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Minutes of a meeting of the PERFORMANCE MONITORING PANEL held in the 
Council Chamber, Council Offices, Priory Road, Spalding, on Wednesday, 19 
October 2022 at 6.30 pm. 
 

PRESENT 

  
B Alcock (Chairman) 

M D Booth (Vice-Chairman) 
 

 

C J T H Brewis 
T A Carter 
A C Cronin 
 

J D McLean 
N H Pepper 
P A Redgate 
 

S C Walsh 
 

  
 
In Attendance:  the Assistant Director – Leisure and Culture, the Assistant Director – 
Wellbeing and Community Leadership, the Head of Customer Contact (PSPS), the 
Homelessness Reduction and Private Sector Improvement Manager, the Public 
Protection Manager, the Democratic Services Team Leader, the Democratic Services 
Officer, the Portfolio Holder for Communities and Facilities, and the Portfolio Holder 
for HRA and Private Sector Housing.  
 
Apologies for absence were received from or on behalf of Councillor J L King, 
Councillor G P Scalese, Councillor A C Tennant and Councillor D J Wilkinson  
 
 
 Action By 

20 MINUTES   

  

 Consideration was given to the minutes of the Performance 
Monitoring Panel meeting held on 19 October 2022. 
 
AGREED: 
 
That the minutes be signed as a correct record.  

 

   

21 ACTIONS   

  

  

a) Actions: updated responses    

   

 Consideration was given to the actions which arose at the 15 
June 2022  Performance Monitoring Panel meeting, and the 
tracking of previous outstanding actions. 
 
Members requested further responses for the following actions: 

• Action 8c: a formal response was requested regarding 
Housing Repairs Team resources; 

• Action 10a: members asked for clarification of current 
ownership of the public toilets situated near the 
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Crowland water tower; 
o The Democratic Services Officer would 

approach officers for further updates. 

• Action 10c: the results of the heavy duty timer lock 
trial were requested. 

o The Holbeach ward member confirmed that the 
trial had been successful and there were no 
issues with the heavy duty locks 

• Action 13a: Members asked whether the planned 
recruitment had taken place. 

o The Assistant Director – Leisure and Culture 
confirmed that the positions had been filled. 

 
AGREED: 
 
That the actions be noted.  

   

b) Actions: Spalding Recycling Centre    

   

 During the Performance Monitoring Panel meeting held on 15 
June 2022, members had requested that the responsible 
Lincolnshire County Council (L.C.C.) Portfolio Holder attend a 
future meeting to answer questions regarding performance of 
Spalding Recycling Centre. The L.C.C Portfolio Holder was 
unable to attend the current meeting but had requested that 
questions be forwarded for a response after the meeting. 
 
Members were disappointed that the Lincolnshire County 
Council Portfolio Holder had not been able to attend. There 
were no further questions from the Panel at this stage.  

 

   

22 DECLARATION OF INTERESTS.   

  

 There were none.   

   

23 QUESTIONS ASKED UNDER STANDING ORDER 6   

  

 There were none.   

   

24 TRACKING OF RECOMMENDATIONS   

  

  

a) South Holland Centre Task Group Tracking of 
Recommendations   

 

   

 Members considered responses of the Cabinet to reports of the 
Panel, relating to the recommendations of the South Holland 
Centre Task Group. 
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The Chairman introduced the item which at Appendix A laid out 
the Task Group’s recommendations, and the Cabinet’s 
response to them at meetings held on  7 June 2022 and 19 July 
2022.  The Chairman commented that he was unhappy with the 
amendment to the original Cabinet recommendations on 7 June 
2022 as he felt that this  had altered the emphasis of the report. 
He also commented that he did not believe that the 
recommendations of the South Holland Centre Task Group had 
been followed and also stated that the Chairman of the Task 
Group had not received a progress report. A written progress 
report had therefore been requested to come forward to the 
current meeting, at agenda item 6b, however the report had not 
been available for the adjourned meeting on 14 September 
2022 and would come forward to a future meeting.  
 
Members considered the Chairman’s comments and made the 
following comments: 
 

• Members were disappointed that the requested report 
regarding progress of the South Holland Centre Task 
Group recommendations had not been available for the 
14 September 2022 Performance Monitoring Panel 
meeting and had not come forward to the current 
reconvened meeting on 19 October 2022. 

o The Chairman clarified that the requested 
progress report could not come forward to the 
current meeting as it had not been available for 
the 14 September 2022 meeting. Whilst this had 
been disappointing, it was not permissible to 
change the agenda of a reconvened meeting. The 
report would be required to come forward to the 29 
November 2022 Performance Monitoring Panel 
meeting.  

 
AGREED: 
 
That the update of the South Holland Task Group Tracking of 
Recommendations be noted. 
  

   

b) South Holland Centre Task Group progress report on 
recommendations   

 

   

 The Portfolio Holder for Communities and Facilities attended the 
meeting to update the Panel on progress of the South Holland 
Centre Task Group recommendations: 
 

 



- 23 - 
 
PERFORMANCE MONITORING PANEL - 
19 October 2022 

 

 

The Chairman welcomed the verbal update by the Portfolio 
Holder for Communities and Facilities but reiterated that a 
written report would need to come forward. 
 
The Portfolio Holder for Communities and Facilities introduced 
the update by giving a brief timeline of events: 

• the South Holland Centre had reopened in July 2021 
after the Covid-19 pause in operations; 

• the revised staffing structure had been approved at Full 
Council;  

• a Task Group had been established which had provided 
26 recommendations and the work of the Task Group 
had been appreciated; 

• the recommendations went forward to Cabinet in June 
2022; 

• due to the passage of time, some of the 
recommendations had already been delivered and the 
Portfolio Holder for Communities and Facilities was 
therefore requested to lead a Cabinet sub-group to work 
through the recommendations; the work of the Cabinet 
sub-group concluded on 8 August 2022. 

 
The following outcomes had resulted from the investigations of 
the Cabinet sub-group and the upcoming report included: 

• an updated response to the South Holland Centre Task 
Group recommendations;  

• key industry updates: investigations had shown that the 
entertainment industry continued to face challenges in a 
post Covid environment; and 

• the creation of an action plan to be presented to Cabinet 
on 15 November 2022. The following four key themes of 
the action plan had aligned with the South Holland 
Centre Task Group report: 

o commercial activity and opportunity;  
o marketing, promotion and programming;  
o building and operations; and  
o the long-term development and future of the South 

Holland Centre. 
 
Progress had included: 

• the appointment of a South Holland Centre Manager: 

• a catering contractor was in place; and 

• the achievement of capacity sales at several live shows; 
and some film titles had also performed well. 

 
The Portfolio Holder for Communities and Facilities completed 
the update by thanking all members and interviewees of the 
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South Holland Centre Task Group for their input. 
 

• Members thanked the Portfolio Holder for the update but 
stated that the joint South Holland Centre Task Group 
would have welcomed an earlier opportunity to 
understand which of the recommendations had 
been/were being implemented. The South Holland 
Centre Task Group would need to reconvene after the 15 
November 2022 Cabinet meeting to establish whether 
the essence of the original recommendations had been 
sustained and an explanation would be sought should 
this not be the case. 

o The Portfolio Holder stated that any questions 
directly posed to him would have received a 
response and an apology was offered for any 
misunderstanding on the matter. The Chairman of 
the Performance Monitoring Panel had the 
opportunity to raise questions at the 15 November 
2022 Cabinet meeting. 

 
Members referred to recommendation 1b on the South Holland 
Centre Task Group Tracking document, and asked whether the 
Business Plan going forward to Cabinet had been extended 
through to September 2023. 

• The Portfolio Holder for Communities and Facilities 
confirmed a Business Plan for the 2023/24 financial year. 

 
Members asked how quickly the financial success of shows had 
been analysed by management. The South Holland Centre 
Task Group had been disappointed by the delays in receipt of 
requested management information. 

• The Portfolio Holder for Communities and Facilities 
confirmed that management receive figures after each 
event and the analysis of such data informed future 
programming. A review of prices, which considered the 
balance between profitability, competitiveness and 
affordability, had been included within the Cabinet report. 

 

• Members enquired how far increased utility prices had 
impacted/would impact the profitability of shows. 

o The Portfolio Holder for Communities and 
Facilities had stated that energy efficiency had 
been discussed in detail with the Assets Manager 
and the information would be included within the 
Cabinet report. The aim was to ensure that the 
building operated as efficiently as possible. 

 
AGREED: 
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That the verbal update be noted.  

   

26 ITEMS REFERRED FROM THE POLICY DEVELOPMENT 
PANEL.  

 

  

 There were none.   

   

27 KEY DECISION PLAN   

  

 Consideration was given to the Key Decision Plan dated 30 May 
2022. 
 

• Members referred to the ‘Acquisition of S106 affordable 
homes in Gosberton, from a developer’ and requested that 
all three ward members be consulted individually. 

 

• Members queried the wording of the ‘Consultees and 
Method of Consultation’ column and suggested that ‘ward 
members will be informed’ be replaced with ‘ward 
members will be consulted’. Members should be given the 
opportunity to convey their opinion. 

o The Portfolio Holder for HRA and Private Sector 
Housing responded that the preference would be for 
ward members to be consulted.  

o The Democratic Services Officer would check the 
agreed wording with relevant officers. 

 
AGREED:  
 
That the Key Decision Plan be noted. 
  

 

   

28 PERFORMANCE REPORT Q1 2022/2023   

  

 Consideration was given to the report of the Assistant Director – 
Corporate which provided an update on how the Council had 
performed from the period 1 April 2022 to 30 June 2022. 
 
The Assistant Director – Wellbeing and Community Leadership 
introduced the report on behalf of the Senior Change and 
Performance Business Partner, by stating that the following items 
were below target: 

• Customer Contact; and 

• Homelessness prevention 
Both areas had been impacted by complex cases. Q2 data, to be 
reported to the Panel at the next meeting, would show that 
progress had been made however further improvements were 
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required. The Head of Customer Contact (PSPS) and the 
Homelessness Reduction and Private Sector Improvement 
Manager were in attendance to update the Panel on progress and 
to answer member questions.  
 
The Head of Customer Contact (PSPS) gave the following 
update: 

• Positive results had been reported to the Panel at the 15 
June 2022 Performance Monitoring Panel meeting which 
followed the implementation of the Services Performance 
and Recovery Improvement Plan in April 2022. 
Improvements were demonstrated in May and June 2022 
during a time of continued performance pressures;  

• The service had been resourced to respond to planned 
initiatives throughout the year however additional 
pressures had been experienced in Q2 due to government 
initiatives such as the Household Support Scheme and the 
£150 energy rebate scheme. The latter had created more 
than 35,000 additional calls to the Contact Centre in Q2, of 
which 12,500 related to SHDC. 

• Additional resources were drafted but had been insufficient 
to deal with the sheer volumes which were presented; 

• An elevated customer need had continued to increase both 
volume and duration of contact to unprecedented levels  
Average call duration had increased by 100 seconds 
compared to the pre-Covid era; and comparisons of year-
on-year Q2 contact data had evidenced the following 
incremental shifts in demand: 

o 39150 contacts in 2020/21 
o 43202 contacts in 2021/22; and 
o 58408 contacts in 2022/23 

• Q3 performance had started positively with significant 
forecasted increases in Key Performance Indicators (KPI); 
however the following pressures were anticipated: 

o 11,500 letters were to be sent to customers where a 
£150 energy rebate claim had not been made, 
generating further high contact levels; and 

o delivery of the Discretionary Scheme to support over 
25,000 residents across the S&ELCP which had 
been imminent.  

 
A general update on the service had included the following points: 
  

• an updated infrastructure was to be implemented in 
October 2022;  

• delays in the implementation of the new contact centre had 
provided additional challenges which had been beyond the 
control of the service; 
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• high levels of demand existed in areas not monitored by 
formal KPIs, such as: external email, post, administration 
and footfall; 

• to protect the customer experience, mitigations against 
unplanned initiatives were being prepared; 

• there needed to be an understanding that the balance of a 
static baseline resource, increased demand, alongside the 
need to operate within the confines of a commercial 
contract, brought with it the need for services to actively 
reduce unnecessary and avoidable demand into the Centre 
where possible. The Contact Centre was unable to flex and 
increase the workforce. 

• On a positive note: 2725 Customer Satisfaction Surveys 
had been issued in Q2, in line with demand, and a 99% 
response rate had been achieved. This had compared with 
1700 in Q2 2021/2022. Service quality standards were 
maintained at 98.57%. 

 

  
Members considered the Contact Centre update and made the 
following comments: 
 

• Members acknowledged the difficulties of the prevailing 
operational environment and asked whether the resources 
were deemed sufficient for targets to be achieved. 

o The Head of Customer Contact (PSPS) stated that:  
▪ a definitive response would be difficult since 

the centre had received an extra 20,000 calls 
in Q2 and future need was unpredictable.  

▪ demand would need to reduce significantly to 
match the natural downward trend which was 
experienced pre-Covid; 

▪ baseline establishment was in place, staff 
were fully trained with low turnover levels;  

▪ Resources were transferred from non-KPI 
activity when necessary to support the 
fulfilment of the terms of the commercial 
agreement under which the Contact Centre 
operated. 

 

• Members referred to the delays of implementation of the 
new Contact Centre and asked who was responsible for 
the performance of the contract and whether positive 
support to assist with progress had been received. 

o the Head of Customer Contact (PSPS) stated that 
▪ Some of the delays had been caused by the 

provider. Initial issues had been addressed 
and the system would be launched at the end 
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of October 2022; and 
▪ the contract was the responsibility of PSPS 

and managed within ICT. Clauses built into 
the contract enabled the drawdown of 
penalties should the contract not be delivered 
as expected. Formal performance 
management processes were in place with 
the provider. 

 
 

The Homelessness Reduction and Private Sector Improvement 
Manager gave the following verbal update in relation to 
Homelessness performance: 
 

• Team resources had been challenging with the loss of all 
permanent staff in 2021. The recruitment of a permanent 
team had commenced in Q1 and agency staff had been 
utilised in the interim period; 

• The new team were motivated, highly engaged and had 
brought key skills and a breadth of experience to the 
department. The team had developed quickly, absorbed 
many existing cases and had been able to focus on 
proactive project work which had positively impacted 
performance for Q2. 

• a new database, implemented in December 2021, had 
been successfully embedded within the new team; 

• Multiple social issues had affected the service area. The 
main focus of the KPI was prevention but the team were 
regularly called upon to deal with conflicting demands and 
crisis homelessness situations which had been 
exacerbated by the cost-of-living crisis and required an 
urgent response. 

• The Homelessness Reduction Act introduced prevention 
as a legal obligation and work had included education 
pieces with the public, agencies and partners with the aim 
of encouraging approaches to the council prior to the 
escalation of crisis situations 

 
Members considered the verbal update and made the following 
comments: 

 

• Members welcomed the update and asked whether a 
common theme was known for the staff retention issues in 
2021. 

o The Assistant Director - Wellbeing and Community 
Leadership acknowledged that the job was not 
suitable for all personalities and that issues faced by 
the team could be both complex and challenging. A 
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strong employment market had also contributed to 
the earlier staff retention issues. The Homelessness 
Reduction and Private Sector Improvement 
Manager had concentrated on retention by 
developing a mutually supportive, motivational team. 
The training package was continuously improving. 

o The Homelessness Reduction and Private Sector 
Improvement Manager stated that the job had 
adapted over the years in line with social issues and 
officers now reached out to partners such as mental 
health and substance abuse services. 

 

• Members asked whether the department had operated 
within agreed budgets. 

o The Assistant Director – Wellbeing and Community 
Leadership acknowledged that the budget had been 
challenged. A greater service need, which was 
exceptionally difficult to predict, had resulted in 
increased costs. The cost of emergency Bed and 
Breakfast has also increased. Fortnightly meetings 
had been held with the Budget Manager and a new 
forecast may be proposed in due course.  

 

• Members asked how people would be encouraged to 
contact the council at an earlier stage. 

o The Assistant Director – Wellbeing and Community 
Leadership responded that messages needed to be 
circulated via all available networks such as elected 
members, community leaders and through Parish 
Councils. Development was needed through digital 
channels. 

o The Homelessness Reduction and Private Sector 
Improvement Manager responded that education 
was a key theme. Ideas had included  

▪ the development of schools’ projects around 
budgeting and homelessness; 

▪ the setting up of ‘outreach surgeries’ at 
recruitment agencies including signposting to 
council services; 

▪ partner working with private sector landlords 
to identify earlier intervention needs and 
prevent evictions; 

 

• Members recognised the increasing problem of homelessness 
and thanked the Assistant Director – Wellbeing and 
Community and the Homelessness Reduction and Private 
Sector Improvement Manager for their work and proactive 
approach in updating the Performance Monitoring Panel on 
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the current situation. Members also relayed positive reports 
from members of the public regarding the service they had 
received.  

 

The Portfolio Holder for HRA and Private Sector Housing 
attended and confirmed the complexities of cases seen by the 
service. Although the performance figures had been 
disappointing, the reasons were understood and the team had the 
full support of the Portfolio Holder.  
 

 

• Members referred to the layout and content of the 
Performance Report and stated that the current iteration 
was difficult to read; data was missing; and text and colour-
coded keys had not always aligned with their associated 
graphs. It was requested that the layout of the previous 
iteration be reinstated. 

• Members noted the Neighbourhoods data, and specially 
asked why the ‘percentage of recycling collected that is 
contaminated and unable to be recycled’ was not 
presented in the report. 

• Members expressed concern that the ‘percentage of the 
Partnership workforces (surveyed collectively) who feel 
informed about the Partnership and what decisions it is 
making’ was only 44%. The communication of the 
Partnership needed to be improved. 

• Members also requested the re-introduction of the 
inclusion of data for a rolling 4 quarter period which would 
enable the identification of trends and comparisons.  

 

AGREED: 
 
That the contents of the report be noted. 
  

   

29 ANIMAL WELFARE INSPECTIONS   

  

 Consideration was given to the report of the Head of Public 
Protection to update the Panel on the current position as regards 
the inspection of animal activities licenced under the Animal 
Welfare Act 2006 and the Animal Welfare (Licensing of Activities 
Involving Animals) (England) Regulations 2018. 
 
The Public Protection Manager introduced the report by stating 
that the update had been requested at the Licensing Committee 
held on 29 June 2022. The report detailed the inspection regime 
under the Animal Welfare Act 2006 and the Animal Welfare 
(Licensing of Activities Involving Animals) (England) Regulations 
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2018. 
 
The Public Protection Manager referred to the figures at point 
2.12 of the report and stated that the 15 renewal inspections were 
due up until the end of July: this was the figure at the time the 
report was written, with 24 being due in total in 2022.  Inspections 
due to date had now been undertaken. Regarding point 2.15, the 
number of applications processed by the team had further 
increased in 2021/2022, and a greater complexity of cases had 
been presented. A new member of staff had been recruited and 
was developing well into the role. Any fluctuations in volume 
impacted on workflow and a growth bid for extra resources was 
being considered.   
 
   
Members considered the report and made the following 
comments: 
 

• Members stated that the request for the report to come 
forward to the Panel had been due to the slippage of 
inspections and queried whether this had been a result of 
staffing levels or budget. Members welcomed the new 
member of staff into the team and queried whether the 
need for vets to accompany certain inspections had any 
financial implications for the council. 

o The Public Protection Manager stated that the 
slippage had been caused by the following 
combination of factors:  

▪ The availability of vets to attend inspections 
had been challenging. A vet who had 
regularly accompanied the team on 
inspections had recently retired and the 
practice was unable to provide a replacement 
due to their own recruitment issues. It was 
clarified that vets fees were recharged to 
applicants/licence holders and represented a 
zero net cost to the council; and 

▪ the capacity within the team to carry out 
animal inspections was limited. The 
regulations stated that Animal Welfare 
inspections could only be carried out by 
Licencing Officers who were suitably qualified 
for the activity, and this currently applied to 
just one member of the team. The new 
Licencing Assistant would be trained when a 
course became available. 

 

• Members asked if any potential risks to the Council, 
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and individuals, had been considered where 
inspections were not undertaken.  

o The Public Protection Manager stated that 
delayed re-inspections for licence renewals 
could render the published inspection star rating 
inaccurate – reductions and improvements in 
performance would not be recognised. 

o Delays in the processing of new licences could 
impact business activities leading to complaints 
and reputational damage. 

 
Members were grateful for the update which had assisted their 
understanding of the underlying issues. 
 
AGREED: 
 
That the contents of the report be noted.  

   

30 SWIMMING POOL AND LEISURE FACILITIES TASK GROUP 
UPDATE Q1 2022/2023  

 

  

 Consideration was given to the report of the Assistant Director – 
Leisure and Culture to provide the Panel with an update on 
leisure provision. 
 
The report provided the Panel with an update on the 2022/23 
Quarter 1 position for the provision of leisure and the 
development of the future options and opportunities for leisure 
provision in South Holland. 
 
Members considered the update and made the following 
comments: 
 

• Members referred to the increased cost of utilities and 
suggested that proactive conversations were undertaken 
with Parkwood Leisure regarding potential impact. 
Members expressed concern that the cost of leisure could 
become prohibitive and affect access. 

o The Assistant Director - Leisure and Culture 
confirmed that the cost of utilities was monitored by 
both officers and Cabinet and a potential risk had 
been identified from April 2023 when the energy 
price cap was due to be lifted. The impact of 
increased energy prices had been experienced 
industrywide: some pools had closed while others 
had reduced pool temperatures, but the Spalding 
facility, contractually, had not yet been affected. 
Monthly discussions with Parkwood Leisure had 
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taken place and additional council support had not 
been requested. Parkwood Leisure were in the 
process of monitoring fees and charges of leisure 
providers in neighbouring authorities and were due 
to submit proposals in the coming weeks.  

 

• Members referred to section 4.1 of the report and asked 
whether an alternative leisure facilities plan had been 
prepared in the event of an unsuccessful Government 
Levelling Up funding bid. 

o the Assistant Director – Leisure and Culture 
responded that:  

▪ the process was managed by the Economic 
Development team who would put forward 
alternative proposals should the bid be 
unsuccessful;  

▪ the current leisure contract was valid until 
2026 and it included break clauses; and  

▪ the Partnership Annual Delivery Plan 
included a review of the leisure and culture 
offer across the partnership and this had 
been underway. A report of options as a 
collective could be considered. 
 
 

• Members asked whether the council had ensured that 
Parkwood Leisure were fulfilling the terms of the contract. 

o The Assistant Director – Leisure and Culture 
confirmed that the contract was being well managed 
by the new Contract Manager and recent issues had 
been resolved. The Principal Leisure Officer had 
also supported this process. Feedback had been 
received that complaints had been well-handled. 

 
AGREED: 
 

a) That members noted the 2022/23 Quarter 1 performance 
outcomes detailed within the report; and 

 
b) That members noted the approach being taken to develop 

the future options and opportunities for leisure provision in 
South Holland.  

   

31 PERFORMANCE MONITORING PANEL WORK PROGRAMME   

  

 Consideration was given to the report of the Interim Assistant 
Director – Governance which set out the Work Programme of the 
Performance Monitoring Panel. The work programme consisted of 
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two separate sections, the first setting out the date of the future 
Panel meetings along with proposed items for consideration, and 
the second setting out the Task Groups that had been identified 
by the Panel. 
 
The Democratic Services Officer outlined the following updates to 
the Work Programme. 
 
Regarding Appendix A:   

• Items added to the 29 November 2022 meeting included: 
o  Intermittent IT issues affecting all council/PSPS 

services from 20 to 26 September 2022 as 
requested by the Chairman; and 

o the South Holland Centre Cabinet sub-group report. 

• The Review of Implemented Planning Decisions had been 
arranged for 27 October 2022 and a report would 
subsequently come forward. 

 
Regarding Appendix B: 

• The annual update of the Sir Halley Stewart Playing Field 
Task Group would come forward to the 29 November 2022 
meeting.  

 
AGREED: 
 
That the Work Programme of the Performance Monitoring Panel 
be noted.  

   

32 ANY OTHER ITEMS WHICH THE CHAIRMAN DECIDES ARE 
URGENT  

 

  

 There were none.   

   

 
 
 
(The meeting ended at 8.08 pm) 
 
(End of minutes) 
 
 
 


