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 ACTIONS FROM THE PERFORMANCE 
MONITORING PANEL MEETING HELD ON  

15 JULY 2025 

 

MINUTE 
NO. 

 ITEM RESPONSIBLE OFFICER 

22. 
25/26 

 ACTIONS  

 
✓ 

(a) Members referred to the response at 8b in respect of Council run 
stall occupancy levels (‘This will be reviewed by the Assistant 
director for Leisure as part of the review of markets’) and in the 
interest of helping market towns become more vibrant, 
requested that occupancy level data be made available to them 
at the earliest possible opportunity. 
 
UPDATE: 
We're working on revising our trader policy and improving tools 
through the GOSS system rollout, expected by April 2026. In the 
meantime, we track trends to monitor occupancy and will review 
targets once we have the right tools in place. Members are 
seeing the data—it just isn’t target-based yet—but their support 
for improving the markets is still very welcome 
 

Corey Gooch / Phil 
Perry. 

 
 

✓ 

(b) Members referred to the response at action 8e in respect of 
‘average answer rate – Revenues and Benefits and queried when 
a response would be coming forward. 
 
UPDATE: 
The telephony function for revenues and benefits was within 
Customer Contact for Q4 2024/25. Following transfer of the 
telephony team in May, there are no changes to how customers 
access the service, and how callers are directed through the 
telephony system and options, including call back and webchat 
options.  There are no Revenues and Benefits specific SLA metrics 
for telephony (i.e. mirroring the councils own in-house technical 
customer focused teams, e.g. housing and planning). 
 
In the meantime, during 2025/26 there is a data only measure to 
monitor telephony and webchat demand to provide a baseline 
for future targets. 
 
The change is about moving towards a model which better meets 
the end-to-end requirements of the customer, to reduce hand 
offs and delays and to place greater importance of holistic 
resolution rather than the previous speed of answer nature 
metric.   
As part of the Revenues and Benefits service there is increased 
opportunity for staff upskilling which will benefit the customer as 
more first point resolution could be achieved, and to increase the 
job satisfaction for the team members who will be skilled to be 
able to process customer updates and complete transactions.  In 

Sharon Hammond 
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turn, future targets for the wider service will be around reduction 
in demand, through improved first point resolution but also 
through the use of future technologies.  
Perhaps reflective of today’s economic climate there is continued 
high demand, customer enquiries are more complex, take longer, 
and there is greater vulnerability.  Future efficiencies will help to 
ensure the service has the capacity to deal with those more 
complex and difficult cases. 

    

26. 
25/26 

 KEY DECISION PLAN  

 
✓ 

 
(a) 

Members believed that the ‘Land in Holbeach’ decision had been 
made and therefore queried its presence on the plan. 
 
UPDATE: 
The decision had been made and therefore would be removed 
from the plan. 

Matthew Hogan / 
Dems 

 
✓ 

 
(b)  
 

Members referred to the ‘Destination Management Plan’ 
decision which was due to be made by Cabinet on 16 September 
2025. Members were keen that their input and comments 
(provided at the informal workshop on 15 July 2025) influenced 
the final document however concern was expressed regarding 
potential delays of the decision due to the summer recess. 
Members acknowledged the impending deadline for this decision 
but expressed a preference that the 16 September 2025 Cabinet 
date be adhered to.  
 
UPDATE: 
A further informal session with scrutiny members was due to 
take place in September 2025. The decision had been deferred to 
November Cabinet. 

 
Pranali Parikh 

    

28. 
25/26 

 SOUTH AND EAST LINCOLNSHIRE COUNCIL’S 
CROWDFUNDING SCHEME TWO-YEAR PROGRESS 

 

 
✓ 

  
Members stated that the figures quoted at point 2.6 of the 
covering report, in respect of leverage on Council investment, 
needed to be amended to 1 to 5.8.  
MINUTED MEETING RESPONSE:  
The Community Leadership Manager would check the figures 
after the meeting.  
 
UPDATE: 
A response from Spacehive was requested and they have clarified 
that: 

When we talk about leverage, we say for every £1 you 
put in you get x amount back. As well as the entire 
partnership getting leverage on their pledge, each 
individual council also gets leverage for their contribution 

 
Nichola Holderness 
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For example, the Boston fund has 4.9 times leverage on 
its funding. East Lindsey has 4.42 times leverage. South 
Holland has 5.86 times. UKSPF has 4.23 times.  

    

29. 
25/26 

 SUSTAINABLE PRODUCTS POLICY  

 
✓ 

 
(a) 

Members queried the total purchasing value of the products 
covered under the policy. 
MINUTED MEETING RESPONSE: 
The data currently held would be shared with members however 
a full purchasing cycle was required to establish a robust 
benchmark 
 
UPDATE: 
Response attached at Appendix A 

 
Heather Prescott 

 
✓ 

 
(b) 

 
That a further update report be received by PMP in 18 months’ 
time 
UPDATE: 
Added to pending items on the committee Work Programme for 
January 2027. 

 
Heather Prescott  

    

30. 
25/26 

 REFUSE AND RECYCLING SACK DELIVERY SERVICE  

 
✓ 

 Members wished to be advised of the number of notifications 
(not limited to formal complaints) submitted to SHDC by 
residents regarding missing sack deliveries. 
MINUTED MEETING RESPONSE: 
The Head of Environmental Services responded that enquiries 
would be made with the PSPS Customer Contact regarding the 
availability of the requested data. 
 
UPDATE from Customer Contact (PSPS): 
Our telephony system allows staff to add additional notes for 
each contact beyond our mandatory wrap up questions – 
unfortunately we can’t mandate the additional tags of data. 
 
What we have pulled is for Q1 and is based on those additional 
‘tags’ – meaning there could be more that we can’t extract as 
they may be captured simply as SH Waste. 
 
For SH, Q1, the data shows: 

• Confirmed and was clear in the enquiry that it is to do 
with a missed delivery: 29 

• Sack Delivery Enquiries (not specifically stated a chase 
but high volume): 78 

 
Matt Fisher 
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  OUTSTANDING ACTIONS FROM PREVIOUS 
PERFORMANCE MONITORING PANEL MEETINGS 
 

 

2. 
25/26 

 20 MAY 2025  
ACTIONS 

 

 
✓ 

 Members referred to actions relating to recycling and 
composting and queried when feedback would be provided to 
the Panel from the Portfolio Holder 
 

(Action 67b: Members were concerned by the 
underperformance of the percentage of household waste 
collected for recycling and composting and agreed that a 
recommendation go forward from the committee that 
improved publicity be provided to educate the public of 
the issue including the financial implications to the 
council of contaminated recyclable waste. UPDATE: This 
recommendation will be communicated to the PFH for 
Waste). 

 

(Action 8c: Members asked for further information 
regarding why the ‘household waste collected for 
recycling and composting’ indicator had been consistently 
underperforming.)  

 
MINUTED MEETING RESPONSE: 
The Business Intelligence and Change Manager commented the 
delay could be related to the upcoming decision on the new 
waste delivery model but a response from the Portfolio Holder 
would be chased. 
 
UPDATE: 
Action 67b: There has been improved publicity on social media 
regarding waste minimisation, and the communications 
accompanying the waste transformation will increase as we 
move into next year (Appendix B summarises waste related Social 
Media posts undertaken during the last 12 months). 
 
The team are also working with residents who use waste 
collection points so we can improve the quality and cleanliness of 
these areas, including reducing the amount of waste which is 
presented, increasing the amount of recycling, and reducing 
contamination and fly tipping.  There are no financial implications 
to this council in respect to contamination, however, there are 
impacts on the County Council as the Waste Disposal Authority. 
 
Action 8c: The current waste service delivery model does not 
support waste minimisation, reuse or recycling by allowing an 
unlimited amount of waste to be presented for collection. This 
has a direct impact on the council recycling and composting rate. 

 

via Corey Gooch / 
Portfolio Holder for 
Environmental 
Services / Vick 
Burgess 
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69. 
24/25 

 12 MARCH 2025 
HOUSING STOCK CONDITION SURVEY – INITIAL FINDINGS 

 

 
✓ 

 
(a) 

Members asked whether damp and mould issues were more 
prevalent in certain property types. 
MINUTED MEETING RESPONSE: 
Detailed analysis of such data would be undertaken on the 
completion of the stock condition surveys and the findings 
reported to the committee. 
 
UPDATE: 
A Housing Stock Condition Survey update report would be 
coming forward to members at the 15 October 2025 
Performance Monitoring Panel meeting. 

 
Chris Mycock 

    

15. 
24/25 

 23 JULY 2024 
ACTIONS 
 

 

 
✓ 

 Members referred to action 9(f) 24/25, and requested assurance 
that all eligible refunds had been ‘proactively’ processed in line 
with/and since the implementation of, the Planning Guarantee. 
Had an audit been undertaken for the period to assess whether 
any refunds were outstanding?  
 

Action 9(f) 24/25: Members requested a figure be 
provided for how much the authority had paid back in 
Planning fees? Members would like to know how many 
pre-applications had been provided and was this 
considered successful?) 

 

UPDATE (emailed to members 30/7/24): 
To provide further clarity in respect of the financial implications: 
I can confirm from the information on record, that no planning 
fees have been returned by South Holland District Council during 
the four quarters of 2023/2024 due to performance, or due to 
delays in the determination of applications. 
In instances where applicants have made an additional payment 
amount that exceeds the planning fee required for their 
application, these additional fees have been refunded prior to 
the application being determined. However, the return of these 
partial payments is not as a result of performance, but solely 
relates to an initial overpayment by the applicant. 
When viewing returned payments in relation to extension of 
time, should an agreement to an extension of time exceed the 
timeframes set by the planning guarantee, the applicant is no 
longer entitled to a refund of their planning fee. During the four 
quarters (2023/2024), no payments were refunded as a result of 
exceeding the planning guarantee timeframes”. The information 
requested regarding Planning Guarantees is not readily available. 
Officers will explore this further and revert in due course. 
 
UPDATE 24/9/24: 

 
Phil Norman 



 

 ACTIONS  

 = completed, * = in hand, x = outstanding    6 
 

Phil Norman as Assistant Director, is currently exploring the 
requests and queries further and has advised that this will be 
reported back in due course. 
 
Update 30/09/24: 
Timeline requested regarding feedback to the panel. Awaiting 
update.  
 
Update 4/11/24 & 2/12/24:  
Nothing further to report at this stage. 
 
UPDATE 03/03/25: 
A full and robust audit is a significant piece of work.  A new 
Group Manager – Planning Support has very recently been 
appointed into post.  They have been charged with exploring this 
issue further.  Until such time as the work is scoped and begun it 
is not possible to provide a timeframe for conclusion. 
 
UPDATE 26/06/25: 
Nothing further to report. 
 
UPDATE 12/09/25 
Under the provisions of the Planning Guarantee fees are liable for 
repayment under certain criteria. This applies to all Local 
Planning Authorities.  Historically, wherever a fee has been 
requested and meets the criteria it has been repaid.   
 
Any historic liability in relation to eligible applications is 
unknown.  To ascertain a true position would involve the 
interrogation of a large volume of information held in relation to 
historic applications (>10,000 application records).  A corporate 
view has been taken that the benefits of resourcing such a task 
are not commensurate with the cost.  Where an applicant 
considers that a refund is eligible the Council will consider all 
information available before coming to a decision. 
 
Moving forward any planning application received as of 1st July 
2025 that meets the criteria will automatically be treated as 
eligible for a fee refund. Robust processes have been introduced 
to ensure this. 

 

 


