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introduction

This Annual Report gives an overview of the council and the district it serves as well
as a snapshot of some of our achievemenis and initiatives during the year 2006/07.
it shows how we performed against the targets set nationally for our services and the
goals we set ourselves. It looks back at another successiui year for the Council and
looks forward fo the challenges of the year to come. It provides information on our
key priorities for the coming year (outlined in our Corporate Plan) and satisfies our
statutory duty to produce a Best Value Performance Plan.

In the year 2006/07, the Council was disappointed by central government’s decision
not to allow our bid for unitary status to go forward to the next round. This bid grew
out of a deeply heid belief that our citizens have a right io fiexible and focussed local
government arrangemenis experienced in many parts of the country, but not here in
Lancashire. Unitary local government is fast becoming the norm in England; it is
aiready universal in Wales and Scotland. The two-teir system leads to inefficiencies,
duplication, confusion and lack of accountability. The problem is not recognising that
change is necessary, (the case for change is over-whelming) it is in reaching
agreement on the form of that change and overcoming the transitional problems
which brings difficulties. The council will confinue to seek an affordable, long-term
solution to the problems of governance in Lancashire in the coming year. This
remains a high priority for us.

Back in 2003, independent local government watchdogs the Audit Commission,
carried out a Comprehensive Performance Assessment (CPA) of the council and
judged us to be a 'fair' authority.

We are ambitious for our communities and know that this Council continues o
improve, so we are pleased to report that Lancaster City Council is amongst a very
small group of rapidly improving district counciis nationally who have been selected
for a repeat inspection. '

This inspection (which is similar to an OFSTED type inspection in schools} is
scheduied to take place int the autumn of 2007. A recent survey told' us 69% of the
population think we are making our wonderful district a better piace to live work and
visit, so we are confident that this time round we will be classed as providing a 'good’
service overall.

[t is imporiant that our residents have a real say in how their council is performing
and we welcome comments on this report and its contents or any aspect of council
services.



About the council

Lancaster City Council's aim is to achieve lasting opportunties for ail in a safe and
healthy district that's proud of its naturat and cultural assets.

As community leader, we are committed to working with all stakehoiders, the police,
fire, education, health, private companies, voluntary organisations and community
groups through the Lancaster District Local Strategic Partnership (LSP).

in the coming year, our 12% share of the overall councit tax bill will give us a budget
of around £22.5m. Our 820 staff provide a whole range of quality services including
rubbish and recycling collection, planning and buiiding control, community safety,
housing and homelessness, environmental health, car parking, leisure and sport,
economic development, tourism events and festivals, ficensing, councii tax collection
and support for the community and voluntary sector and lots more.

We have 80 eiected councillors, who collectively agree the Council’s policies and
budget. Decisions within this framework prior fo the May 2007 local elections were
made by a PR Cabinet of Labour, Green, and Liberal Democrats. As from May 2007,
the council has appointed a PR cabinet with representation from all five of its potitical
groups. An Overview and Scrutiny committee holds Cabinet to account and can
challenge the decisions they make. There are also a number of other committees
such as pianning, audit, licensing, and personnel.

The council is committed o open governance and so has an ‘open door’ policy which
means that all our meetings, wherever possible, are open fo the public and agendas
. and decisions are posted on the website.

For more information about the Council and a full A-Z listing of council services visit
our wesbite www.lancaster.qov.uk

Things you might not know about the council

= Lancaster City Council offers a Household Bulky Waste Collection for items such
as white goods, furnifure and carpets — for more information or to arrange a
collection call — 01524 5824G1.

= Have you been to the Heysham Heritage centre yet? If not make a date to go!
The centre, which is supported by Lancaster City Council and was the vision of
the Meysham Heritage Association is home fo a permanent display of the
unfolding story of Heysham supplemented by temporary exhibitions.

= Did you know 5,338 people from Lancaster, Morecambe and the rural area took
part in a consultation about Anti-Social Behaviour. Tackling criminal damage
and litter were their top priorities.

* |n 2006/07 the council coliected 374kg of waste per head of population, one of
the lowest counts nationally. This means that our citizens are working incredibly
hard to reduce the waste they produce, so thank you!

= Did you know that there are 1,390 listed buildings in the district, more than any
other part of the County. Of that figure, 25 are grade 1 listed (like Lancaster
Castle) which means that they are buildings of more than local or regional
significance. A further 68 are grade 2 sfarred, including the Midland Hotel,
Skerton Bridge and the Moor Hospital.



About our district

Lancaster District sits on the most northerly edge of Lancashire, outside the central
Lancashire City Region. lts diverse and compeliing mix of city, coast and
countryside, makes it the natural centre of the Morecambe Bay area, which includes
South Cumbria as well as Lancashire.

it combines the City of Lancaster, which has played a significant role in the history of
this country for more than a thousand years, the seaside town of Morecambe,
currently undargoing a renaissance, and some of the most beautiful countryside in
Britain, including two areas of outstanding natural beauty.

Visit us and you'll experience an undeniable feeling of something different. We are a
distinct place with a distinct make-up. Our communities may be diverse, but they all
exhibit a common trait; they expect a lot from public agencies and are not afraid to
say what they think. People here tend to identify strongly with the place they live,
care about it passionately and have an appetite for still more opportumtaes to shape
the future of their communities.

Our Neighbourhood Management success demonstrates how, when given the
chance, residents have relished the opportunity to work effectively and efficiently with
the disirict council, and other agencies, to bring about positive changes for their
communities.

We're a place of contrasts - in every way imaginable; we have areas of great-
affiuence and others of extreme poverty, so there are some parts of the district which
need our parficular care and attention. But, on the whole, the combination of our
location, fantastic quality of life, unusual mix of both the district and the diverse
community it attracts, makes us a popular centre for employment, business
development, education, health, shopping, leisure, tourism and culture.

We lie at the cenire of a major communications and fransport network, offering
superb access to road, rail, sea or air. That's not to say we don't have locai transport
issues, our residents consistently tell us improving traffic congestion would make the
single biggest positive difference to our district.

QOver the centuries, the district has been at the heart of national and international
trade and today is home to service-based industry, major exporters and an emerging
ICT market. With a population of around 138,000 ours is one of the fasiest growing
areas in Lancashire and an increasingiy popular focation to live and work

This district delivers some truly outstanding economic performance, far in excess of
regional and national averages, this district has the fasiest growing economy in
L ancashire and Cumbria, contributing £1.7 billion to the Lancashire econcmy alone.

Lancaster University is- one of the country’'s top-ten educational research
establishments and a world class centre of excelience in many spheres inciuding 17,
business and environmental sciences. We will also be home to the main campus for
the new University of Cumbria when it is established in August 2007.

Unsurprisingly then, the district is a knowledge based one, with one of the most
highly skilied workforces in the country, more than 32% of the population is ecucated
to NVQ level 4 or equivalent. Our academic community continues io develop iis
research and commercial skills and forge partnerships with business - locally,
nationally and internationally - fo create lasting impact.



Increasingly, companies recognise the district as an accessible, attractive business
location - and a credible alternative to the major Northwest conurbations. Global
businesses and homegrown entrepreneurs, among them Canon Hygiene, British
Enargy and Axa Direct, power the area's expanding economy. What's more, with an
investment package of £25 million, the city's Economic Development Zone {EDZ) is
stimulating an influx of ambitious businesses eager to capitalise on the area's world-
class academic and resesarch resources, including Lancaster University's & Star
Business School, affordable property and labour costs and high skill levels.

Things you might not know about the
Lancaster District

« lancaster District is geographically the second largest district within the County
of Lancashire, second only to Ribble Valiey, but is the largest in terms of
population.

«  The district, which includes the Seaside Resort of Morecambe, Historic City of
Lancaster, and rural areas including the Lune Valley, has over 6,500 bed spaces
and a wealth of tourist attractions and events.

= Eric Morecambe, was born in the resort of Morecambe. Born Eric Bartholomew in
Christie Avenue (near to Morecambe F.C.’s ground at Christie Park) he decided
to adopt the town's name when he went into show business.

= The Midland Hotel on the promenade is one of the finest examples of the Art
Deco style from the 1930's. Currently undergoing a major facelift, the hotel
featured in an episode of the ITV series “Poriof”. Morecambe's architectural
treasure is on track to open in Sprlng 2008 in a form fit for the 21 century

» Lancaster's oldest pub is also the 2™ oidest in the country! The Three Mariners
on the site of the former Bridge Lane, adjacent to St George's Quay. Opened in
the 13" century and has had a number of names in its history.

«  Sir Richard Owen, the man who coined the word ‘dinosaur’ from the Greek words
‘Deinos’ (fearfully great) and ‘Sauros’ {Lizard), was born in Lancaster. in 1846
The Times called Sir Richard “the most distinguished man of science in the
country”.

«  Victoria Wood says her comedy creation Mrs Overall was based on an eiderly
waitress in Morecambe restaurant.

= John McGuinness from Morecambe is the onty man to lap the lsie of Man TT
course at over 130mph.



What residents think of the council and its
services

Our residents views on how well we are doing are important to us. They help to
make sure we are focusing on the right things, shape our priorities and improve
where we need to. That's why we regularly fest public satisfaction on a whoie range
of council services.

The latest surveys were carried out in the autumn/winter of 2008/07 and invoived
survey of 1,100 residents as well as specific surveys of planning and benefits
applicants and council housing tenants. A summary of the findings is shown below

What residents find important

The survey showed 89% of the population think we are making the district a better
place to live.

Our residents think that the top three factors which contribute to a good quality of life
in an area are: .

e Lavel of Crime

» Health Services

e Clean streets

Locally, the things which most need improving are:
« Traffic congestion

e Activities for teenagers

¢ Road and pavement repairs

All these are services provided by Lancashire County Council which the City Council
tries to influence through the Lancashire Locals Committee '

What residents think of council services

s Overall 51% of residents were satisfied with the services provided by the council,
a smail improvement from 48% in the last survey

s improving street cleanliness was onz of the council’s highest priorities in 2006/07
so we are pleased to note that satisfaction with this service has steadily improved
to 61.80%.

s 80.40% of our council tenanis said they were satisfiad the overali service
provided by the council as their iandiord.  This represents a big improvement
from 72.50% three years ago.

« Qverall satisfaction with benefits performance has also improved radically to
81.2% from 67.20%, we are delighted as this reflects consistent high
performance against ali measures brought about by a major investment in this
service,

= 80.8% of people are very or fairly satisfied with the waste collection service.

e 71.4% of people are very or fairly satisfied with locai recycling provision, a figure
we expect to rise when all households in the district have access to the 3 stream
waste collection rounds.



Achievements against medium-term
objectives

1.

To deliver value for money customer
focussed services

2007/8 saw the lowest council tax rise for eight years at 3.8%,

Our Revenues and Benefits service is one of the top performers nationally with
the majority of statutory indicators in the top quartile, rightly reflecting the
excellent service which is provided 1o our customers.
- The average time for processing new benefits claims is now 18
days (fop quartile figure 25 days)
- The average time for processing change of circumstances is now
7 days (top quartile 8.5 days}

Revenues and Benefits have also maintained an excellent score of 4 in a seli-
assessment against DWP Performance Standards for 2008/7, this is particularly
pleasing as it has a strong focus on customer experience, all this is endorsed by
the impressive improvement in customer satisfaction discussed glsewhere in this
docurment.

The council's website continues to grow in popularity as a means of accessing
council information and services, and in the year to April 2007 recorded over 1.5
million page hits. Investment in new technology means that visitors to cur site can
carry out an increasing number of self-service transactions, such as paying bills,
reporting highway, streetlighting and litter problems, or finding their nearest
heaith services, schools and public amenities.

In an independent survey carried out by SOCITM (Scciety of information
Technology Management), Lancaster City Council was one of only handful of UK
councils to be commended for best practice in having ciear and comprehensive
contact details on their website. '

Each month around 140,000 users visit us the council online, and our monthly
survey reveals that half of these visitors are able to find everything they need
purely from the website. Since the website is available 24 hours a day, this
means that customers can do business with us at a time to suit them, and from
the convenience of their own home or place of work. This also means we can
manage more effectively the ftradiional access channels to the council -
telephone, letter or personal visit.

The Council's noise control website pages scored 4 and was in the top 4 in a
national survey of local authority websites by ‘Noise Builetin’, being awarded the
highest possible marks for quality of information.

Customers are able 1o submit and pay for Planning applications online, to track
current applications, to view applications and submit comments. The quality of
the Planning Service offered to our customers goes from strength to strength,
this year hitting 100% of its performance targsts for planning applications.

The Council continues to deveiop its ‘Customer Services' approach to service
delivery.



- In 2008/07 the new Corporate Customer Services Policy was
developed and implemented. The policy outlines standards for
dealing with all our custcmers whether face to face, on the
telephone, by letter or email. The policy helps our staff to deal with
challenging customers and those who may have special nesds —
for exampie those who need documents producing in Braille. The
Corporate Customer Services Policy forms the basis of all the
Council's Customer Services training as part of induction and
further development. '

- Worked with City Council { Direct } Services and local charity
Furniture Matters to set up the Bulky Maiters project — this
innovative partnership has reduce the amount of bulky household
wasie going to landfill from 100% fo 40% thus saving many tonnes
of fandfiill per year, at the same time improving the service o
customers by introducing appointments and an in-house
collection service

- Incorporated the Council's main switchboard ( 582000 ) info
Customer Services — this has improved the perceniage of phone
calis answered from 86% to 87% and enabled reception staff to
concentrate fully on face to face visitors."

The Council took big steps forward in involving citizens in shaping our priorities in
2006/07. Building on the success of the previous year's consultation, our newly
appointed Citizens Panel was asked to comment upon the Cabinet's proposed
pricrities. Response rates were excellent and resulfed in detailed changes to our
Corporate Plan for 2007/08. In addition we are pleased that a dedicated
Consultation Officer has been appointed who will be working hard in the coming
year to enable all our citizens to become ever more involved in the democratic
process.



2.

To make our district a cleaner and

healthier place

Lancaster City Council is the only district council to be designated a Cycling
Demonstration Town. The Project Team driving the scheme continue to
encourage even more people to take up cycling by offering training, support (free
‘Bike Buddy' scheme), information and funding to local cycling groups and by
organising guided cycle rides and community events. The team work with local
employers and schools to raise awareness of the benefits of cycling and offer
support and training to remove barriers and give local people the confidence to
cycle to school, work and on other journeys. Improvements to the local cycle
network continue, with more links to designated cycle paths, additional signage
and resurfacing works.

Key projects within the Public Convenience improvement programme have been
completed. New facilities are now in place at Promenade Clock Tower and the
Arndate Shopping Centre Car park. in 2007/8 plans for improvements in Happy
Mount Park and Heysham Village are already underway.

Partnership arrangement with Smokefree Lancaster District to manage smoking
prohibition on July 1, together the recruitment of dedicated officer to deal with
publicity/enforcement. ‘

150 targeted patrois for dog fouiihg have been undertaken this year with 7 fixed
penalty notices issued for offences witnessed.

40,000 of househoids in District now have wheeled bins and boxes. Cabinet
approved roll out to further 10,000 households in Sept 2007 and 7,000
households in Sept 2008. In addition plastics will be coliected as a recyclable
item from September 2007,

items of bulky waste now collected by partnership between Lancaster City
Councif / Furniture Matters called ‘Bulky Matters’. Over 50% of alt tonnage
collected is reused or recycled and 100% of it was removed within our standard
of 7 days. This innovative service has been recognised nationally as an example
of best practice (eg lets recycle.com awards).

Trade waste collection service now offers a recycling service o schools
(introduced in April 2007)

Entered into contract with Lancashire County Engineering Services to deliver
highways maintenance within the District.

Anti Litter Action Plan ‘Putting Litter in lts Place’ launched with a focus on
Enforcement, Education and Service Delivery. Supported by a well publicised
media campaign. tn 2006/7

- New Environment Enforcement Officer in post from August 2006,
From Aug to Jan ,

- 130 investigations into cleanliness related complaints have taken
place

- Over 2,200 warning letters have been sent out

- 893 people were spoken 1o raise awareness of the penalties for
littering :

- Over 1200 portable ashtrays were handed out



- 29 Fixed Penalty Notices have been igsued by Council staff and
PCSOs for littering / dog fouling

- 25 Fixed Penalty Notices have been issued by the Police for
littering

CC(D)S has worked with agencies on the clean sweep initiative in parinership
with other Council services Police, Fire and Rescue Sarvice.

4 PCSOs have been funded by the City Council to focus on environmental
enforcement. These sta are now in post and will be jointly tasked by the Police
and the Council's Environment Enforcement Officer. Additional PCSOs are also
being funded by West End Partnership and the Community Safety Partnership.

A'dditionai beat sweepers have placed in hot-spot areas eg Skerton, Bowerham,
Marsh, Ryaiands (funded by using existing resources more efficiently).

Between April and December 2008 — 2662 incidents of fly tipping were recorded
which is a 26% improvement on the same period during the previous year when
3612. By third quarter of this year 81% of all fly tipping incidents reported to the
customer service centre were responded {o within one working day.

Our award winning Grounds Maintenance team have experienced further
success in the RHA Tatton Show and continue o share their expertise with the
communities across the district through continued support of 'Britain in Bloom’
entries. They continue to work in partnership with Piccadilly Garden Centre {o
provide training opportunities for learning disabled adults at the nursery.

Grounds Maintenance worked with Job Centre + to provide work opportunities for
20 long term unemployed people during the summer months. Street trees are
being re-pianted as a resuit of the tree strategy.

Strategy for playground improvement agreed and several playgrounds have
already been improved- Peel Ave, The Cliffs, Glasson Dock, Palatine Rec,
Yealand Redmayne, Benson Ave.

Our sports facilities, venues and programmes provided a service to one million
customers in the year 2006/07

The Splash Park in Happy Mount Park was opened and was a tremendous
success with both residents and visitors



3.

To reduce crime and the fear of crime

The Community Safety Partnership (CSP) has agreed stringent targets to reduce
crime by 16-19% over a 3 year period. The key areas for the Lancaster District
are alcohol related violent crime and criminal damage. The Partnership is
currently seen as having a “good” chance of meeting the target.’

The CSP is constantly seeking to improve its impact. A consultancy provided by
Government Office North West is currently considering the processes which
underpin the partnership’s activity, examining issues such as govarmance,
structures, and performarice management. A report with recommendations will
be produced from this consultancy.

The Council and CSP are working ever closer with the agencies who can
together tackie crime and the fear of crime. A Multi Agency Problem Solving .
(MAPS) team has recently moved into offices on Caton Road. k is intended that
the team wili eventually reside in Lancaster Police Station. The team comprises,
on a full time basis, the City Council's Community Safety Officer and Assistant as
well as the Police Partnership Officer and Crime Prevention Team. Other
agencies will also be working in the MAPS team on a part ime basis such as the
Environmental Co-ordinator, Youth Offending Team and Youth and Community
Workers and an officer from Victim Support.

Working Groups have been set up to implement action plans in respect of alcohol
related violent crime and criminal damage, and close finks have been formed with
the Local Strategic Partnership (LSP) Alcohol Harm Group. Multi agency
meetings are taking place to run Clean Sweeps in key areas within the district.?

in 2006/7 the CSP spent just over £380,000 (mostly external funding). Key
projects have been: Police Community Support Officers, the development of a
(Multi Agency Problem Solving) MAPS team, analytical work to deveicp
partnership understanding of key problems, domestic violence projects such as
SAL's Place and LDWA and substance misuse projects such as XS, Tower and
the Arrest Referral Scheme.

The PCSOs have been coming on stream throughout the year and more are
planned. 1t is envisaged that from the next financial year there will be 20 PCS0s
in place. These are part funded from Government via the Police and part funded
as foliows:

- 4 x City Council (these four PCSOs are focusing on the cleaner,
safer, greener agenda);

- B x Waest End Partnership;

- 10 x Community Safety Partnership.

The Domestic Abuse Strategy was {aunched on 30" March 2007. The Domestic
Abuse Executive Group is already using the action plan to manage work around

‘domestic abuse.

An audit of activity around Section 17 of the Crime and Disorder Act has been
carried out with Service Heads. The results of this audit have been integrated
into service business plans and additional resources agreed in the 2007/8

» Government Office North West Tracker Tool

2 Clean Sweeps — 5 week programmes targeted at key areas including: cleaning.
enforcement and public reassurance.



budget.. These inciude funding for a Domestic Abuse Co-ordinator and Training
and Education Pack.

The district benefited from extra street lghting of nearly £29,000 due to a
successful bid from the CSP.

Work is taking place around the Neighbourhood Policing agenda. Police and
Community Tagether (PACT) meetings continue to take place.



4. To lead the regeneration of our district

e Another ouistanding year of festivals and events maximised the number of
visitars to our district, including the well-received jazz and heritage festivais. ina
major coup for the council, BRIT award winners the Arctic Monkeys played a sell-
out concert in the Dome. With a renewed Festivals Innovation Fund, there is
much to look ferward to in the coming year.

e In the most recent complete year for which tourism figures are availabie (2005)
the value of tourism to the district rose from £216.99m in 2004 to £217.71m in
2005,  Although the number of day visitors dropped sfightly, the amount of
people staying in serviced accommodation increased by 22%.

s Our partnership arrangement with the County Museums service continues fo
develop. in 2008/07, our Museums were awarded Museums Libraries & Arts
(MLA) accreditation having been assessed against a wide range of professionat
standards, rightly recognising the excellent quality of the service prowded to our
customers.

- The Museums Partnership acquired the rare roman tombstone
found during archaeological work in Lancaster. Conservation is
under way and the stone will undoubtedly become a major draw
for visitors when it is installed in its permanent home in the city.

- A silver replica of the Morecambe’'s former super swimming
stadium has been acquired for public display

¢ The Lancaster & Morecambe Economic Development Zone (EDZ) is the largest
externally funded regeneration programme ever undertaken by the City Council.
The past year has seen some major achievements and all its key projects have
now been secured. This means that the City Council will be able to draw down
the full £8 millien of European funding available to the EDZ by the end of 2008.

e Luneside East, the EDZ's “flagship” project was begun in 2008/7. Following a
successful compulsory purchase, the prominent gashoider was demoiished in
December 2006. A full detailed planning application has been approved and work
has commenced on site . The Councif has supported affected businesses and
several have already been relocated.

o The emerging Luneside East urban village project will replace contaminated and
derelict fand with a mixed development of 300+ housing units; 80,000 sq ft of
modern office space, parkland and !eisure facilities. There will be better links
through Quay Meadow into the city centre.

e The new CityLab offices were officially opened in August 2006 and have created
an impressive, state of the art office development in the heart of the city. The
£2.7 million scheme also makes an imporiant contribution fo the townscape of the
Dalton Square Conservation Area with a sensitively designed, contemporary
building that reflects the heritage of its surroundings. The buiiding is proving
popular and was 39% let after 8 months, which is on ceurse to meet its business
plan projection for the equivalent of at least a break even position in the first year.
The first tenants are five businesses that have all expanded/reiocated from within
the city.

s A £560,000 capital project {o improve industrial access in the Port of Heysham
was compls isted in 2008, opening up nearly 10 acres of serviced industrial land af
the Port. Two phases of marketing have now been completed and terms have
been agread for sale of the entire site in seven separate plots. The purchasers



are mostly local businesses and are expected to support 100 existing jobs and
create a further 180 jobs by the end of 2008.

in October 2006 funding was secured for a £3.5 million scheme to create a
Centre for Creative Industries in the Storey Institute, workspace as weli as public
galieries, a new auditorium/conference centre, a bar/cafe, and a new state of the
art Tourist Information Centre. Converting this underused Grade 11 listed building
will provide a heritage gateway and increased “footfall” for the Castle Precinct.

We are working closely with the new owners of the Lune Industrial Estate (now
i une Business Park) to support plans for upgrading of the estate and provision of
improved workspace. This will be done through an ERDF project approved under
the EDZ programmes.

The City Council is working jointly with NWDA and Lancaster University on the
development of a new science park at Bailrigg adjacent to Lancaster University.
Progress during 2006/07 includes the completion of a market demand study and
an application for outline planning permission. NWDA reieased funding for site
acquisition and detalled design and the site has now being purchased by the City
Council, subject i the outcome of the outline planing application. Further detailed
design and development work will continue during 2007, leading to a final funding
application to NWDA which will lead to a start on construction of access roads
and an Innovation Centre during 2008. The Science Park is designated as one of
the North West's Regional Strategic Sites where technological spin-out from
academic research should provide an internationally significant contribution to cur
local economy involving knowledge transfer and value added products.

Proposals for a retail led regensration of the Canal Corridor North area
prograssed during 2006/07. The Council eniered into a formal development
agreement with potential developers Centros Miller in the summer of 2008, which
is dependent upon a number of issues, the most important of which is the
granting of a satisfactory planning permission. This radical development of the
Canal Corridor (North) area, so blighted for over 20 years, will enhance the
townscape with a sympathetically designed mixed retail, culturai/leisure and
public space provision combined with community facilities and housing. It is a
public/private partnership initiative between the city and Centros Miller.

Significant new office and leisure faciiities have been completed on the Cottom’s
Farm industrial site. Further developments are now also underway for compietion
in 2007/8.

The ongoing regeneration of Morecambe continued in 2006/07

- Work began in 2008/7 on the renovation of the long time derelict
Midland Hotel under a development partnership agreement with
“Urban Splash’”.

- Following an international design competition open to architects,
Central Promenade ciose to the Midland is to be refurbished by
the eventual winners Flag’. This was another joint initiative with
‘Urban Splash’.

- Promenade facilities in the West End of Morecambe are being
improved, including community designed public art and play
faciliies.  This will be complete is summer 2007 and will
complement our award winning promenade.

- The Winter Gardens is now owned by a buildings preservation
trust led by local volunteers who are bidding to secure the funds
they need to refurbish the building.



5. To support sustainable communities

LJ

We have made a clear Corporaie Plan commitment to produce a ‘practical’,
locally focussed Climate Change Strategy. In addition, the council has signed the
Nottingham Declaration and the Northwest Climate Change Charter.

We are preparing an Air Quality Action Plan with partner organisations and
working hard to find achievable ways of improving air quality. We know there are
localised concentrations of air poliution in the city centre closely associated with
road congestion and heavy traffic. A wide-ranging consultation will take place
during 2007.

Neighbourhood Management gives local pecple a bigger say on how their
localities are shaped and in holding service providers to account. Working
alongisde locai people in a particular area continues to have a positive impact on
those neighbourhoods and the lives of ail the people who live there. Our track
record working in the- Poulton and West End areas of Morecambe is impressive:

- There has been a significant decrease in the proportion of iocal
residents who are unemployed or claiming Job Seekers Allowance
from 7% in 2003 to 3% in 2008.

- The proportion of people expressing dissatisfaction with Poulton
as a place ic live has decreased from 16% in 203 to 11% in 2006.
This is greater than the change seen across all Neighbourhood
Management Areas nationally

. Feellings of neighbouriiness have increased, with 58% of residents
feeling that neighbours looked out for each other in 2008
compared o 50% in 2003 :

- Compared to 2003, in 2008 fewer residents identified problems
across the range of service areas including rubbish cofiection,
street lighting, locat bus services and social and leisure faciiities

- Residents also perceived positive progress to have been made in
crime-related areas such as drug-dealing, burglary and violent
crime.

« The Councifs partnership with Adactus Housing Association has prbduced 13

remodeled properties in the West End, 10 in Poulton, with further 47 properties
recently acquired there. Most of these shared ownership properties have been
purchased by people on low incomes who were previously renting in the private
sector in Morecambe. The Exempiar scheme in the West End, now known as
Chatsworth Gardens is at the final stages of developer selection. 38 properties
have been acquired and a further 7 are near compietion. Elsewhere in the District,
Adactus have refurbished 3 properties in Lancaster and & (for shared ownership)

‘inrural areas.

We are proud of the fact that we continue to maintain the Decent Homes
Standards for all our council owned dwellings.

Council homes are some of the most energy efficient in the country and in the
private sector, the most recent HECA (Home Energy Conservation Act) return
reported an annual improvement in district-wide energy efficiency of 2.32%. This
achievement was double the estimated target for the year.

Excslient progress continues to be made in improving the Council Housing
repairs service. The average time taken to underiake all repairs is now just
11 days (against a target of 15 days) and all tenanis are being offered fixed
appointments by trade operatives to visit at their first point of contact fo



report a rapair.

Pregress has been made in reducing the average time taken to allocate council
properfies, the average re-let time has reduced from 42.8 days to 38.3 days,

The councifs homelessness team continue to focus strongly on prevention
initiatives and early interventions, "Drop in" advice services have increased and
there has been an overali reduction in the numbers of homeless applications and
acceptances, bringing reductions in spend against the B&B budge!. There has
also been increased access to both temporary dispersed housing (RSL managed)
and accommeodation within the private rented sactor.

Council support will enable the YMCA to re-open emergency accommaodation in
Portland Street. This will provide for 6 young people. Our funding wil! also enable
the Home Support team to provide a flexible support package to socially
excluded people who need help toc maintain a home and become mdependent
moving from welfare to work.

The council is committed o increase the amount of affordabie/social housing in
the district, through the Planning system we have focussed strongly on the
provision of social rented units through 5106 agreements - 11 units having been
agreed at the Bulk Road site, Lancaster

2006/07 saw the development of a new Home Maintenance and Housing
Options Services for vulnerable private households. These have been integrated
with existing services, (like the district-wide Handyperson Scheme) enabling
delivery of Home Improvement Agency type services designed to help make
homes decent, promoting independence

The 2004 Housing Act says that all houses in muitiple occupation must now be
ficensed and alsc iniroduced a new system of assessing the condifion of
properties. Together, these changes represent the biggest change in Housing
Legislation in the last 80 years. Our new scheme for HMO licensing became
operative on 6 April 2008 and our highly trained staff and re-vamped systems
and procedures ensure that the council is ready to provide the best possible
service {0 our communities.

The Council has entered into a joint management arrangement with South
Lakeland District Council to share the services of a cross-district Licensing
Manager based in both Lancaster and Kendal.



6. To continue to improve the Councill

e Sound financial management delivered the lowest council tax rise for sight years
at 3.0%, whilst at the same time offering opportunities for growth. So in the
coming year we will be able among other things, to provide:

- two new face-to-face customer service centres based in Lancaster
and Morecambe town halls

- adjustments to our buiidings that wilt help us respond to the
challenge of climate change and provide better DDA compliant
accommodation for cur staff

e More council services than ever have achieved formal recognition for-the guality
of the services they provide.

- Council Housing Services has successfully achieved two major
quality accreditations. The Repair and Maintenance Section has
obtained 1SO 9002 Quality Accreditation which means that the
whole of the service is now accredited and our shelterad housing
team has received accreditation from the Centred for Sheltered
Housing Studies. -

- CCDS has successfully achieved Investors in People Employer
accreditation, a magnificent achievement.

- Highways Maintenance section achieved 1SO 9001, OHSAS
accreditation

- 80% of all building cleaning staff have been accredited with a
national vocational qualification

- Revenues and Benefits service awarded a Charter Mark
recognising the excellent service offered o our customers.

e Our award winning Communications team had another busy year, narrowly
missing out on an award for the top council magazine of the year from the
Chartered Institute of Public Relations (CIPR). Judges warmly commended the
guality of “Your District Council Matters’ and at only 14p a copy per household
(including delivery) it was recognised as providing council tax payers with
outstanding value for money.

e In 2008/07 the Council's approach to performance management has gone from
strength to strength. We have seen a significant improvement against key
RVPI's, and our customers are experiencing high quality service. Recent
analysis shows that Lancaster City Council is amongst the top performers in the
country against many measures and we are improving at a fasier rate than
comparable District Councils. This sea-change in the Council's approach to
performance management underpins ail our other achievements:

- The revised Performance Management Framework came into
force on 1% April 2006 after comprehensive revision and
streamiining and has bedded in well in 2006/07. A single
documeni was produced which explains all roles and
responsibilities within it. Member and officer responsibiiities have
heen clarified. The Leader of the Council now has responsibility
for Budget and Corporate Performance, mirrored on the officer
side by the re-designated Corporate Director (Finance and
Performance). Dupilication in monitoring and documentation has
been eliminated with all parties receiving the same information in &
timely manner through the quarterly Performance Review Team



process. Data Quality assurance procedures are already in piacs
and these will become a focus for further work in the coming year.

- We continued to roll-out our computerised performance
management system ‘Escendency’ which provides a ‘picture’ of
performance in relation {o priorities in real time, highlighting under
and over performance. For the first time we are able to see a
single, real-time, top down picture of our success in delivering our
vision for the District. All Council services are now reporting
performance through the medium of Escendency.

- The Lancaster Approach to Managing Projects (LAMP), was
adopted this year. The change associated with improvement
requires processes to manage it well ~ project management is a
key tool to help us to do this. So the new project methodology wiil
better assure intended project benefits are reaiised and that
individual projects are delivered to time, cost and guality. The
original intention was to train 50 officers, but initial sessions were
so well received and the feedback so positive that far more than
the original number applied for fraining and the courses were
oversubscribed in a very short time. At this time around 120
council officers have heen LAMP trained and that number
continues {o rise.

- Customer Service Standards, together with enhanced an feedback
and complaints procedures have been embedded over this year
with more to be introduced as further services are integrated into
the Customer Service Cenires.

Our staff appraisal systems include monitoring of progress against individual
targets and council priorities

The Land Charges section continues to provide a speedy service, carrying out
almost 99% of standard searches within five working days

Emergency Planning and Business Continuity are now statutory responsibilities
for the Council under the Civil Contingencies Act 2004 and the Council created a
new post of Civil Contingencies Officer as part of Health and Strategic Housing,
to fulfil these responsibilities. The council now has in place a Corporate Business
Continuity Plan and individual plans for all its services.

The council's financial management arrangements continue tc improve. The
Council's scored a 3 out 4 for its Use of Resources annual assessment by the
audit commission ( performing well - in excess of minimum expected ievels). it
also received an ungualified opinion on its annual accounts and was adjudged to
be providing value for money services.



Planning Ahead

Every public body has a number of priorities. Given the range of services this council
provides, it is right and proper that we do too. All our high level priorities are fully
articulated in our Corporate Plan which is the companion to this Annual Repert.

hito://iwww.lancaster.gov.uk/Documents/Corporate%208trategy/corporate plan 2007

2008.pdf

However, in addition to our 6 Medium Term Objectives, the Council has in recent
years, chosen to decide which things are the most important of all in the coming year.
We call these ‘over-riding priorities’.

For the year 2006/07 these were

s Keeping the council tax increase below 5%

« Improving the cleanliness of our streets and public open spaces

s Modernising the way we deliver all our services and making them accassible to
all who need them

The Council took big steps forward in involving citizens in shaping our pricrities in
2008/07. Building on the success of the previous year's consuliation, our newly
appointed Citizens Panel was asked to comment upon the Council's proposed
priorities. Response rates were excelient and resulted in detailed changes to our
Corporate Plan for 2007/08. This consultation helped our politicians to decided that
for the coming year our ‘over-riding’ priorities will be:

« Keeping the city council's portion of the council tax increase below 4.5% and
further improving the financial management of the council

« Improving the cleanliness of our streets and public open spaces to make them
more attractive and usable

« Modernising the way we deliver al! our services and making them accessible to
ali who need them

e Responding to the Loca!l Government White Paper by pursuing a bid for unitary
focal government, improving neighbourhood engagement and further developing
neighbourhood management

The Corporate Plan not only sets out the aspirations of the community that the
council will deliver in the immediate future, but also forms the basis for our budget
process. Consequently, all the resources in the council's revenue and capital budgets
are aligned to the 6 key objectives included in the Corporate Plan. In this way, the
Council's resources are directed into the service areas where the pubiic want to see
- them. '



How well are we improving?

What the Audit Commission has said about us

The Audit Commission is an independent wa’ichdog responsible for making sure
public money is spent effectively fo achisve high-quality local services for the public

fn 2003 the Commission carried out a comprehensive assessment of our
performance {CPA} which looked at how well the councit was managed and the
quality of the services we were providing {o you. We rated as a ‘fair council’, weli
placed {o deliver further improvement.

We are delighted that the Commission will return in the autumn of 2007 to repeat the
CPA process. Lancaster City Council is one of only a very small number of rapidly
improving district councils who have been selected for this re-assessment.  This
rigorous inspection is only offered where thers is a realistic prospect of a change in
category. We hope that when the process is completed in 2008, the council's
considerable imprevement will be reflected in an improved score, so waich this
space,

We did not have a detailed CPA assessment in 2008/07. Instead, the Audit
Commission carried out an annual ‘health check’ which heips us to see if we are stilt
cn the right track and making progress, so in the last year, exiernal auditors have
carried out a number of detailed and rigorous audits of the council’s accounts,
finances, internal controls and performance, and visited us for four days to look at
whether we offer value for money. Their findings have been published in a report
called "The Annual Audit and Inspection Letter’ looking back over the year 2005/06
and progress that has been made since then.

We firmly believe that there is always room for improvement. This report is an
important part of the way we review how well we are performing in providing services
and in managing the financial and other resources involved in managing the council's
functions. We then develop action plans to make sure any weaknesses are
addressed. '

Overall the most recent report confirms that our performance management, internai
controls and financial standings are extremely sound, that we provide good services
and are moving forward and getting better all the time. Not only are we continuing to
improve, but we are doing so at a considerably faster rate than comparable district
councils. It is pleasing to note that the audit commission has recognised that our
ambition to improve is not for our own benefit, but directly for the benefit of ourlocal
communities. This is something that we are very proud of.

Performance and Progress

The report concluded that we have successfully implemeanted our improvement plans
and achieved many of our desired outcomes. Particular strengths include:

¢« Performance against target in both national and local priority areas is improving.
Current performance leveis are good with 42% of indicators in the top band
compared with the district councit average of around 30%

e« Access fo services and information continues to improve

« Corporate and Business planning processes are more effective and stronger
corporate leadership of performance management has delivered res)
improvement



» Waste management is improving and the council has exceeded its DEFRA
recycling targst

Areas for further development include:

« Develop and embed our approach to work-force planning, equality and diversity
and tackling staff abuse
s Build on performance management success to more efiectively tackle under-
performance ' .
+ Further deveiop partnership working in order to:
- Ensure responsibilities under Children Act 2004 are met
.. Ensure Local Area Agreement targets are met by better integration
with other authorities and key pariners
- Develop robust risk management and governance arrangements
with all our significant partnerships, thereby maximising outcomes
from joint obiectives
e Use benchmarking for key services to systematically improve value for money

Use of Resources

This assessment looked at how financial management is integrated with strategy and
corporate management, and whether we provide value for money. The overall score
of three out of four, “performing well and consistently above minimum standards”,
puts us amongst the top council’s in the country although it was recognised that we
couid do more to develop our approach to assessing Value for Money. This area will
therefore be the focus of further activity for the council in the coming year.

Finance and accounting

Auditors gave a clean bill of health to the counci's accounts and financial
management and said that ‘the council has a strong approach to financial
management’

All of the deadlines on the closing of accounts were met in 2006/07, despite being
earlier than most private companies. The deadiine of 30% June was set for the first
time for the closedown of 2005/08 accounts. Robust forward planning ensured the
council successfully met this new and challenging deadiine and is now very well
placed to continue to comply in coming years. Our auditors were happy to give us an
“Unqualified Opinion” that our accounts present a frue and fair view of the Council’s
financial position, and also that the council had arrangements in place to defiver
value for money. :

The full Annual Audit and Inspection Letter is published on the council's website
following publication by the Audit Commission. www lancaster.gov.uk and on the
Audit Commission’s own website www.Audit-Commission.gov.uk

Statement of contracts involving a transfer of
staff

The Council complies with best value requirements in procurement, including the
requirements of the Code of Practice on Workforce Matters in Local Authority
Service Contracts, in the awarding of contracts and the establishment of partnership
arrangements.  The Council did not enter intc any contracts requiring a transfer of
staff in 2006/07 and therefore had no need to initiate the Code of Practice.



Review to Improve

From time fo fime, the Audit Commission carries out specific targeted inspsctions
with a view to supporting a council's improvement against its stated priorities. In
2006/07 one of our over-riding priorities was to improve the cleanliness of our streets
and open spaces for our communities. Qur customers have told us that this is of
particular importance.

In Summer 2008, an Audit Commission inspection of our environmental services in
the area of Waste Management took place. They said that overall we provide a fair’
service with ‘promising prospects for improvement'.

Undoubtedly, in the last two years the council has under-gone a step change in

service quality, we are therefore delighted that the Audit Commission report

highlighted many innovative improvements, in particular the many ways in which we
have become more focussed than ever on our customers in recent years.

Key strengths included:

e a single point of telephone contact and access for users;

« communication, consultation and engagement with users and a .proactive
approach to diversity, for example, in neighbourhood management areas;

¢ publicised service standards and a wide range of information about street
cleansing, sustainability and waste management;

+ some areas are maintained to a good level of cleanliness;

s« pramotion of reuse and recyciing schemes;
statutory recycling/composting targets have been achieved, with iow levels of
waste production and reductions in landfilt disposal.

¢ a tfrack record of improvement that has delivered benefits for users;

e service weaknesses are being addressed through action plans and strategies to
improve environmenta! cleanliness and waste management; councillors and staff
are committed to service improvementis;

» the corporate framework for performance management is being strengthened;

"o additional financial investment in the service, including external funding, has
improved value for money in some areas; and good partnership werking to
deliver its priorities. ' '

The auditor says the council needs to consclidate these improvements by
concenirating on the following areas:

The way forward

s Further embed service based performance management arrangements in order
to drive and monitor progress and review impact;

e Tackle high levels of sicknass absence;

¢ Use benchmarking more systematically to improve vaiue for money;

« Maximise information and communications technology to achieve efficiencies.

The Council welcomed these recommendations which have been fully incorporated
into the service improvement plan. We are pleased fo report that the majority of
these recommendations have now baen implemented.



Managing our performance

. The council's performance management framework helps us {o identify whether we
are achieving our priority objectives, meeting community need and improving the
services we deliver. One way the council can monitor its performance is through
performance indicators. These help us o see whether we are achieving the
standards we, and our customers, expect.

performance is reported quarterly to our Performance Review Teams to ensure a
sustained focus on the things that matier. :

Each of the following six sections details the performance measures which we have
in place to helps us achieve our objectives and Corporate Priorities. ALL services
and staff throughout the authority play their part and have highlighted their individual
contribution in service business plans.

Our success measures are a range of statutory performance indicators and iocally
based targets for the next 3 years to March 2010, in the following pages we will
account for our performance against those targets, We wifl iook back at what we
said we would do last year and track our progress. These targets and objectives
form a central element of our planning and improvement programmes. Comments
are given where there is a variance against targets.

Indicator Guide
¢ Statutory Pl's are numbered in bold

¢ Local Pl's are in piain type

A simpie key will indicate performance trends

got worse

stayed the same

got better
|

Corporate Commitment to Data Quality

It is vitally important that the information the councii produces and relies upon to
make its decisions is correct. Lancaster City Council is therefore strongly commitied
to ensuring that all its published performance data is reliable. All our perfermance
information must be correct and fit for external scrutiny. Therefore we have set a
target to score a level 4 (maximum rating) against the Audit Commission assessment
of data quaiity by the end of the financial year 2007/08.

Responsibility for ensuring the robustness of cur data rests at the highest level with
the Leader of the Council and the Corporate Director (Finance and Performance).
Monitoring of strategic performance indicators takes place quarterly in the Cabinet
led Performance Review ieams, and then these are scrutinised within the Budget and
Performance Panel. In this way, a performance management culture has been
embedded into the culture of council decision making that can rely on up to date and
accurate data to inform the procass.




To deliver value for money cusiomer focussed
services

TABLES HERE
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" To make our district a cleaner and healthier
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To continue to improve the Councill

TABLES HERE
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Ensuring the council’s high standards

The Council is responsible for ensuring that:

¢ it acts in accordance with the law and proper standards

e Public money is safeguarded, properly accounted for and used economically,
efficiently and effectively

To carry out this responsibly, the council must:

e Have a sound system of internal control which ensure it carries out its functions
and services effectively, inciuding arrangements for the managing of risk
o Fulfil the specific responsibilities relating to the council’'s financial statements

These financial responsibilities include:

e Making arrangements for the proper administration of the council's financial
affairs and giving one of its officers overall responsibility. for this {at Lancaster City
Council that officer is the Head of Financia! Services, Nadine Muschamp)

« Approving the Statement of Accounts and accounting policies

The City Council operates a system of Corporate Governance in accordance with the
framework developed by CIPFA (Chartered Institute of Pubiic Finance and
Accountancy) and SOLACE (Society of Local Authority Chief Executives and Senior
Managers)

An Annual Review is carried out on the effectiveness of the system of internal control
and corporate governance and the results are published in a Statement on Internal
Control & Corporate Governance that forms part of the council's Statement of
Accounts. o

All this information can be viewed at the Council's website at www.lancaster.goy.uk
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How to contact the council

Telephone

General Enquiries (8am-5pm Monday-Friday)

¢ Telephone: 01524 582000
e Minicom: 01524 582175
s Fax: 01524 582161 (Lancaster) or 01524 582162 (Morecambe}

Qut-of-hours Emergencies

« Telephone: 01524 67099 (Calls are recorded to improve our service
standards)

Domestic Waste and Street Cleaning (8am-5pm Monday-Friday}

We have a dedicated customer service centre for all enqguiries relating to household
waste coliections, bulky waste, missed hins, abandoned vehicles, flytipping,
fiyposting, public toilets, litter bins and street cleansing:

e Telephone: 01524 582491

Individual Services and Departments

Piease use the telephone directory on the website -
http://www lancaster.agov uk/Documents/General/A-Z. pdf

Email _
Email {General issues}): info@lancaster.gov.uk
Email (Website issues): webmaster@lancaster.gov,uk

Write or Visit

Lancaster City Council

Town Hall

Daiton Square

lL.ancaster

LAT 1PJ

Or

l.ancaster City Council

Town Hall

Marine Road East

Morecambs

LA4 SAF

Town Hall opening hours: Monday to Friday 8.45am to 5.15pm
Benefits Office opening hours: 8am to 5pm

Our Customer Service Standards

If you write to us, we will reply within 5 working days.

If you email us, we will reply within 1 working day.

If we nead fonger to give you a fully detailed response, we will still reply to you within
these stated times, and inform you when a more detailed response can be expected.
[f you have a complaint, visit our website where procedure is fully explained



