celebrate the work of volunteers, staff and the 
community

• The press have been supportive throughout the pandemic
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Social Media - Twitter

• Since opening our Twitter account in July 2010 we have gained 7335 
followers (up nearly 700 on last year) split evenly between male and female.

• The tweets we have posted in the past 12 months have gained 1.9 million 
impressions across the year. An increase of 1 million impressions since last 
year.

• Top tweets are on the next slide.
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Top tweets
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Social media - Facebook

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

• We now have 4381 likes (up 1767 on last year) and 4887 followers (up 2273 
on last year)

• 74% of our followers are women

• The most engaged followers are aged between 35-54 years old. More than 
half of our followers live in King’s Lynn. The next top towns are Wisbech, 
Downham Market, Hunstanton, Spalding, Heacham, Thetford, Dersingham, 
Norwich & Peterborough
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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 2021.

• 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 2019 on 
all social media channels, the news pages of the borough council website and 
Internal Affairs. 

• This year 35,400 minutes of our video content has been viewed via Facebook –
an increase of 22.3% on last year.  We will continue to introduce 
more video in 2021.
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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 952 followers 
& we have posted 68 times.

1496



Summary

• Communications have focussed on two key areas this year – Future High Streets/Towns 
Deal and COVID-19

• We have reinstated weekly staff updates and weekly updates to councillors and parish 
councils at peak points of the pandemic

• We have seen the Mayor carry out his duties virtually

• Events that have been closed have been live streamed – the latest – Remembrance Sunday 
- had over 5,000 viewers at the time and a further 20,000 views since

• The next few months will be focussed entirely on COVID-19 to encourage people to play 
their part in following the rules to ensure we come out of lockdown in the best position 
we can be and to ensure those that need assistance know how to access it.
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Council Information Centre

Jo Hillard – CIC Manager
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Overview of the Council Information Centre

• The CIC deals with customer enquiries through the call centre, 
reception, online forms and web chat.

• Increased demand in enquiries, especially since the start of COVID-
19

• Introduction of the Community Hub

• Digital services have played an important part
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CIC’s response to COVID-19

• Providing support and advice to customers and businesses during 
lockdown

• Changes in processes and legislation daily

• Dealing with enquiries from vulnerable customers during the 
current national restrictions

• Providing support and advice to businesses affected by the current 
national restrictions
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Community Hub

• Implemented a second call centre

• Re-deployed staff to assist with enquiries from vulnerable 
customers

• 2,759 inbound calls received 

• Assisted with shielding outbound calls and NCC referrals

• Outbound calls made to potentially vulnerable customers
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Digital services

• Web chats up by 50% on the same period in 2019/20

• 88% of web chats prevented a call to the CIC

• 25% increase in MyAccount take up

• Work closely with the Corporate Web Team and 
Communications on website and social media updates

• Online forms played a big part
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Future developments

• Further online form integration with iDox Uniform

• Joint waste contract

• Integrating web chat into the MITEL queues

• Increasing take-up of web chat

• Re-opening of the reception at Kings Court
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Corporate Web Team Update

Andrew Howell – ICT Web Team Manager
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Overview of the Web Team

• We manage the Council’s digital estate

• Increased demand for digital services, especially since the start of 
COVID-19

• Over 1 million website visits and 3.5 million page views in 2019/20

• Website visits up by 34% on the same period in 2019/20

• Previous investment in mature and stable digital platform has proven 
invaluable
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New developments

• Priority has been on work to support 
our response to COVID-19

• Built service status and business 
information dashboards

• New online services for:

• Business Rates grant claim forms
• Tourism grant claim form
• Building of eligibility checkers
• Ordering extra red tags
• Taxi driver medical checks
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New developments

• New website for Vision King’s Lynn

• New website for Norfolk Resilience 
Forum (turned round in 3 days)

• VE & VJ day event pages for Stories of 
Lynn

• Working on new websites for Careline, 
Sail the Wash and KLIC

1507



Website accessibility

• Legislation came into force in September 2020 around website 
accessibility:

� Ensure equal access for all

� Improves usability for all

� Meet our legal obligations

• Currently ranked in the top 30 councils (equal 27th) in the UK 
for website accessibility according to the Silktide Index. 

• Highest ranked Norfolk authority
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Future developments

• Further integration work with back office systems (iDox 
and Whitespace)

• Investigate the use of new technologies to bring about 
further efficiencies and savings

• New corporate intranet 

• Plain English Crystal Mark 

• Improving PDF accessibility
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Thank you – Any questions?
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