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To work with all Members, the community and organisations in developing, case management, 
and specialist services as part of the Council’s Customer Connect programme. 

Delivery of the Council Plan objectives in relation to quality of service and high performance 
culture. 

The organisation of the Authority relating to the Council’s central services, including employee 
relations. 

Providing and maintaining parks infrastructure. 

To take the lead on Strategic Waste Management/Recycling and relevant Council Plan 
measures under the environment objectives. 

To drive our Localism agenda. 

 Polices, Plans and Strategies 

 Waste Management Strategy (environmental impacts) 

 Emergency Plan 

 Equality, Diversity and Inclusion Strategy 

 Customer Charter and Contact Strategy 

 Member Development and Training Plan 

 Workforce Plan (to be reviewed under customer connect programme)  

Key Areas 

 Customer Services (operational) 

 Emergency Planning 

 Waste Management and Recycling Strategy 

 Localism 

 Water Quality 

 Car Parking (operations) 



 Waste Management (operations and service optimisation) 

 Streetscene 

 Member Services 

 Member Training and Development 

 Legal and Committee Services and HR Services 

 Corporate Health and Safety 

 

Customer Services (operational) 
 
A full report on the outcomes, benefits and future of Customer Connect was brought to 
Council in December 2020. The report recognised the achievements of the Customer 
Connect Programme since its inception in 2016. 
 
As part of the a Portfolio Management approach the remaining Customer Connect activity 
has been reviewed with a focus on promoting digital channels and reducing customer 
demand. The plan continues to use the agile project management methodology of Scrum to 
deliver these outputs. 
 
One of our main objectives is to utilise the digital platform to build more online forms that 
allow the customer to self-serve online and provide the organisation with greater efficiencies 
in the back office. Since the last update we have updated the forms below following 
feedback from residents and officers: 
 

 request a litter pick 
 
We have also gone live with report a planning breach, which was previously a PDF 
document on the website. 
 
We are due to go live with a report and unauthorised encampment on council land. This will 
be for internal use to start with so we can monitor cases and demand before we decide to 
place on the website.  
 
We are also revisiting current forms to review the processes and internal procedures.  
 
Our external communications to the customer on the benefits of using online services 
continue, with a focus on the customer being able to undertake specific activities.  
Locality Services  
 
Work within the team is focused on: 
 

 Management of the Grounds maintenance contract 

 Successful procurement of the Owlet Ash Playground contract signed  

 Up to date training for staff dealing with PCN’s in line with the report to Council on 
Enforcement of Environmental Crime 

 The implementation of the playground app so, with every site location and 
equipment logged onto the system staff can now inspect all playgrounds within its 
responsibility in a more efficient way    

 Commencement of patrols of the PSPO sites to educate and enforce when required, 
this will include dog fowling, dogs on leads, dog exclusions and means to pick up. 
This means that football pitches, parks and play areas can now be monitored and 
action taken if necessary 
 



 
Emergency Planning 
 
The Council continues to be an effective partner within the multi-agency Cumbria Local 
Resilience Forum (CLRF). The Council has been active in the regular planning and support 
of emergency planning arrangements for Westmorland and Furness. The Council has at the 
same time been involved in thedevelopment and enhancement of emergency planning 
arrangements  at CLRF level. This often means participation within exercises to test and 
validate emergency plans - and also representation within the emergency incident ‘command 
and control’ structure for incidents – i.e. Strategic Coordinating Group which sets priorities, 
Tactical Coordinating Group which carries out planning – and Operational Coordinating 
Group which coordinates officers on the ground. At the time of writing the next exercise is 
‘Exercise Mighty Oak’ – a response scenario involving a wide area power outage. 
 
The Local Resilience Forum (LRF) has robust and regular weather monitoring arrangements 
in place. This includes weekly horizon scanning for severe weather events and flood risk - 
with support from the LRF’s Met Office Civil Contingencies Advisor and Environment Agency 
Flood Advisory Service briefings. The Council joins these Flood Advisory Service briefings 
and is able to ask questions about the timings of an event, what time the event will peak, 
which locations will be affected the most – and what level of impact is predicted. The Council 
passes on this key information to Community Resilience Groups, District Councillors, Town 
Councils, and Parish Councils. Sharing information is a natural extension of multi-agency 
communication and helps Community Resilience Groups to decide whether to activate their 
own Community Resilience Plans. 
 
 
Waste Management (Operations and Service Optimisation), Recycling Strategy, 
Localism and Street scene 
 
The Customer and Commercial Services and Climate Emergency and Localism portfolios 
have been working in partnership to support the waste management and street scene 
functions.  

We have taken delivery of two new HGV sweepers and 6 smaller sweepers, they are now in 
operation throughout the district. 

The new Bring Sites contract will commence from 1st April 2023 and the extension of the 
Bulky Waste contract will continue. 

The green waste service has resumed following suspended brief suspension between 17 
December and 12 February. Normal collections have resumed and we are seeing high 
volumes of green waste. 

All operative and driver training has been completed for this year. 

There has been a decline in the market value of recyclables; which is due to global market 
conditions. However, our contractors advise that the quality of recyclable materials collected 
in South Lakeland remains of the highest standard and helps mitigate the impacts of the 
decline in values. 

 
Car parking (operations)  
From December to March 2023 we have seen increased visitor numbers, and car parking 
income has seen a vast improvement.the Tactical Visitor Management Group (TVMG) are 
continuing to monitor the situation. 
 
 



We are currently upgrading the car park machines to G4 due to the G3 switch off later this 
year. Works are expected to complete by the end of April 2023. 
 
The EV charging installation is nearly complete and we can expect commission in the very 
near future. 
 
 
Member Services and Member Training and Development 
 
A comprehensive suite of training and development opportunities for Councillors has been 
delivered either virtually, in person or by E-Learning.  
 
Training delivered since 13 July 2022 includes: 
 
• Licensing induction - Decision Making and Taxi Licensing training 1-1 session-

20/07/2022 
• Audit Committee group refresher-28/07/2022 
• Lake Administration induction 1-1 session 29/07/2022 
• Standards Committee Induction 1-1 session 08/11/2022 
• Licensing Committee group refresher/ Licensing Committee Decision Making and 

Taxi Licensing training 1-1 session-28/11/2022 
 
Legal Governance and Democracy Services 
 
 
LGR  
 
Specialists from across the team continue to be involved in various LGR-related work, 
including supporting the Council with complex matters arising in relation to Lake Windermere 
in addition to providing guidance and technical advice within the appropriate LGR work 
streams and working collaboratively alongside counterparts in other authorities at District and 
County level.  

The Committee Services team have supported and clerked Westmorland and Furness 
Shadow Authority meetings including Cabinet and Overview and Scrutiny since the last report. 
Over the next few months, the team will be hosting the pre-agenda meetings for the Shadow 
Authority Cabinet and will continue to clerk Westmorland and Furness meetings. The Team 
have also provided a Member training session on the Modern.Gov App on two occasions. 

The Legal team are engaged in reviewing SLDC’s contracts and agreements to identify actions 
that need to be taken prior to vesting day.  
 
The Legal team have assisted with putting contract arrangements in place for the new electoral 
management system for Westmorland and Furness.   
 
Advice on LGR and the impact on the ownership of the Lakebed and the Lake Administration 
Committee has also been provided by legal officers.  
 
Work is also being prioritised for sharing premises arrangements from 1st April 2023 between 
the two new Unitaries to ensure that services and functions can transition as seamlessly and 
as effectively as possible.  
 
Advice has also been provided in relation to licensing queries and reports to ensure that the 
licensing function transitions to the new authority.  
 



Since the last report, the amount of work coming to the legal team in relation to all aspects of 
LGR has increased significantly, placing additional demands upon the team. 
 
 
SLDC  
 
 The Governance and Democracy team are working on increasing the use of the Mod.Gov 
committee system and have been promoting the use of the app to councillors at both SLDC 
and Westmorland and Furness. Training will continue to be provided to officers on using the 
report writing system during a busy period with a high volume of reports being prepared for 
Committee. The team are also proactively engaged in LGR work.  
 
The team advises and supports all of the Council’s meetings to ensure good governance and 
transparency. The team have organised and delivered fourteen South Lakeland District 
Council and Committee meetings, two Delegated Executive Decisions, two Emergency 
Decisions and two Westmorland and Furness Committee meetings since the last report in 
December 2022. All meetings were held face to face and we have supported officers, 
members and the public in attending the meetings.  
 
The Review of the Constitution is ongoing with this being treated as a ‘living document’ to 
review rather than an annual review approach.  
 
The team continue to embed new ways of working and are continuing with their monthly 
Business Partnering meetings with each client services and feedback received from the 
services has been positive.  
 
Litigation continues to be a busy area.  In addition to the court cases detailed within the 
previous report, a successful prosecution was recently brought in relation to the breach of a 
Tree Preservation Order with the Council awarded its full costs. The Legal team continue to 
progress litigated matters and have worked on LGR regulatory issues.   
 
The Legal team have been working with finance colleagues to reduce the debts arising around 
the Lake.  The current debt position continues to improve.  
 
Since the last report the Legal team have advised on complex and strategic matters including 
for example: the Grange Lido project procurement, governance and building contract; a 
number of affordable housing grant agreements including advice upon subsidy control 
compliance; grant agreements in relation to Ulverston Coronation Hall, Strategic Cultural 
Partners and Locally Important Projects; and grant agreements and subsidy advice in respect 
of the UK Shared Prosperity Fund grant funding.  The Legal team are also advising on the 
governance, funding agreements (including a multi- partner collaboration agreement) and 
subsidy control advice for an Innovate UK project led by Climate Change colleagues and for 
which SLDC is the accountable body. Legal services have recently completed the 
documentation for the public realm project at Stramongate involving a S106 Deed of variation 
with five other parties.   

Following the departure of our planning solicitor in August, the team have carried out a 
recruitment drive for a replacement, which was unfortunately unsuccessful. Notwithstanding 
the absence of a planning solicitor in the team, the team are continuing to ensure that legal 
advice is providing at Planning Committees, and to progress S106 agreements and deeds of 
variation. This assists external partners in the delivery of Affordable Housing for our 
Community.  

 
The Legal team continues to assist Procurement colleagues and services across the Council 
with putting new contracts in place. Recent examples include: advice on contracts for 



Recycling Bring Sites and Bulky Waste; advice on contractual arrangements for the Enterprise 
Digital Platform contract; and a contract for purchase of new recycling vehicles.   

The team also continue to advise on a number of grant agreements, including grants to the 
Environment Agency in relation to structural works to Gooseholme river wall (£265,000 grant) 
and a contribution (£375,000) to deliver glass panels along Aynam Road, Gooseholme and 
Waterside in Kendal as part of the Kendal Flood Alleviation Scheme.   

In total, since the date of the last Portfolio Holder report (20 December 2022) Legal have 
completed 81 legal agreements and documents, which is the equivalent of approximately 6 
documents / agreements per week. 
 
Human Resources 
 
The leadership development programme has been completed and comprised of an 
extensive training programme covering multiple areas of leadership development, strategic 
development and coaching amongst many other subjects. 
 
The next tier in leadership development was with our Team Lead population. The extensive 
training was finalised in May 2022 and covered an extensive learning package that supports 
Team Leads in the performance of their roles and their people management functions. A full 
team day was arranged in November 2022 for all team leads to teach back to Leadership 
their learnings from the development course. The whole day was a massive success and 
was accompanied by a ceremony and certificate presentation. 
 
A new e-learning platform was launched with hundreds of courses available for staff and 
members and this is proving to be successful with the capture of essential and statutory 
courses such as safeguarding and fraud prevention. 
 
The corporate learning training has been taking place and courses include Microsoft skills in 
various modules, Change and Resilience, Commercial Flair, Presentation Skills and 
Microsoft courses amongst the courses that have been delivered so far. Additional courses 
have also been provided and are currently taking place around preparing leadership for the 
competitive LGR recruitment process. Additional courses are also due to take place in the 
New Year involving Building Personal Resilience, Stress Management and Mindfulness, 
Managing Change Effectively and Growth Mind Set/Personal Branding. 
 
 
The HR Team at SLDC is continuing to feed into multiple HR and Organisational 
Development (OD) works steams within the LGR programme including recruitment, 
developing FAQs for staff across the seven councils, TUPE, development of manager’s 
communicating through change toolkits, design of the new HR/OD service and senior 
appointments and continue to feed into these work streams. 
 
Corporate Health and Safety 
 
Since the circulation of the Health and Safety report (appendix 1)  - 

 Work has continued in the LGR Health and Safety work stream to ensure that the 
new Health and Safety policy and governance  for the Westmorland and Furness 
Council  have  been created ,branded and sent for consultation to all parties-(This 
has now been through consultation) 

 The  Health and Safety  Policy and Governance is due to be presented to the new 
Westmorland and Furness council on the first meeting in April 2023 by Paul 
Robinson Westmorland and Furness Director of Enabler Services  

 All systems are in place to ensure the new Council is safe ,complaint and legal for 
vesting day in relation to Health and Safety  



 Transitional work will continue by the LGR Health and Safety work stream which is  
composed of all Health and Safety Advisors from the current sovereign councils and 
County council  post vesting day to ensure Health, Safety and Wellbeing  is a top 
priority and  incorporated into the day to day management systems 
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