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NEWS UPDATE

In 2001 the first two reviews of our services were
carried out by the National Best Value Inspection
Service. They looked at Guildford Spectrum and
our revenues & housing benefits service. The
highest possible grading — ‘3 stars, excellent’ —
was awarded for both.

One further service has been inspected since. Our
street cleansing and recycling services have been
recognised as ‘2 stars, good’ with promising
prospects for further improvement.

We believe that out of the 3,000 reviews so far
completed, this combination of three services is
the best achieved by any local authority in the UK.

Guildford Spectrum achieved 85% and an
‘excellent’ rating in the latest re-assessment by
QUEST, the leisure industry’s quality assessment
scheme for public and private sector leisure
centres.

Spectrum is the only leisure centre in the UK to
achieve such a high level of excellence out of over
300 inspections nationwide.

In October last year we welcomed a team of six
professional assessors from the Government’s
Improvement & Development Agency (I&DeA) who
spent a week reviewing our services. Their final
assessment was:

“Guildford Borough Council is very well run. It
respects traditional values while seeking to
innovate in the interest of its citizens. It has a
committed and motivated workforce which
seeks to improve services in consultation with
the community. It places significant emphasis on
effective partnership working and engagement
with people at the local level.”

I1&DeA assessment team

Our employees are the most important factor in
delivering our services. At the end of last year we
were again recognised as an Investor in People
(IiP) acknowledging the commitment we have to
our staff. The assessor said:
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“This was a positive review for Guildford
Borough Council. Recent Best Value Inspections
and the Peer Review demonstrate the
commitment of the Council and its staff to
deliver quality service in all areas. This can only
be achieved if people have the necessary skill
and knowledge combined with motivation and
enthusiasm. This certainly came through the
discussions that took place. Staff are proud to
be part of the Council.”

Investor in People assessor

Our round-the-clock on-line facilities for residents
helped us to win the ‘Best Use of IT 2001-2’
award from the Institute of Revenues, Rating and
Valuation for the best use of information
technology. This award recognised our on-line
benefits and council tax services all aimed at
providing customers with fast and easy access to
information such as council tax band rates, benefit
entitlement and payment details.

Last autumn our legal service was again awarded
the Lexcel service excellence award by the Law
Society’s independent assessors. In 1999 we were
the first practice in Surrey (either public or private)
to receive the award.



What we are doing to improve our services

COMMUNITY PLANNING

EASIER AND FASTER ACCESS TO SERVICES

CONTINUOUS IMPROVEMENT
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SO WHAT HAPPENS NEXT?

What it is and what it means for you

The Government requires all local authorities, like
Guildford Borough Council, to produce a
Community Plan for their area. The purpose is to
improve and promote the economic, social and
environmental well being of the whole community.

Working separately, local authorities, agencies and
voluntary organisations can only tackle issues in
part, sometimes creating gaps in the services that
you receive. So we have joined forces with
Guildford & Waverley Primary Care Trust, Guildford
Police and Surrey County Council to produce a
much more unified approach to serving our local
community.

We have carried out extensive consultation — over
800 people have taken part in a series of public
meetings and around 250 voluntary and
community organisations have been involved.

What you told us

There have been hundreds of suggestions from
right across the community. Some are long-term
aims, others more local, practical ideas that could
be solved relatively quickly. The main issues fall
into nine broad categories:

Business and the economy
Community issues

Culture and leisure

Disadvantaged and vulnerable people
Environment and sustainability

Health

Housing

Public safety

Traffic and transport

What happens next

Along with our partners, we invited the whole
community to suggest ways to progress the nine
areas and to take part in project groups to find
workable solutions for a final ‘action plan’.

The next stage will be to create a Local Strategic
Partnership, a strong working relationship between
a whole range of organisations, including public,
business, voluntary and residents groups. This
partnership will ensure that the Community Plan is
implemented in a coherent way that reflects its
aims and priorities.

The final plan, developed from the draft version
and including your solutions, will be published this
spring. With your help, we are certain that the
Community Plan will make a positive improvement
to the development of our community.

How the Community Plan links with
Council services

The Borough Council is totally committed to
playing its full part in the Community Plan. We will:

make sure our services are what the community
wants and that we provide them to the highest
Standards;

adjust our council tax spending to meet the
priorities shown in the Community Plan;

adjust our strategic priorities to make sure they
reflect your views;

continue to consult widely so that the Community
Plan and the Council’s services continue to
develop in the way you tell us.

If you would like to find out more or view the draft
Community Plan, visit www.guildfordborough.co.uk
or phone 01483 444027.
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HOW WE ARE RESPONDING TO YOUR VIEWS

Guildford Borough has one of the best track records of any local authority in the country for the
provision of quality services.

We are determined to ensure that all the services we provide are the ones that you need and
that we deliver them to the highest standard that we can achieve.

We therefore take our service reviews very seriously and consider them in the context of the
feedback you provide.

We know that our day-to-day services such as
recycling, street cleansing and refuse collection
are very important to you.

Expansion of our kerbside recycling collection
service, better street cleansing and the fast
removal of fly tipping were all highlighted as very

important during our Community Plan consultation.

Last year's Residents’ Survey results put recycling
followed by street cleansing as top priorities for
increased spending.

In 2001/2 our recycling and street cleansing
services were reviewed and inspected and the
Audit Commission inspectors judged them to be
‘2 star, good’ with ‘promising’ prospects for
improvement.

Our refuse teams work hard to ensure that the
rubbish created by residents and businesses is
collected as efficiently and considerately as
possible.

90% of customers were satisfied with our
household waste collection in 2000/2001 and
97% with the reliability of the service. However,
we recognise that there is always room for
improvement and have continued to consult local
people to hear their views.

You have told us that we should:

look at alternative ways of collecting your refuse —
we will review the types of containers we use, their
features and quality, as well as their associated
collection methods;

make sure that our collections service is clean and
tidly;
make the cleansing hotline phone number,

444499, more accessible and provide clear and
consistent information.

We also plan to:

look more at the frequency and method of
collections to encourage people to minimise their
waste;

integrate our refuse service with recycling to
improve recycling rates and divert as much waste
as possible from landfill.

Refuse collection performance figures

achieved
2001/02

projected
2002/03

achieved
2000/01

target
2002/03

target
2003/04

Number of household waste
collections missed out of
100,000 collections 56 43 40 30 30



In response to your feedback, we continue to
improve our recycling service, striving to minimise
the amount of refuse that goes into landfill sites.

Improvements include:

our green box kerbside recycling service now
covers 47,000 households. We are continuing to
extend the service to flats and hard to reach areas;

our trial of weekly green box collections continues
and we are now assessing the relative benefits of
weekly or fortnightly collections;

we have completed our free trial for collecting
green waste from 10,000 properties and are now
trialling a new green waste collection service
covering 20,000 properties which requires residents
to purchase special sacks at a modest charge;

a full review of the recycling bring-bank sites has
been completed — a variety of improvements will
be implemented from this April.

Recycling performance figures

You've told us that clean streets and fly tipping are
a priority. Our recent developments include:

launching a ‘quick action response’ litter patrol
team to deal with urgent street cleaning problems;

increasing the street cleaning of Guildford town
centre at weekends;

installing new litter bins across the borough
between 2002 and 2004;

setting up working partnerships with fast food
outlets and other businesses to improve street
cleanliness in Guildford;

taking enforcement action against those
responsible for litter and fly tipping;

continuing specialist services for the removal of
chewing gum and graffiti;

a dedicated officer for dealing with abandoned cars.

Street cleansing performance figures

achieved achieved target
2000/01  2001/02  2002/03
Streets of a high or acceptable
standard of cleanliness 93% 96% 98%
Average time (days) to
remove fly tips S8 &5 g

1 No target set due to introduction of a new Performance indicator

achieved achieved target projected target

2000/01  2001/02  2002/03  2002/03  2003/04

Total waste recycled 9% 10% 19% 14% 18%
Total waste composted 0% 0.8% 1.5% 3% 2%

projected
2002/03

98%

1.5

target
2003/04

ol

1.5
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74 for key workers.

52 of these homes are part of
the Queen Elizabeth Park
development and 22 resulted
from our successful bid, to the
Government’s Starter Home
initiative, to house key public
sector workers who work for
the police, education and health
services.
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Severe recruitment difficulties of
specialist officers will make this
target hard to meet.

Affordable housing and services for
disadvantaged and vulnerable people were
priorities that you highlighted in the recent
Community Planning consultation. We know
these are vital services for our community. We
help people in housing need and our work in
this area has just been reviewed. We:

provide housing — directly or via our Housing
Association partners to over 7000 households;

offer advice and assistance to help people find
accommodation;

help residents to remain in their own homes.

Housing performance figures

We continue to consult widely and as a resullt:

we plan to provide more affordable housing and
maintain housing standards as part of our
Guildford Homes Partnership Housing Strategy
(available on our website and from our Housing
Advice Centre);

the Government assessed our strategy as ‘above
average’ and in response the Housing Corporation
committed £1.5 million in 2001/2 and £5.6 million
in 2002/3 for affordable housing for the borough;

we have committed another £28m to fund
affordable housing schemes up to 2005/6;

we have made successful bids for additional
Government funding to support our homelessness
strategy and local rough sleepers initiative.

The review of our housing strategies and
maintenance of overall housing standards has
been extended to 2004/5, due to the
Government’s new assessment methods. Our
review will reflect local planning issues and the
economic needs of the area.

target projected target

2000/01 2001/02 2002/03 2002/03 2003/04
Affordable housing completed in the borough

J 107 107 107 2181
Telling homeless applicants of our decision about their housing application within 33 days

95% 96 % 95% 2 75% 95%
Average time to relet Council homes

37 days 22 days 22 days 26 days 22 days
Proportion of unfit private sector dwellings made fit or demolished

2.7% 0.99% 2.3% 2.3% 2.3%



Your response to our Community Plan
consultation showed how important community
issues are to you.

Our community services team offers a wide range
of support to people in the community, from
sheltered housing, day centres and dial-a-ride
community transport to meals on wheels, housing
grants and energy conservation.

We have consulted widely with users of these
services and our partners to find out:

how effectively we provide these services;
areas for improvement;

long term goals.

Improvements achieved so far include increasing
the amount of extra care sheltered housing and
linking with our partners to pool money and
provide grants to voluntary organisations.

Responding to your feedback, our plans include:
developing a new day / community facility;
increasing extra care sheltered housing;

more partnership working with the private sector;
increasing the range of services we provide;

responding more rapidly to customer needs.

Community services performance figures

achieved

2001/02

Dial-a ride journeys made 25,750
Hot meals on wheels delivered 12,4551

1 July 2001 — March 2002

target projected target
2002/03 2002/03 2003/04
26,200 27,096 30,000
16,031 16,003 19,800



HOW WE ARE RESPONDING TO YOUR VIEWS

You have confirmed that your local environment, We are continuing to consult widely with a wide
including leisure facilities and places for young range of customers and partners. As a result of
people to meet, is very important to the community.  feedback so far, we are:

We maintain over 1000 hectares of public open upgrading outdoor recreation facilities for young
space ranging from parkland, woodland and people as well as improving existing playgrounds
commons to numerous sports and informal and identifying new sites;

recreation facilities. These are vital for both the
attractiveness of the borough and the enjoyment
of our residents and visitors.

continuing to maintain and publicise Guildford as a
safe borough — by improving the park ranger
service and working with other policing agencies
We also provide park rangers, bereavement to improve safety,.

services, cemeteries and crematorium, playground
design, infrastructure maintenance and a highly
regarded countryside team. These services are
continually developing to reflect the changing needs
of both our residents and the resources available.  developing a guided walks and events programme;

Further improvements planned for the next 12
months include:

increasing the number of ‘Greening the Borough’

grants which provide money for local planting and
environmental projects — by working with business
partners and encouraging community involvement;

generating further income for improvements by
reviewing sponsorship arrangements and
increasing marketing opportunities for local
businesses.



Balancing the green belt and our local built
environment with the increasing pressures for
development is a key concern that you have
highlighted through Community Plan consultation.

You've told us that ensuring the Guildford area
develops appropriately is very important to you.

Our development control staff work hard to guide
and monitor the development of land around the
borough, including aspects of planning
applications and planning approvals. Building
control staff provide advice and control the
development of individual buildings while our
enforcement team takes action when people build
or develop sites that do not comply with
regulations or permissions.

ieco -
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The main priority in our best value review was to
increase the number of planning applications that
we determine in line with the Government’s ‘eight
week’ target. Our performance in the past has not
been as good as we would like, but we are
improving year on year despite the increasing
number of applications we receive.

The Government has responded to our
performance by reporting:

“You are fulfilling your duty of Best Value and we
would like to congratulate you on your efforts.
However. .. we will continue to monitor your
authority’s progress to ensure you continue to
improve towards your performance standaras.”
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We are continuing to inprove our service so that
we will meet Government targets for 2003/04.



PERFORMANCE SUMMARY

Corporate council performance

Benefits, business rates
& council tax

Housing

Environment

Planning

% of undisputed invoices we paid in 30 days

% of the top 5% of staff earners from black and
minority ethnic communities

% of our staff from minority ethnic communities,
compared with the % of economically active people
in the borough from the same communities

% of types of service facilities that can be provided
electronically compared with the number that are
legally permitted

Proportion of council tax collected

Proportion of business rates collected

Average time for processing new benefit claims (days)

Average time we take to process information sent by
benefit claimants of a change in their circumstances

Percentage of benefit renewal claims processed on time

% of council tenants whose rent is overdue

Average time we take to relet council dwellings

% of total tonnage of household waste that is recycled

% of total tonnage of household waste that is composted
Cost of collecting waste and recycling per household

% of borough residents who have kerbside
recycling collection

Cost of street cleansing per resident
% of new homes built on previously developed land
Planning cost per resident

Target of 60% of major planning applications
decided in 13 weeks

Target of 65% of minor planning applications
decided in 8 weeks

Target of 80% of other planning applications
decided in 8 weeks

% of standard searches carried out in 10 working days

GBC
actual performance

94.38

2.8%

(3.7% ethnic minority
population within

the borough)

43.30%

98.95%

99.21%
22

87%

1.70%
22 days
10.23%
0.8%
£42.31
95%

£8.95
100%
£15.56

93.2%
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How money is received and spent

Council tax for each
area of the borough
2003/2004
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How your
council tax
is spent

Total council tax:
Guildford Borough Council’s share
(excluding parishes)

Contribution per household
based on a band D council tax
(excluding parishes)




Income from Government grants and local receipts

How the Guildford Borough and parish
net expenditure of £15.314m is funded
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Net expenditure and income
£ per resident on major local services
(excluding internal capital charges)

Net expenditure

Net income




visit our website: www.guildfordborough.co.uk




The borough budget - general fund




Housing revenue
account
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YOUR COUNCIL TAX

The council tax and non domestic rating
(demand notices) (England) regulations 1993
and subsequent amendments stipulate that the
expenditure of parish councils is aggregated
with that of the borough on council tax bills,
including the appropriate percentage increases.

Details are shown opposite with the amount
payable for band D properties.

Queries relating to the expenditure of parish
councils should be directed to the parish
council concerned.
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Ash Parish Council requirements




Capital programme Major budget variations
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Comments from the District Auditor

The verdict for this year




How you help us to improve
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Ive Us your views

Please g




Contact details

How to find out more about
our performance

How to access more
council tax information
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Council offices
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HOW GUILDFORD BOROUGH COUNCIL IS PERFORMING
AND INFORMATION ABOUT YOUR COUNCIL TAX

Best Value Performance Plan & Council Tax Summary 2003




