
Agenda Item No. 2 
 

Performance and Finance Select Committee    
 
2 October 2015 – At a meeting of the Select Committee held at 10.30 a.m. at 
County Hall, Chichester. 
 
Present:      Mrs Urquhart (Chairman) 
 
Mr Burrett* Mr McAra** Mr Turner 
Mrs Evans Mr Metcalfe Mr Waight 
Ms James Mrs Millson Mr Watson 
Mr Lamb** Mr R Rogers  
 
In attendance by invitation: Ms Goldsmith (Leader), Mr Brown (Cabinet Member for 
Finance), Mr Evans (Cabinet Member for Children – Start of Life) and Mr Lanzer* 
(Cabinet Member for Corporate Relations). 
 
Apologies for absence were received from Mr Glennon, Mrs Kitchen and Mr Tyler. 
 
* Mr Burrett and Mr Lanzer arrived at 11.07 a.m. 
** Mr Lamb and Mr McAra arrived at 11.35 a.m. 
 
Declarations of Interest 
 
121. In accordance with the code of conduct, the following personal interests were 
declared: 

 
- Mrs Evans as wife of the Cabinet Member for Children – Start of Life in 

relation to the Investment for Ofsted Readiness and Child Sexual 
Exploitation (CSE) Services item 

 
Minutes of the Previous Meeting 
 
122. Resolved – that the minutes of the Performance and Finance Select  

Committee held on 3 September 2015 be approved as a correct 
record, and that they be signed by the Chairman. 

 
Proposal for new customer experience – further information 
 
123. The Committee considered a report by the Executive Director Residents’ 
Services and the Director of Customer Services (copy appended to the signed 
minutes). 
 
124. The Director of Customer Services introduced the report and gave a 
presentation which addressed the request for additional information from the 
previous committee meeting (copy appended to the signed minutes). 
 
125. The Director of Customer Services reiterated the need to improve customer 
service to reduce the amount of ‘hand backs’ and improve the overall customer 
journey. She stated that the proposed preferred option would retain the majority of 
services in-house and build on the expertise already in the system. 
 
126. The Committee made comments including those that follow.  It: 
 



 
 

• Queried how the changes to existing services would be rolled out.  – The 
Director of Customer Services confirmed that services would take the lead 
with regard to timelines as to how processes would be changed. 

• Asked how the Capita contract had been worded with regard to what scope 
existed for the transfer of additional services to the current partner and 
requested clarification on whether a full procurement exercise was necessary 
if the current contractor extended their remit.  – The Group Manager – 
Commercial Finance explained that it was difficult to determine which specific 
teams would come within the scope of the Capita contract as the Capita 
contract was specifically for administrative services and some of the services 
in scope of the current proposal were frontline staff.  It was confirmed that 
the legal advice was that it was likely that option 1 would require a full 
procurement exercise. 

• Sought clarity on the proposed level of staff that would be transferred to 
Capita under the proposal.  – The Director of Customer Services confirmed 
that the majority of staff would be retained by the County Council with a 
small percentage of staff, in the region of 5%, being transferred to Capita on 
a phased basis. 

• Noted the recent communication regarding the annual report on the Balfour 
Beatty Highways contact centre and asked what lessons had been learnt with 
regard to customer service.  – The Director of Customer Services welcomed 
the good work and commented that it was a good example of what could be 
achieved.  It was noted that the type of services that each centre would 
process were different, but the highways model would be good to aim for. 

• Also queried the lessons that had been learnt from the Streetlight 
refurbishment contract.  – The Director of Customer Services reported that 
an annual complaints report was received by the Standards Committee which 
included the implications of services that were contracted out to see what 
improvements could be made.  There was also consideration being 
undertaken on how customer service should be written into contracts with 
partners. 

• Asked what work was being considered to improve staff morale: noting that 
happy staff were more likely to deliver a better service.  – The Director of 
Workforce, Organisational Development and Delivery Support confirmed that 
work was being done with both Capita and County Council staff to improve 
staff engagement.  Some principles would be included in the Capita reset to 
improve staff engagement and satisfaction. 

• Expressed the need for consistency across Customer Service. 
 

127. The Leader reported to the Committee that she had recently visited the 
contact centre and was very impressed with the work of the staff.  All staff were 
working hard with a clear commitment to West Sussex and a visit by Members to 
see the centre was encouraged. 
 
128. The Committee voted on each of the Officer recommendations in the report 
in turn. 
 
129. Recommendation 1 was agreed by a majority. 
 
130. Recommendation 2 was agreed by a majority. 

 
131. Resolved – That the Committee: 
 



 
 

(1) Supports the development of customer services using the model 
shown in the proposal, using the existing contractual arrangements for 
Capita as the preferred partner for telephony-based customer service 
and creating an in-house function. 
 

(2) Supports the proposed investment in order to deliver: 
a. The foundation for a strategic technology platform, and 
b. The overall implementation and transition of the in-house customer 

service function 
 
Investment for Ofsted Readiness and Child Sexual Exploitation (CSE) 
Services 
 
132. The Committee considered a report by the Executive Director Care, Wellbeing 
& Education and Executive Director for Corporate Resources & Services (copy 
appended to the signed minutes). 
 
133. The Executive Director Care, Wellbeing & Education introduced the report 
and explained to the committee the need for the investment.  Ofsted had raised 
their standards and therefore additional work was needed to acquire a ‘good’ rating, 
particularly in relation to being able to prove consistency of practice.  Diagnostic 
work was needed to ascertain what work was required.   
 
134. The Committee made comments including those that follow.  It: 
 

• Queried how the money had been spent before scrutiny had taken place, 
where had the governance arrangements and financial controls fallen down.  
- The Executive Director Care, Wellbeing & Education explained that the 
anticipated level of work at inception would have been manageable within 
the portfolio budget.  As work progressed it was realised the budget was 
insufficient to complete the necessary works and additional funds would be 
required. There was also increasing pressure on the budget for Children 
Looked After due to the additional number of children which had reduced the 
flexibility of managing budgets across the service.   

• Asked if the consultant appointment had gone through a tender process.  - 
The Executive Director Care, Wellbeing & Education confirmed that there was 
a framework agreement in place for specialist consultants.  The chosen 
consultant had helped other local authorities. 

• Queried why the work had been commissioned so late.  - The Executive 
Director Care, Wellbeing & Education confirmed that since she began her role 
in February 2015, she had agreed with the Cabinet Member for Children – 
Start of Life that work was required.  The publication of the Jay report in 
October 2014 and the Ofsted report in November 2014 had highlighted CSE 
issues which had necessitated a redesign of professional standards within the 
County Council. 

• Reported that in January the Corporate Parenting Panel (CPP) had been 
assured that the County Council were performing well in childrens’ services.  
- The Executive Director Care, Wellbeing & Education responded that 
following the aforementioned reports, services had undertaken a deep 
scrutiny which had led to areas requiring improvement.  The report had 
highlighted the need for staff to be honest about problems in the systems 
and be encouraged to recognise areas for improvement or highlight any 
areas of poor practice.  The Cabinet Member for Children – Start of Life 



 
 

confirmed that the CPP were good at asking the right questions and that 
members should be assured that the work on the redesign addressed the 
proposed improvements. 

• Reported that the Regulation, Audit and Accounts Committee (RAAC) had 
noted that Framework-i was not operating well and asked if it was adequate 
for the work in childrens’ services.  - The Executive Director Care, Wellbeing 
& Education reported that Framework-i was a good system but acknowledged 
there were issues with reporting data through the system.  Work had been 
done to cleanse the data within both adults’ and childrens’ services systems 
and officers were now confident with reporting.  A report was due back to 
RAAC to check on progress. 

• Queried the interim appointments and whether the necessary work would be 
completed by the role duration and also queried whether the short term 
contracts would attract the right level of officer.  - The Executive Director 
Care, Wellbeing & Education confirmed that she was confident the right 
calibre people had been appointed for the roles.  The improvement 
programme was expected to last for 3/4 months, therefore interim roles 
were appropriate.  The expectation was that the appointed people would 
leave knowledge and experience when they left. 

• Asked what were the assurances that the proposed investment would be 
enough to address the demand.  - The Executive Director Care, Wellbeing & 
Education acknowledged that the service area and its demands were on 
“shifting sands” and the recent exposure of CSE had forced everyone to 
react. 

• Raised concern that the work was only being scheduled to attain a good 
Ofsted rating, rather than focusing on the needs of the children.  - The 
Executive Director Care, Wellbeing & Education stressed that children were 
always put first, but it was key to understand how Ofsted audited services in 
order to ensure they fitted the appropriate framework. 

• Queried if the new processes would lead to less time for social workers to 
spend with families and more time on administration.  - The Executive 
Director Care, Wellbeing & Education agreed that children and families should 
be at the centre of social work and reported that the signs of safety work 
puts children in the focus and ensures time with families. 

• Asked whether officers were working with other agencies to achieve better 
results for children. - The Executive Director Care, Wellbeing & Education 
confirmed that work was taking place with other agencies such as the police. 

• Queried why consultants were needed to carry out the diagnostic work.  - 
The Executive Director Care, Wellbeing & Education confirmed that the 
County had good senior managers in place but there was no capacity for 
them to complete the additional work.   

 
135. The Committee noted the comments on Framework-i and that a report was 
going back to RAAC to monitor progress.  The committee welcomed the 
improvements and hoped that lessons would be learnt from the consultants and 
interim appointments.  The Committee also thanked officers for the hard work that 
was done to safeguard children.  Disappointment was however expressed that 
money had been committed and spent before formal scrutiny. 

 
 
 
 
 



 
 

136. Resolved – That the Committee: 
 

(1) Supports the £0.679m programme of work to ensure that the County 
Council has a solid foundation for the aspiration to become an 
Authority that delivers good, and in time excellent outcomes for 
children. Thereby supporting the priority of giving children the best 
start in life. 
 

(2) Supports the investment of £0.473m to bolster Child Sexual 
Exploitation management services, thereby making children safer. 

 
Total Performance Monitor 
 
137. The Committee considered a report by the Executive Director for Corporate 
Resources & Services (copy appended to the signed minutes). 
 
138. The Cabinet Member for Finance introduced the report which set out the 
County Council’s performance and risk position as at the end of August 2015.  It 
was confirmed that the previous discussion on Ofsted requirements had led to 
increased spending commitment in Childrens’ Services.   
 
139. The Committee made comments including those that follow.  It: 
  

• Queried the impact on the Adult Services budget if the Government recalls 
the grant that was intended for the postponed care cost cap.  – The Cabinet 
Member for Finance confirmed that the funds had been used to balance the 
portfolio budget and acknowledged that if the Government recalled the grant, 
it would add to stress on the revenue account.  The Executive Director for 
Corporate Resources & Services confirmed that the majority of the grant had 
been used for the Care Act and it would be for the Government to indicate 
how they would assess what should remain if clawback was planned. 

• Asked about the use of the volatility reserve.  - The Executive Director for 
Corporate Resources and Services explained that this was not a new reserve 
but that it was initially established to balance any changes in Business Rate 
income. It was increased at the end of 2014 to help balance out service 
budgets. 

• Asked about the result of the Public Health Grant consultation and how the 
loss would be handled if the grant was reduced.  – The Leader confirmed that 
the response to the consultation had not been published.  The Cabinet 
Member for Finance reported that the previously discussed restructure in the 
care service would help offset the reduced grant.  The Cabinet Member for 
Community Wellbeing added that £2m was considered the worst case 
scenario and that a reduction in service would not be an option in 2015/16 to 
help the situation due to the notice periods that would have to be honoured.  
Changes would be implemented from early 2016/17 if required. 

• Queried if it was accurate to measure the unemployment rate based on 
people claiming job seekers allowance and also felt that apprenticeship 
targets needed to be more challenging.  – The Leader confirmed that analysis 
and targets could be improved in the future. 

• Asked about the impact of the introduction of the living wage, particularly on 
Adult Services budgets.  – The Leader reported that whilst the living wage 
was right, funding it would be a challenge that would need to be resolved. 



 
 

The Leader also confirmed that the South East 7 authorities were looking into 
pay levels and how this affected the retention of staff. 

 
140. Resolved –  
 

(1) That the Monitor be noted. 
 

(2) That the committee raises concern over the pressures of balancing the 
budget and the impact on following years. 

 
(3) That the committee acknowledges the risk that the Government could 

claim back the care cost cap grant and requested further detail on this. 
 
(4) That the committee notes the plans to improve unemployment and 

apprenticeship targets and the associated monitoring procedures. 
 

Medium Term Financial Strategy 
 
141. The Committee considered a report by the Executive Director Corporate 
Resources & Services (copy appended to the signed minutes). 
 
142. The Cabinet Member for Finance introduced the report and outlined areas 
that would create financial strain going forwards; such as children aged 3/4 would 
be eligible for free nursery education and the impact of the living wage on 
contractor payments. 
 
143. The Committee made comments including those that follow.  It: 
 

• Asked why a council tax freeze had been proposed and how much a rise 
could help with the budget pressures.  – The Cabinet member for Finance 
reported that the primary focus would be to improve GVA which was lower 
than neighbouring authorities.  The highest council tax rise that would not 
require a referendum under current rules would be 1.99%, and it was 
reported that this would not be adequate, alone, to resolve the financial gap 
envisaged in the report. 

• Queried the challenge from the Audit Commission on ensuring value for 
money through more radical budget reviews and if the proposed Medium 
Term Financial Strategy reflected this.  - The Executive Director Corporate 
Resources & Services confirmed that the value for money of service delivery 
was being looked at and confirmed that there was a move towards using 
zero-based budgets rather than incremental budgeting in some areas. 

• Queried the reasons behind the zero base budget.  - The Executive Director 
Corporate Resources & Services confirmed that this would give a better 
understanding of where money was spent so priority areas could be better 
funded. Some zero-based budgeting would be undertaken for the 2015/16 
budget and the results of this will be shared with the Committee and RAAC.  

• Asked about the implications of the Chartered Institute of Public Finance and 
Accountancy (CIPFA) rule for Local Authorities to list all assets on their 
balance sheets.  - The Executive Director Corporate Resources & Services 
confirmed that RAAC had looked into this issue and agreed that it would 
distort balance sheets.  The work would be managed in house, but external 
advice could be required to undertake the valuations. 



 
 

• Queried the implications of devolution and if additional funding would be 
received.  – The Leader confirmed that it may be possible to receive a 
portion of stamp duty, provided a named person was listed in place of a 
Mayor. 

• Asked about the likelihood that Government could insist on the utilisation of 
local authority reserves as part of the budget arrangements.  -  The Leader 
confirmed that this would not be known until the November statement.  The 
Cabinet Member for Finance confirmed that it could be bad news for the 
County Council as the Department for Communities and Local Government 
would be likely to take an average amount from all authorities, which would 
impact the low reserves the County Council held. 

 
144. The Committee raised concern over the CIPFA rule on changes to asset 
recording and requested to see information relating to the zero base budget and 
the implications. 

 
145. Resolved – That the Committee: 
 

(1) Supports the forecasts and assumptions applied to update the 
Financial Strategy over the next four years. 
 

(2) Recognises the savings requirement expected over the 4 year period 
to 2019/20, being £141m. 
 

(3) Acknowledges the need to remain flexible with the proposed timetable. 
 
Business Planning Group report 
 
146. The Committee considered a report by the Chairman of the Business Planning 
Group (copy appended to the signed minutes). 
 
147. The Senior Advisor introduced the report and welcomed committee 
comments on the work programme and the task and finish group rolling 
programme. 
 
148. The Committee queried if rural broadband was being considered in the work 
programme.  It was confirmed that this would be an area for the Environmental and 
Community Services Select Committee. 
 
149. Resolved – That the Committee agrees the recommendations within the 
report. 
 
Date of Next Meeting 
 
150. The Committee noted that its next scheduled meeting will take place on 19 
October 2015 at 10.30am at County Hall, Chichester. 
 
The meeting closed at 1.33 p.m. 
 
 
 
 
Chairman. 


