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Agenda - Overview and Scrutiny Management Commission to be held on Tuesday, 7
March 2023 (continued)

To: Councillors Alan Law (Chairman), Adrian Abbs (Vice-Chairman),
Jeff Brooks, James Cole, Tony Linden, Steve Masters, Biyi Oloko,
Graham Pask, Tony Vickers, Lynne Doherty, Ross Mackinnon and
Howard Woollaston

Substitutes: Councillors Dennis Benneyworth, Jeremy Cottam, Carolyne Culver,
Lee Dillon, Gareth Hurley, Owen Jeffery, David Marsh and
Andrew Williamson

Agenda

Part | Page No.

1. Apologies for Absence 5-6
To receive apologies for inability to attend the meeting (if any).

2. Minutes 7-18

To approve as a correct record the Minutes of the meeting of the
Commission held on 29 November 2022.

3. Actions from previous Minutes 19-20
To receive an update on actions following the previous Commission
meeting.

4. Declarations of Interest 21-22

To remind Members of the need to record the existence and nature of
any personal, disclosable pecuniary or other registrable interests in items
on the agenda, in accordance with the Members’ Code of Conduct.

5. Petitions 23-24
Purpose: To consider any petitions requiring an Officer response.

6. Thames Valley Berkshire Local Enterprise Partnership Review 25-42
Purpose: To provide an overview of the functioning of the Thames Valley
Berkshire Local Enterprise Partnership and consider its effectiveness in
terms of how well it is delivering for West Berkshire, noting that the
functions of LEPs are changing following a Government review that
concluded in March 2022.

7. Customer Journey Task and Finish Group - Final Report 43 - 98
Purpose: To present the work undertaken by the Customer Journey Task
and Finish Group and their final recommendations.
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Agenda - Overview and Scrutiny Management Commission to be held on Tuesday, 7
March 2023 (continued)

8. Libraries Review 99 - 218
Purpose: To present the findings of the 2021/22 Libraries Review. This
follow-up review sets out to ensure that the service remains fit for
purpose and meets community needs after the library transformation
work which took place in 2016/17.

9. Fees and Charges Task and Finish Group - Final Report 219 - 286
Purpose: This report presents the work undertaken by the Fees and
Charges Task and Finish Group and their final recommendations.

10. Covid and Recovery Task and Finish Group - Draft Terms of 287 - 290
Reference
Purpose: To present a draft terms of reference for a Covid and Recovery
Task and Finish Group.

11. Revenue Financial Performance Report Quarter Three 2022/23 291 - 312
Purpose: To report on the in-year financial performance of the Council’s
revenue budgets. (This item is for information only.)

12. Capital Financial Performance Report Quarter Three 2022/23 313 - 330
Purpose: The financial performance report provided to Members on a
quarterly basis reports on the under or over spends against the Council’s
approved capital budget. This report presents the Quarter Two financial
position. (This report is for information only.

13. Health Scrutiny Committee Update 331-332
Purpose: To receive an update from the Chairman of the Health Scrutiny
Committee.

14. West Berkshire Council Forward Plan January to April 2023 333-350

Purpose: To advise the Commission of items to be considered by West
Berkshire Council from January to April 2023 and decide whether to
review any of the proposed items prior to the meeting indicated in the
Plan.

15. Overview and Scrutiny Management Commission Work Programme 351 - 352
Purpose: To receive new items and agree and prioritise the work
programme of the Commission.

Sarah Clarke
Service Director Strategy and Commissioning

If you require this information in a differentformat or translation, please contact
Stephen Chard on telephone (01635) 519462.

¥ West Berkshire




This page is intentionally left blank



Agenda ltem 1.

OSMC -7 March 2023

Item 1 — Apologies

Verbal Item
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Agenda ltem 2.
DRAFT

Note: These Minutes will remain DRAFT until approved at the next meeting of the Committee

OVERVIEW AND SCRUTINY MANAGEMENT COMMISSION

MINUTES OF THE MEETING HELD ON
TUESDAY, 29 NOVEMBER 2022

Councillors Present: AlanLaw (Chairman), Jeff Brooks, James Cole, Tony Linden,
Steve Masters and Tony Vickers

Councillors Attending Remotely: Adrian Abbs (Vice Chairman), Richard Somner (Executive
Portfolio: Planning, Transport and Countryside)

Also Present: Joseph Holmes (Executive Director - Resources), Sarah Clarke (Service Director
(Strategy and Governance), Paul Coe (Service Director, Adult Social Care), Jon Winstanley
(Service Director (Environment), Nick Caprara (Housing Strategy Development & Review
Manager), Paula Goodwin (Service Lead HR) and Carolyn Richardson (Civil Contingencies
Manager), Vicky Phoenix (Principal Policy Officer) and Gordon Oliver (Principal Policy Officer)

Apologies for inability to attend the meeting: Councillor Biyi Oloko, Councillor Claire Rowles,
Councillor Lynne Doherty, Councillor Ross Mackinnon and Councillor Thomas Marino

PART |

29. Minutes

The Minutes of the meeting held on 6 September 2022 were approved as a true and
correct record and signed by the Chairman.

30. Actions from previous Minutes
Members noted the updates on the actions from the previous Minutes.
The following comments were made:

Action 76 — It was suggested that the word ‘currently’ be added before 120 litres, to
reflect the fact that stricter limits may be possible in future.

Action 79 — There was discussion as to whether this action should be closed since the
Economic Development Team were struggling to identify the top 10 employers due to a
lack of data. However, it was requested that the action remain open for one more
meeting.

31. Declarations of Interest

Councillors Adrian Abbs and Tony Vickers declared an interest in Agenda ltem 6, but
reported that, as their interest was a personal or an other registrable interest, but not a
disclosable pecuniary interest, they determined to remain to take part in the debate and
vote on the matter.

32. Petitions

There were no petitions to be received at the meeting.

Page 7



OVERVIEW AND SCRUTINY MANAGEMENT COMMISSION - 29 NOVEMBER 2022 - MINUTES

33.

Items Called-in following the Executive on 3 November 2022

Councillors Adrian Abbs and Tony Vickers declared a personal interest in Agenda Item 6
by virtue of the fact that York House was within their ward. As their interest was personal
and not prejudicial or a disclosable pecuniary interest, they determined to remain to take
part in the debate and vote on the matter.

The Commission accepted a call-in request submitted on 10 November to review the
Executive’s decision (EX4279) of 3 November 2022 concerning the freehold disposal of
York House (Agenda ltem 6). The call-in request had been submitted in accordance with
Sections 5.3 and 6.4 of the Council's Constitution.

It was noted that provision had been made for a Part Il discussion, but since the
information was already in the public domain, this was considered unnecessary.

Joseph Holmes was invited to provide an overview of the proposed course of action in
relation to the disposal of the freehold of York House:

e The report identified alternative uses for York House that had been considered and
rejected by a range of service areas over an extended period of time.

¢ |t was noted that any proposal would be require an appropriate business case.

e Given the lack of any firm proposals, the Executive had agreed to proceed with the
disposal of the property.

Members who had submitted the call-in were invited to present their reasons and
proposed alternative course of action. The following points were made:

e Members of Executive and OSMC had not undertaken a site visit to see the property
—as aresult, everything in the report had to be taken at face value.

e The property could potentially be used as accommodation for young care leavers and
a local charity was looking for a property for this purpose. Members asked if this use
had been considered.

e There was insufficient evidence in the report to provide assurance that all possible
uses had been considered. Members had hoped this information would be provided in
response to the call-in. It was assumed that the Executive would have seen this
information, but if not, they would have had to make the decision on the basis of
insufficient information.

e Members and the public needed to understand how the Executive came to the
decision, and if all options had been considered. It was suggested that the report
should have included a table of pros and cons for each option.

e The Education Service had expressed interest in using the property for a SEND Unit,
but a business case had not yet been drafted. It was suggested that the disposal be
paused to allow the business case to be developed and considered.

e Members challenged whether this was the right time to sell the property, since the
property market was falling and there was a reduced chance of a quick sale at a high
value.

e |t was asked whether additional investment could be made to improve the value of the
property. Also, Members wanted to know why the property had been allowed to
deteriorate.

e |t was noted that the property valuation of £700,000 was less than the much smaller
property next-door.
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OVERVIEW AND SCRUTINY MANAGEMENT COMMISSION - 29 NOVEMBER 2022 - MINUTES

OSMC Members were invited to comment and made the following points:

It was noted that various options had been considered 4-5 years ago, but the market
had since changed.

The £700,000 valuation was as a development plot, and although the joint venture
company had considered the site to be too small, Members thought it likely that the
site would be bought and redeveloped to create a much higher value property.

It was suggested that OSMC should consider the property in its current state and the
issue of whether maintenance should be carried out should not be a matter for
consideration.

Officers responded to the points raised as follows:

The building had been empty for a long period of time and the Council faced
significant financial challenges.

t was not known whether Executive Members had visited the site. However, two
Executive Members were on the Asset Management Group, which had considered
alternative uses for the site.

Various alternative uses had been considered and rejected.

Officers were aware of the proposal to use it for young care leavers’ accommodation,
but no business case had been presented.

it had been used briefly during the Covid pandemic by the Housing Team as an
interim touchpoint for the Homelessness Service, and had been considered and
rejected for use as a homelessness hub.

Both the Joint Venture Company and Adult Social Care had rejected the site on the
grounds of size.

A tender had been put out for registered providers to utilise the site within the last
year, but no interest was received.

There had been interest in the site from the SEND Team, but no business case had
been produced.

There had been external interest from the Clinical Commissioning Group, which had
subsequently been withdrawn.

It was important to get best value from Council assets - having explored alternative
options, selling the property was considered the best option.

Increased borrowing costs meant that the value of a capital receipt to the Council had
gone up by 50% in the last year.

It was accepted that the residential housing market was cooling, but the benefit to the
Council of selling now would outweigh any potential reduction in the sale price.

It was accepted that the property may not have been maintained to the same
standard as when last in permanent use in 2017.

It was not considered worth investing in the asset, since the end use of the property
was unknown.

£700,000 was considered to be the minimum price set at auction and the market
would determine the ultimate sale price.
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OVERVIEW AND SCRUTINY MANAGEMENT COMMISSION - 29 NOVEMBER 2022 - MINUTES

During the debate, the following points were discussed:

A question was asked as to whether formal reports were available that documented:
discussions with potential end users, the extent to which options were explored, and
the reasons as to why the site was considered unsuitable for the proposed uses.

It was acknowledged that refurbishment of the property would require additional
borrowing and the value of capital receipts was recognised, given the Council’s
current financial position, particularly if interest rates continued to rise.

Since the property was not ready to live in, there was no point in refurbishing /
decorating it.

It was difficult to judge the right time to proceed with a sale.

Putting the property on the market may force proposals that were on the back-burner
to be brought forward.

The call-in appeared to hinge around the assertion that the Executive had been given
insufficient information to be able to make a proper decision. Summaries of previous
proposals were provided in the report, but detail was absent, so key questions were
around: how much trust the Executive put in the Property Team, and whether the
Executive asked sufficient questions at the meeting.

Officers could not recall if there was much debate on the item. However, it was noted
that most of the work was done in advance, which meant that there were few
questions at meetings.

It was queried whether it could be considered ‘best value’ to work with a charitable
partner who could make use of the property and lever in additional funding to deliver
Council objectives rather than receive the best price at auction. Officers highlighted
the Council’'s Social Value Policy, which was considered in procurement decisions in
reaching a decision about which proposal offered best value.

Members asked if putting the property on the market would preclude services from
coming forward with new proposals. Officers confirmed that putting the property on
the market would allow other organisations to engage with the Council and bid for the
property who may not currently be aware of it. Council services would not be
precluded from coming forward with suggestions, but the point was reiterated that the
property had been available for some time, with no suitable business case identified.

Officers were asked why the property had not been maintained to the extent that it
was no longer habitable and refurbishment costs were now excessive. The Chairman
stressed that this was not relevant to OSMC’s decision and Members needed to
consider the property in its current state. f Members wished to look at whether the
Council was adequately maintaining its assets, that would have to be considered
separately.

It was suggested that there were other ways in which the Council could have asked
the market to identify alternative uses for the site.

Members noted that if the sale was to be conducted by auction, which would limit the
time available for proposals to come forward. However, officers stressed that the
decision about the disposal mechanism had not yet been taken.

It was highlighted that all of the Council's temporary accommodation was full and a
large number of families and individuals were being put up in hotels. It was suggested
that savings could be delivered in excess of the £10,000 annual maintenance costs if
York House was to be used for this purpose.
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OVERVIEW AND SCRUTINY MANAGEMENT COMMISSION - 29 NOVEMBER 2022 - MINUTES

34.

e The point was repeated about the lack of supporting information in the Executive
report and it was suggested that information previously considered by the Asset
Management Group should have been provided to OSMC in a Part Il paper.

e Officers were challenged about the time required to produce a business case for the
SEND proposal and Members asked if services had been given clear timescales for
developing proposals. Officers noted that there had previously been multiple
deadlines given, and each time, proposals were submitted at the last minute, which
subsequently came to nothing.

e |t was suggested that the report should be referred back to Executive for them to
confirm why they considered the decision to be sound. Members recalled that there
had been no questions at Executive around process, and so Executive had not
demonstrated to the rest of the Council that the correct decision had been taken.

e It was highlighted that rigorous interrogation was not undertaken at Executive, but
instead this was done at Asset Management Board and in discussions with the
relevant Portfolio Holder. Therefore the call-in could be considered to be challenging
the basis of how the Executive worked.

e Members who submitted the call-in felt that evidence missing from the Executive
report should have been provided to OSMC so it could be reviewed this in public.
However, it was highlighted that the matter was the subject of a call-in rather than
scrutiny, and that commercial information would have to be considered in a Part Il
debate, which would not put the information in the public domain.

e |t was suggested that additional information should be provided within all reports to
Executive to show that issues had been fully considered rather than relying on the
opinion of officers.

The motion to refer the matter back to Executive for further consideration was proposed
by Councillor Jeff Brooks and seconded by Councillor Tony Vickers.

An indicative vote was taken, including Members attending remotely. This showed that
the majority of Members supported the motion.

At the formal vote, the motion was rejected.
RESOLVED that the disposal of the freehold for York House would be implemented as

set out in the report to Executive on 3 November 2022.
CustomerJourney Task Group - Interim Report

Councillor James Cole introduced the Customer Journey Task Group Interim Report
(Agenda ltem 7) and summarised the key points.

Members made the following observations:

e The scope of the review was very large and that things were changing before the
Task Group could report back.

e It was suggested that the Task Group should not look at the quality of particular
services, other than the interfaces with customers, and that the Out of Hours Service,
Contact Centre and website would be sufficient.

e The Out of Hours Service had been included following concerns about a couple of
incidents, but it was acknowledged that this may over-extended the scope of the
review.
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OVERVIEW AND SCRUTINY MANAGEMENT COMMISSION - 29 NOVEMBER 2022 - MINUTES

35.

36.

e Some changes had already been made in response to early feedback from the Task
Group.

e There was praise for the collaborative approach taken by the Task Group Members.
e Standards and working practices changed very quickly in website design.

e The way in which the Council interacted with its customers had changed over time
and the Council needed to be responsive to changing expectations and needs and to
take account of the fact that different people would use systems in different ways.

e The Council had developed the Business West Berkshire website, but initially there
had been no links to and from the main Council website. This had exposed some silo-
working within the authority.

e There were two Task Groups being run simultaneously and there was a need for
additional officer resource to support the scrutiny function.

e Members expressed surprise that the Task Group had not been made aware of the
Customer First Programme Board and Place Review from the outset.

e The Customer First Programme Board had an operational focus, while the Task
Group was looking at more strategic issues.
Fees and Charges Task and Finish Group -Interim Report

Councillor Tony Linden Presented the Fees and Charges Task Group Interim Report
(Agenda ltem 8) and summarised the key points.

It was noted that they key thrust of the Task Group’s Interim Report was the need for
additional and more granular information to allow Members to make more informed
decisions as to the appropriateness of proposed changes to fees and charges.

Officers highlighted that the Task Group would not present its final report until March
2023, which would be too late for recommendations to be incorporated into the 2023/24
fees and charges.

Appraisal Review

Paula Goodwin (Service Lead — Human Resources) presented the report on the
Council’s appraisal process (Agenda ltem 9).

It was noted that the report had been requested to provide additional detail that had not
been covered in the report to the previous report to OSMC on 24 May 2022.

Members made the following observations:

e The table showing the percentage of appraisals undertaken appeared to show a lot of
red, which was a concern and was contrary to assurances given that the appraisal
system was working well.

e |t was suggested that appraisals should consider employee wellbeing, motivation and
mind-set, as well as progress towards objectives and targets.

e Also, it was suggested that employees needed to be able to have ad-hoc meetings
with managers.

e Assurance was also sought that appraisals were being written up.

e Employees needed feedback from managers about how they were performing.
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Employee morale could be affected by a range of factors such as cost of living and
workplace bullying.

Appraisal completions within the Director and Support (People) had gone from 100%
in March 2021 to 33.33% in September 2022, which was a concern. Reductions in
other service areas were also concerning.

It was important to retain Council employees, since some services were using high
numbers of agency staff, which was costly.

Members had been made aware a few months previously that some officers had not
had an appraisal for several years.

A question was asked about the impact of Covid and home-working on the frequency
and quality of appraisals.

Appraisals should be a two-way process where appraisees should be able to say
what they needed and officers should have access to training.

The new system was not due to be procured until 2024, which seemed a long time.
Detail was sought as to the number of staff subject to detailed supervision sessions.

The tones used in the RAG ratings were difficult to distinguish by those who were
colour blind.

The previous report to OSMC had been indicated that the new framework would be
implemented in September / October, but it had slipped to 2023.

Previously, the Executive had been provided with appraisal data and this had shown
some services with fewer than 30% of staff receiving appraisals. However, this had
since improved.

Officers responded to the points made as follows:

The RAG rating used in the table denoted the percentage of appraisals completed
compared to previous years rather than performance against an absolute standard.

Managers were required to have regular 1-2-1 meetings with their direct reports, and
the 1-2-1 form included a section on employee wellbeing. Also, a Wellbeing Officer
had been appointed who had made good progress on progressing the wellbeing
agenda within the Council. Employees and their managers were being supported from
a wellbeing perspective.

The appraisal form included standards for competencies. However, a new behaviour
framework had been agreed and would replace the competency framework next year.
This behaviour framework included more soft skills.

Managers and employees were expected to document appraisals quickly. Although
there was no central repository for appraisals, it was believed that appraisals were
being written up. Managers were asked to record when they had appraisal meetings
within the HR / Payroll System. There was lots of internal communication to ensure
that staff were reminded to do this.

There was no evidence to suggest that appraisals had not taken place during the
Covid pandemic. The data showed where an employee had an appraisal in the
previous 15 months. (This had been extended to 18 months during the pandemic.)
Staff were encouraged to come back to the offices and to have regular team
meetings, 1-2-1s and appraisals on a face-to-face basis. The Council had started
hybrid working in 2010, which was well before the start of the pandemic.
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37.

The 2024 implementation date for the new HR and payroll system was because there
was an existing contract in place. The system was in the process of being procured
and would be implemented and thoroughly tested before going live.

The RAG rating was in addition to the percentage figures.

Some services had very small numbers of people, so the percentages could be
significantly affected if only a small number of staff did not have appraisals.

Officers did not have figures to hand for the number of staff subject to detailed
supervision sessions, but these were mostly in Adult Social Care doe to the nature of
their roles.

The reason for slippage in the timescales for implementation of the new systems were
related to resources within HR and changes to the priorities for HR, with a shift in
focus to recruitment and retention.

Revenue Financial Performance Report Quarter Two 2022/23

Joseph Holmes presented the Revenue Financial Performance Report for Quarter Two
2022/23 (Agenda ltem 10).

Members made the following points:

Members asked for the table showing spend on agency staff to be included in the
version of the report that was taken to Executive.

Action: Include the agency spend table in the Revenue Financial Performance
Report.

The moratorium on recruitment in Planning would remain until the Place Review had
been completed, which would not be until March 2023. Members wondered how long
it would take for agency costs to be addressed.

Housing was facing significant pressures in relation to temporary accommodation.
Significant amounts were already being spent on hotel accommodation and demand
and this was likely to increase due to cost of living increases. Members were aware of
cases where residents had been evicted by landlords and rents had been put up by
significant amounts.

The financial position had improved, with a reduced level of overspend. However,
reserves were being utilised. It was suggested that the report should include a table of
reserves.

Action: Include a table showing levels of reserves in the Revenue Financial
Performance Report.

Previously recruitment freezes had caused the performance of the Planning
Development Management service to dip and Members were keen to avoid similar
issues elsewhere this time.

Announcements in the Autumn Statement would positively affect the Council’s
financial position.

The tables on page 5 and 7 appeared to show an error affecting the totals.
Action: Review the figures in the tables on pages 5 and 7 of the report.

Officers responded to the points made as follows:

It was confirmed that there was no moratorium on recruitment to essential Planning
posts and the Council was going to market to recruit to several Development

Page 14



OVERVIEW AND SCRUTINY MANAGEMENT COMMISSION - 29 NOVEMBER 2022 - MINUTES

38.

Management posts to replace the current temporary posts. This included
Enforcement posts. Recruitment was also being undertaken for the Planning Policy
posts. However, it was noted that the jobs market was challenging.

The rising costs of temporary accommodation was a reflection of the current
economic position. The Council was housing those it was able to and options for
reducing demand and costs were being considered.

The recruitment freeze applied to most posts, but recruitment was still underway for
essential posts, including in Adult Social Care and Children’s Social Care.

The vast majority of earmarked and risk reserves would be utilised and the Council
was in difficult financial circumstances. However, inflation was at a level that had not
been seen for 40 years.

It was hoped that by Quarter 3, Government funding in relation to Adult Social Care
discharge would come through to support the financial position and reduce the call on
reserves. The final settlement was expected around 21 December. However, there
was currently a funding shortfall of around £15 million, which was substantially higher
than any previous savings that the Council had delivered, and the additional funding
would be significantly less than the shortfall.

Capital Financial Performance Report Quarter Two 2022/23

Joseph Holmes presented the Capital Financial Performance Report for Quarter Two
2022/23 (Agenda ltem 11).

Members made the following points:

The iCollege project had been delayed due to delays in appointing the contractor and
accessing the site - this would be an issue for those students who were in alternative
provision. Members wondered if there was any additional information on this project.

The forecast underspend on the A4 Faraday Road improvements were noted and
Members asked what this related to.

Members asked about the cost of reprofiling £17.9 million of capital expenditure.

Officers responded to the points made as follows:

The Council remained committed to the iCollege project. There was no additional
information beyond what was in the report. It was noted that there were significant
cost increases on all construction projects.

The A4 Faraday Road scheme was linked with the Robin Hood Roundabout scheme.
The Council was looking at enhanced active travel provision. The scheme was part-
funded from S106 contributions from the North Newbury Development, but a bid for
government funding had been unsuccessful. Highways was reviewing the schemes to
see what could be delivered. The schemes needed to be progressed together for
reasons of economies of scale.

It was explained that capital financing costs were not applied until the next financial
year. Reprofiling spend into next year would mean that the Council would pay less
capital payments in 2023/24, but there would be an additional cost in 2024/25. The
Council would normally put £600,00 into the budget for capital financing costs — this
reprofiling would represent £428,000 based on current interest rates. However, this
could change if interest rates changed in future years.
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39.

West Berkshire Local Flood Risk Management Strategy (including
North and East ThatchamFlood Alleviation Scheme)

Jon Winstanley (Service Director — Environment) presented the report on the Flood Risk
Management Strategy and North and East Thatcham Flood Alleviation Scheme (Agenda
ftem 12).

Members made the following points:

Members had been impressed with the schemes that had been delivered.

There was praise for the contribution to flood risk management of Stuart Clark who
had passed away earlier in the year. There was also praise for Carolyn Richardson
and other partners involved in the emergency response.

However, it was suggested that the Council would need to devote greater resources
to flood prevention in future. An impending National Infrastructure Forum report would
highlight that most properties had a 60% chance of being flooded within the next 30
years (this was a national figure and further work would be needed to understand the
local situation).

Mapping of surface water flooding was improving.

The Council needed more flood wardens and more local knowledge input to flood risk
management planning.

Ward Members were encouraged to attend their local flood wardens meetings.

It was suggested that a future OSMC Task and Finish Group could look at the impact
of the water cycle on the Council’s activities.

The Council needed additional staff resources devoted to flood risk management.

Planning officers and planning committee Members needed better education on the
water cycle.

There was a backlog of maintenance work on sustainable drainage schemes and
there was a risk that this responsibility would come to local authorities with no
additional funding.

The government expected that £56 million would need to be spent on flood risk
management within the next 20 years.

Most people did not know what surface water flooding meant, or the risk that they
were exposed to, and that risk would only increase over time.

West Berkshire Council needed to work with the Local Government Association to
ensure that the Lead Local Authority Role was properly recognised and resourced.

A variety of flooding issues had been raised in relation to sites within Basildon Ward.
There appeared to be a public perception that local authorities had cut back on gully
/drain clearing operations.

Insurers had highlighted that flood risk was increasing.

Clarification was sought as to whether the scheme at Blandys Hill was a Council
scheme or a Thames Water scheme.

Officers responded to the points made as follows:

The Council had a good Flood Risk Management Team and a new Team Leader
would be appointed in due course.

Page 16



OVERVIEW AND SCRUTINY MANAGEMENT COMMISSION - 29 NOVEMBER 2022 - MINUTES

40.

41.

42.

e There had been a lot of work undertaken in relation to mitigation of surface water
flooding, and mapping of flow paths.

e Groundwater also posed a significant risk and this was more difficult to address.

e The Council had been successful in securing funding and had done some good
groundwork.

e Strategic flood risk assessments were carried out to inform the Local Plan.
e A Surface Water Management Plan was in place for key flood risk areas.
e The Local Flood Forums would help to identify where future efforts should be focused.

e Rainfall in November had been 210% of the average for the month, which had
coincided with autumn leaves falling and it was suggested that this may have affected
the public’s perceptions regarding surface water flooding issues. The Council was
responding to requests to clear gullies / drains and budget cuts were not considered
to be the issue.

e |t was confirmed that Blandys Hill was a West Berkshire Council scheme.

Health Scrutiny Committee Update

This item was not discussed as the Chairman of the Health Scrutiny Committee was
unable to attend the meeting to present her report.

West Berkshire Council Forward Plan Septemberto December 2022

The Commission considered the West Berkshire Forward Plan (Agenda ltem 14) for the
period covering September to December 2022.

Members had no comments in relation to items on the Forward Plan.

It was noted that from next year, the Forward Plan would look further ahead to allow
OSMC to better plan its work programme.

Overviewand Scrutiny Management CommissionWork Programme
The Commission considered its work programme for the remainder of 2022/23.

It was noted that an additional meeting was provisionally proposed for March 2023. This
would be reviewed in the New Year to see if it was still needed.

(The meeting commenced at 18:30 and closed at 21:07)

CHAIRMAN e

Date of Sighature
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Actions arising from previous OSMC Meetings
OSMC is requested to consider the following list of actions and note the updates provided.

Ref No: Date Item/Action Member/Officer Comments/Update
Contact COI:25?;88‘:23?;222:1'_%:&” and Jon Richard Aylard / In Progress - Thames Water has re-affirmed that they will not be
67 06/09/2022 . . . o contributing to the Thatcham Memorial Fields Flood Alleviation Scheme.
Winstanley to arrange a meeting regarding the Nikki Hines A meeting will be arranged to discuss other ongoing projects
Thatcham Flood Alleviation Scheme '
Thames Water Activities: Richard Aylard / In progress - A meeting has been offered, involving Clir Somner and
70 06/09/2022 Arrange a meeting between Councillor Richard o \ ’ ,
Nikki Hines Thames Water's Streetworks Manager and Head of Regional Networks.
Somner and the Streetworks Team
Thames Water Activities: Outstanding
West Berkshire Council to add its weight to lobby , .
75 06/09/2022 |central government to enact the relevant legislation Councillor Rlchard
. Somner / Eric Owens
to remove the automatic right of developers to
connect to the sewerage network.
In Progress - We have engaged with large companies in the areas
including AWE, Englefield Estate and Newbury Racecourse to discuss
topics around employment and development to see if there are projects
that we could align on and better ways of working. Simultaneously, we
have engaged with large employment parks including Greenham
Economic Development Strategy - Operational Business Park and Arlington Business Park. Work is underway to
Review : develop a business database to guide and assist our engagement, which
[ 06/09/2022 Investigate the KPI for engagement with the Katharine Makant may inform a KPI for 2023/24. We can identify certain employers which
top 10 employers in the district. will be in the ‘top 10’ — but to create an accurate list we would need to
know their total numbers of employees at the local level, which
businesses do not publish — so we are considering other ways of
approaching it. This includes working closer with our business rates and
planning teams to engage on some current issues with our top
employers in the next year.
Revenue Financial Performance Report Quarter
81 29/11/2022 Include the agen;:r;vsongjzt;fl,e in the Revenue Jofﬂz?:nli_leogﬂi?/ Complete (21/02/23) - This is now included in the quarterly reports
Financial Performance Report.
Revenue Financial Performance Report Quarter
82 20112022 | | sh-tl;‘\’/vv::]gz?:\zlz:of eserves in the Jolfﬂeeﬁ’;‘n'::g‘ﬂi‘zs /" |complete (21/02/23) - This is now included in the quarterly reports
Revenue Financial Performance Report.
Revenue Financial Performance Report Quarter
83 29/11/2022 Two 2022/23 Joseph Holmes /| ete (21/02/23) - This was amended.

Review the figures in the tables on pages 5 and 7
of the report.

Melanie Ellis

Last updated: 27 February 2023
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Item 4 — Declarations of interest

Verbal Item
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Agenda Item 6.

Thames Valley Berkshire Local Enterprise Partnership Review

Thames Valley Berkshire Local Enterprise
Partnership Review

Committee considering report: Overview and Scrutiny Management

Commission
Date of Committee: 7 March 2023
Portfolio Member: Councillor Ross Mackinnon

Date Portfolio Member agreed report: 13 February 2023

Report Author: Katharine Makant

Forward Plan Ref:

1 Purposeofthe Report

The purpose of this report is to provide an overview of the functioning of the Thames
Valley Berkshire Local Enterprise Partnership and consider its effectiveness in terms of
how well it is delivering for West Berkshire, noting that the functions of LEPs are
changing following a Government review that concluded in March 2022.

2 Recommendation

This report is primarily for information. However, there is the opportunity to consider
changes to our current ways of working with the Thames Valley Berkshire LEP in order
to inform its future role in West Berkshire and enable greater integration with the Council
and its partners.

3 Implications and Impact Assessment

Implication Commentary

Financial: The Council currently contributes £10,000 pa to the TVBLEP.
An additional one-off contribution of £60,000 per local authority
for 2022/23 was agreed by Berkshire Chief Executives to
support the TVBLEP as it transitions into a new role linked to
the Government’'s 2022 LEP Review.

Human Resource: None
Legal: None
West Berkshire Council OSMC 7 March 2023
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Risk Management: None
Property: None
Policy: The Council's support for the TVBLEP is set out in the

Economic Development Strategy Refresh 2021.

Positive

Neutral

Commentary

Negative

Equalities Impact:

A Are there any aspects
of the proposed decision,
including how it is
delivered or accessed,
that could impact on

inequality?

B Will the proposed
decision have an impact
upon the lives of people
with protected
characteristics, including
employees and service
users?

Environmental Impact:

Health Impact:

ICT Impact:

Digital Services Impact:

The TVBLEP seeks to improve digital
infrastructure in the district in collaboration
with partners in the pan-Berkshire Digital
Infrastructure Group (DIG).

West Berkshire Council

OosMC 7 March 2023
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Council Strategy X The TVBLEP contributes to the following
Priorities: strategic priorities:

e Supporting everyone to reach their full
potential

e Supporting businesses to start,
develop and thrive in West Berkshire

e Developing local infrastructure,
including housing to support and grow
the local economy

Core Business: X
Data Impact: X
Consultation and Input has been sought from colleagues in the Environment
Engagement: Delivery Team and the Education Service as well as Economic

Development Board.

4.1

5.1

5.2

Executive Summary

This report sets out the background to the establishment of Local Enterprise
Partnerships (LEPs) and to the Thames Valley Berkshire LEP in particular. It goes on
to summarise and evaluate TVBLEP activities in West Berkshire — a more detailed
evaluation is attached at Appendix B. The report ends by setting out the results of the
2022 Government Review, in which it signalled a new focus for LEPs linked to
integration with its plans for local devolution.

Background

Local Enterprise Partnerships (LEPs) are non-statutory bodies responsible for local
economic development in England. Set up in 2010/11, they were intended to be
business-led partnerships bringing together the private sector, local authorities and
academic and voluntary institutions. There are 38 LEPs in total, with boundaries
designed to reflect functional economic areas. LEPs can take varying corporate
structures but all must have a private sector chair and the majority of board members
must be drawn from the private sector. A 2020 Government report found that the
number of full time staff ranged from O (i.e. staff seconded from other organisations) to
520, with the median being 16.

LEPs were originally intended to be funded through leverage of private sector
investment but over the years have had accessto central pots of money to support their
work locally, including the Regional Growth Fund and the Growing Places Fund. Many
have also received funding through Local Growth Deals and EU Structural Funds.

West Berkshire Council OSMC 7 March 2023
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6

Supporting Information

Introduction

6.1

6.2

6.3

6.4

6.5

6.6

6.7

The Thames Valley Berkshire LEP (TVBLEP) is a company limited by guarantee, set
up in 2011. It has 22 members of staff (as at 31 March 2022) and an office in Green
Park, Reading. There are 14 Directors on the LEP Board, including the LEP Chief
Executive, 8 from the private sector, 2 from the education sector, 2 representing local
authorities and 1 representing the community. Council Leader Cr Lynne Doherty
represents the Local Authority Leaders on the Board. Scrutiny is provided by the LEP
Forum, which consists of 1 representative from each of the Berkshire local authorities,
4 business organisations and 1 community representative. Portfolio Holder for Finance
and Economic Development Cr Ross Mackinnon represents the Council on the LEP
Forum.

From the officer side, TVBLEP is supported by the Berkshire Public Services Network
(Chief Executive Nigel Lynn), the Place-making Board (Acting Executive Director, Place
Eric Owens) and the Berkshire Economic Development Officer Group (BEDOG,
Economy Manager Katharine Makant).

The wide-ranging activities of the Thames Valley Berkshire LEP are set out in a number
of documents which are all available on its website, including the 2021 Recovery and
Renewal Plan and the Delivery Plan for 2022/23.

Following its establishment in December 2011 the LEP received Government Core
funding to provide a strategic economic view on transport and infrastructure. This was
further enhanced with the LEP receiving an allocation of Local Growth Funds (£142m)
(LGF) and Getting Building Fund (£7.5m) (GBF) to invest in transport and infrastructure
in Berkshire. Both funds are now fully allocated and have closed.

A change of policy direction in Government in 2020/21 saw the move to centrally held
funding for future infrastructure and transport projects open to local authorities to bid for
in competitions. As such the requirement for LEPs to provide infrastructure and
transport strategic support has been wound down and at the end of 2021/22
Government ceased requiring LEPs to deliver on this activity other than oversight and
monitoring of LGF/GBF projects to completion.

In 2022/23 the local authorities agreed to provide additional funding for Berkshire LEP
in order to continue ‘business as usual’ in line with 2021/22 activity. During this year
Berkshire LEP has continued to provide strategic infrastructure and transport support
using the funding provided for within the additional £300k funding received from the
unitary authorities contained in a Service Level Agreement.

This section of the report presents an evaluation of Thames Valley Berkshire LEP’s
activities, including commentary on its delivery of these activities in West Berkshire. The
full evaluation is attached at Appendix B, but a summary is set out below.

Central Co-ordination Role

6.8 The LEP provides the secretariat function to the LEP Board, LEP Forum and Place-
making Board and attends and participates in the Berkshire Public Services Network
West Berkshire Council OsSMC 7 March 2023
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and BEDOG. The LEP also produces and reviews the Berkshire Recovery and
Renewal Plan 2021 and the annual delivery and work plan. This work is fundamental
to supporting the LEP’s core business which is to drive economic growth.

6.9 Over the years, the LEP has played a vital programme management role in the securing
and ongoing monitoring of projects funded by central government, such as Local Growth
Funds (E142m across TVB), Growing Places Fund (E15m across TVB) and European
Structural and investment funds (E25m across TVB).

Infrastructure and Place

6.10 The LEP has played a lead role in co-ordinating the Berkshire Strategic Transport
Forum (BSTF) and the Berkshire Local Transport Body (BLTB), making the case for
investment in the kind of transport infrastructure needed to support and grow the
Berkshire economy. Membership of the Forum includes the six Berkshire local
authorities and the Transport Authorities (rail, highways, bus and air travel sectors). The
LEP Forum appointed the Berkshire Local Transport Body (BLTB) as the competent
body to a) prioritise and b) implement transport capital schemes on the LEP’s behalf.
Elected members represent the six local authorities and the LEP nominates
representatives from the private sector. The LEP also represents the voice of Berkshire
on the sub-national body Transport for the South East.

6.11 The LEP agreed three Growth Deals with the Government, worth a capital investment
of £142.5m from the Local Growth Fund, to implement specific projects between
2015/16 and 2021/22. The LEP has funded five transport schemes in West Berkshire:
Kings Road Link Rd in Newbury, new access roads for Sandleford, the new A339
junction for LRIE and Newbury and Theale Station improvements.

6.12 Infrastructure funding is no longer being delivered through the LEP. Instead, the
government has set up new funding streams designed to support local economic
growth, including the Levelling Up Fund and the UK Shared Prosperity Fund. In the
main, bids are submitted and administered by individual Councils although TVBLEP can
provide support. West Berkshire Council submitted bids for Newbury Lido for the
Leveling Up Fund in 2021 and 2022 but was unsuccessful, due in part to being
designated a Priority 3 area in terms of deprivation. We were recently awarded £1m
from the UK Shared Prosperity Fund and a further £598k from the Rural Prosperity Fund
for projects including town centre regeneration, rural business support and community
infrastructure. The advice from the LEP for our UKSPF bid was hugely valuable.

6.13 The Berkshire Digital Infrastructure Group (DIG) works with telecoms operators
including Virgin Media O2, City Fibre, Gigaclear and Openreach Ltd to improve
broadband, public access wifi and mobile coverage across Berkshire, with the aim of
securing a ‘Connected Berkshire’. The DIG Team is based in West Berkshire Council
and Chief Executive Nigel Lynn chairs the DIG Board on behalf of the Berkshire Chief
Executives. Economy Manager Katharine Makant represents the Council on the Board.

6.14 The Council is leading on the £1.7m Full Fibre to Schools project, funded by the LEP
through the Getting Building Fund, to improve digital connectivity in more than 80
locations across Berkshire including schools, GP surgeries and libraries. The scheme
launched in early 2022, with Birch Copse Primary School in Tilehurst one of the first
schools to be connected. The Council is also leading on a £500k Digital Connectivity

West Berkshire Council OSMC 7 March 2023
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Digital Accelerator (DCIA) project using government funding to improve 4G and 5G
networks, including the use of small cell technology on street lamps in Beenham.

Business Environment

6.15

6.16

6.17

The TVBLEP’s Berkshire Growth Hub delivers business advice and supports small and
medium enterprises! (SMEs) to achieve sustainable business growth. In the past, this
included 121 clinics and structured programmes such as the High Growth programme
(12 hours intensive support). These were well received but limited in scope, so the
Growth Hub recently created a website to enable businesses requiring ‘light touch’
support to self-serve, allowing its business advisers to focus more intensive 121 support
where itis most needed. Along with the other Berkshire local authorities, the Council
through its UKSPF allocation is funding the Growth Hub to deliver a new programme for
Business Start-ups, which launched this month. In 2021/22, 41 West Berkshire
businesses were referred to the Growth Hub, of which 34 were start-ups and 7 were
growing. In Q1 22/23, the Growth Hub responded to 47 enquiries from West Berkshire
businesses, of which 11 were ‘starting’, 32 were ‘running’ and 1 was ‘growing’.

TVBLEP runs a bespoke Funding Escalator programme which provides business loans
and equity for high-growth SMEs in the form of an expansion loan scheme and short-
term trade loan scheme. The programme is funded through the Growing Places Fund,
a revolving (capital) loan fund worth £15m intended to stimulate economic activity. To
date, the programme has supported 95 SMEs across Berkshire, including Newbury
Mobility Ltd, Hogan Music and The Pot Kiln, Yattendon.

TVBLEP publishes the Berkshire Prospectus which includes three investment
opportunities in West Berkshire — Newbury Town Centre and LRIE, Grazeley Solar
Farm and Newbury Active Travel. It also responds on behalf of all Berkshire unitary
authorities to Department of International Trade (DIT) enquiries regarding sector
capability and supporting site/facility enquiries from 3" parties. However, the value of
this service to West Berkshire has been limited.

Employment & Skills

6.18

6.19

Through the Careers and Enterprise Company (CEC), the TVBLEP operates the
Berkshire Enterprise Advisor Network, enabling schools across Berkshire to be
matched with an Enterprise Adviser, who is a local business person. 73 schools are
now in the Network. It also operates Careers Hubs in five West Berkshire schools (The
Downs, Little Heath, Willink, Brookfields and The Castle). Both these initiatives are
aimed at ensuring greater employer engagement in education and better employment
outcomes for young people. The LEP has been very supportive of our schools and has
done great work for SEND young people and in providing labour market information.

Berkshire Opportunities is an online platform intended to provide a gateway into jobs,
apprenticeships and training for the Berkshire workforce, including those leaving school
with special educational needs or a disability (SEND). The platform aims to signpost
to useful resources, careers and employability advice, highlighting priority sectors where

1 An SME is defined as any organisation that has fewer than 250 employees and a turnover of less than €50m
or a balance sheet total of less than €43.
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6.20

there are recruitment shortages, including health and care and digital technology. It is
difficult to assess the impact of the platform in West Berkshire.

As a key provider of further and higher education in West Berkshire, Newbury College
has benefitted from £334k of the LEP Skills Capital Local Growth Fund for a Solutions
Lab — a new learning space to enable the college’s engineering apprenticeships to
research, design and develop components for their employers. The LEP contributed
£425k to establish University Centre, Newbury, which now offers degrees and
professional qualifications including in digital technology, engineering and education.
Most recently, the LEP provided £475k to fund a Renewable Resource Training Facility
which aims to increase the number of qualified plumbers and engineers qualified to
install energy efficient systems.

Intelligence and data

6.21

The TVBLEP carries out research and provides a range of regional economic, business
and skills data which is helpful in providing contextual information for developing local
economic policies and funding bids.

Carbon Net Zero

6.22

6.23

7.1

7.2

7.3

This is an emerging area of work by TVBLEP which could play a similarly valuable role
as the Berkshire Local Transport Body and Berkshire Strategic Transport Forum
currently do for transport. In 2021, the LEP commissioned a Research Gap Analysis of
the Berkshire Carbon Net Zero strategies, which made a number of recommendations.
The report is available here. The central organisation of this work is very much needed
as no one local authority has the capacity to take it on.

Through the LEP and European Structural Funds, Berkshire businesses can apply for
Low Carbon Workspaces grants to cut their emissions. Berkshire Labels in Hungerford
and Hi-Fi Cinema in Aldermaston are among the businesses awarded grants.

Government Review of LEPs

The Government announced the outcome of the LEP review on 315t March 2022. lts
letter and accompanying guidance explained that the publication of the Levelling Up
White Paper marked a turning point in local growth policy linked to a new devolution
framework. It stated that its priority in the LEP review was to balance the accountability of
local growth institutions, its objectives on devolution and the need to retain a local,
independent, business voice.

The Government’'s stated intention is to ‘re-wire’ the system by integrating the role and
functions of LEPs into its plans for devolution. Where devolved institutions do not exist
in an area, the Government will continue to support LEPs (subject to future funding
decisions) in order to ensure there is an independent business and stakeholder voice.

In Berkshire, high level discussions are underway but no decisions have yet been made
on the future of the LEP. Therefore, it is expected that Government core/transition
funding for the LEP in a reduced form and local funding of £10k per authority will continue
for the financial year 2023/24, pending future funding decisions.
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7.4 In June 2022, the LEPs announced that in future their focus will be on the digital economy,
science and innovation and international trade, with a commitment to supporting the
Government’s UK Digital Strategy through the establishment of Digital Skills Partnerships.

8 Conclusion
OSMC is invited to review the information set out above and to provide comment.

9 Appendices

Appendix A — Equalities Impact Assessment

Appendix B — Evaluation of TVBLEP Activities in West Berkshire

Background Papers:

Link to Thames Valley Berkshire Local Enterprise Partnership website
https://mww.thamesvalleyberkshire.co.uk

Letter outlining Government guidance on integrating LEPs into local democratic
institutions dated 31 March 2022 https://mww.gov.uk/government/publications/local-
enterprise-partnerships-integration-guidance

Subject to Call-In:

Yes: [] No: X

The item is due to be referred to Council for final approval L]
Delays in implementation could have serious financial implications for the

Council ]
Delays in implementation could compromise the Council’'s position ]
Considered or reviewed by Overview and Scrutiny Management Committee or
associated Task Groups within preceding six months X
ftem is Urgent Key Decision L]
Report is to note only L]
Wards affected: ALL

Officer details:

Name: Katharine Makant

Job Title: Acting Service Director for Development and Regulation (Planning,
Economy and Emergency Planning)

Tel No: 01635 519186

E-mail: katharine.makant@westberks.gov.uk
West Berkshire Council OsSMC 7 March 2023
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Appendix A
Equality Impact Assessment (EqlA) - Stage One

What is the proposed decision that you N/A
are asking the Executive to make:
Summary of relevant legislation: N/A
Does the proposed decision conflict Yes [ ] No X
with any of the Council’s priorities for
improvement?
e Ensure our wulnerable children and

adults achieve better outcomes
e Support everyone to reach their full

potential
e Support businesses to start develop

and thrive in West Berkshire
e Develop local infrastructure including

housing to support and grow the local

economy Maintain a green district
e Ensure sustainable services through

innovation and partnerships
Name of Budget Holder: N/A
Name of Service/Directorate: Development and Regulation
Name of assessor: Katharine Makant
Date of assessment: 8 August 2022

. Is this policy, strategy, function or
?
Is this a.... 7 sailEs D
Policy Yes [ ] No[X | New or proposed Yes [ ] No X
Already exists and is

Strategy Yes X No [] being reviewed Yes X No []
Function Yes [ ] No[X | Is changing Yes [ ] No X
Service Yes [] No X

(1) What are the main aims, objectives and intended outcomes of the proposed
decision and who is likely to benefit from it?

Aims: Seek OSMC comments on the Annual Progress Report
for Annual Progress Report on the Economic
Development Strategy Refresh 2021

Objectives: As above

West Berkshire Council OSMC 7 March 2023
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Outcomes:

OSMC feedback

Benefits:

Improved monitoring and evaluation

(2) Which groups might be affected and how? Is it positively or negatively and what
sources of information have been used to determine this?

(Please demonstrate consideration of all strands — Age, Disability, Gender Reassignment,
Marriage and Civil Partnership, Pregnancy and Maternity, Race, Religion or Belief, Sex

and Sexual Orientation)

Group Affected

What might be the effect?

Information to support this

All groups

More inclusion and equality

The EDS Refresh seeks to
empower everyone to enter
the workplace.

Further Comments:

(3) Result

Are there any aspects of the proposed decision, including how it is ves [ No [X
delivered or accessed, that could contribute to inequality? €s 0

Will the proposed decision have an adverse impact upon the lives
) ) : Yes [ ] No X
of people, including employees and service users?

(4) Identify next steps as appropriate:

EqlA Stage 2 required

Yes [ No [X

Owner of EqlA Stage Two:

Timescale for EqlA Stage Two:

Name: Katharine Makant

Date: 8 August 2022

West Berkshire Council
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Evaluation of Thames Valley Berkshire Local Enterprise Partnership Activities

Project

| Description of LEP activity

| Comments/ impact in West Berkshire

Central Coordination Activity

TVB LEP Board and Forum

Lead the LEP Board and Forum, providing
full secretariat responsibilities. Unitary
Authorities are represented by an
elected and non-elected (CEO) member,
alongside the business, education and
third sectorrepresentatives

Essential to coordinate LEP activities. The Forum provides oversight of the LEP, and
challenges, scrutinises and ratifies decisions made orrecommended by the Board. It
has the powerto ‘callin’ decisionsif atleast 4 Forum members apply todo so.

Cr Lynne Doherty represents Berkshire Leaders Group on the Board and Cr Ross
Mackinnon represents West Berkshire Councilonthe Forum.

Berkshire PublicServices
Network (CEOs)

Attend and participate.

West Berkshire Council is represented by Chief Executive Nigel Lynn.

Place Making Board

The Place Making Board was established
to stimulate and supporteconomic
growth and raise productivity across
Berkshire. It meets10timesayearand
the LEP providesthe secretariat function.

West Berkshire Council is represented by Acting Executive Director, Place Eric
Owens.

A helpful group todiscuss and coordinate arange of issues that can be better
deliveredif looked at across Berkshire and notindividually by each authority. A
good forumfor bringinginrelevant partners where helpful.

Delivery Partners: Thames Valley Berkshire LEP, the six Unitary Authorities, One
PublicEstate (OPE) and selected partners.

TVB LEP Workplan

Produce an annual workplan thatis
signed off by the LEP Board. Quarterly
updates reviewed by the LEP Board.

Essential to coordinate LEP activities. Aworkplanisarequirement forthe business-
as-usual functioning of any organisation.

Berkshire Recovery and
Renewal Plan

Review the RRP implementation plan at
leastevery 6 months and presenttothe
LEP Forum and Place Making Board.
Ongoingdelivery of LEP items within RRP

The Recovery and Renewal Plan provides a useful strategicoverview and repository
of economicinformation for Berkshire as a whole —but thereis limited follow up to
align policies and actions between Local Authorities.
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Programme management

Ongoing monitoring of government
funded projects, e.g., Local Growth Fund,
Getting Building Fund and European
Social Fund projects and reporting to
programme groups and governmentas
required.

Thisis an excellentfunction of the LEP and means that individual authorities are not
needingtoreportdirectly. Itisalsogoodfor pickingup on underspendinone area
that could be used for anotherarea. The LEP havingthe overview isreally valuable.

Heathrow strategic groups

Attend groups as appropriate,
representing Berkshire’s interests.
Including Heathrow StrategicPlanning
Group (HSPG) and Western Rail Link to
Heathrow (WRLtH) (Currently on hold)

These have not been socritical for West Berkshire but can see the value forother
authorities.

Infrastructure and Place

Berkshire Strategic
Transport Forum (BSTF)

Forum for sharing best practice across
Berkshire. Thisforum providesa
conveningrole in making the case for
investmentin the kind of transport
infrastructure needed to supportand
grow the Berkshire economy

LEP prepares papers and agendafor this
group, with the formal secretariat
function being carried out by Slough
Borough Council (as the Accountable
Body). Meets at least twice a year.

This has coordinated and delivered some excellent work overalongperiod of time.
Itis not only of huge value to the Officers but meansthat when one of the Delivery
Partnersis consulting on something or wants to engage with the Transport
Authorities, they can do so through this group —saving on time, money and getting
a much betteroutcome fromthe discussion.

Thisgroup would not happenifthe LEP (or somethingsimilar) did not coordinate,
prepare agendas, invite speakers and produce notes /follow up on actions. It takes
time, effortand knowledge to do this and the LEP have been brilliant atit.

Delivery Partners: Six Berkshire Unitary Authorities, Network Rail, Great Western
Railway, South Western Railway, Highways England, Reading Buses, Heathrow
Airportand Department for Transport (DfT).

Berkshire Local Transport
Body (BLTB)

Consists of 6 elected members from
Berkshire authorities with LEP appointed
private sector members. The work of the
BLTB isinformed by the BSTFand it
overseesthe independentscrutiny of
decisions made here.

Cr Richard Somner representsthe Council on the BLTB, with Cr Tony Vickers as
reserve.

This has beena necessary and valuable group for deciding on the allocation of
funding fortransport schemes/ projects.
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LEP prepares papers and agendafor this
group, with the formal secretariat
function being carried out by Slough
Borough Council (as the Accountable
Body). Meets at leasttwice a year.

The involvement of private sector members has added avaluable dimension and
perspective tothe work and the decision making process.

The decision to allocate many £millions across Berkshire could not have happened
without the formal setting up of this group and the ongoing excellent management
of it from the LEP.

If there are furtherfunding streams that will be available then this group will
continue to have high value andis a model that could be replicated for other
subjectareasor a group that could widen its remit with other Members (LA and
Private) joiningit.

Transport for South-East

Contributes alongside neighbouring LEPs
to the projectto delivergreaterand
more accessible transport options for
Berkshire. The LEP collaborates with
stakeholders acrossthe region but does
not have a place on the board.

LEP attends meetings to promote pan-
Berkshire opportunities

The LEP’s role with TfSE means that Berkshire’sinterests can be represented
togetherand because we do this jointly we are only paying forone membership
betweenthe 6authorities. If we were not coordinated in this way (supported by
the LEP) we would all have to find a representative and pay the full amount
individually (unlikely to be affordable given the current financial climate).

Capital Scheme
monitoring

Manage the delivery of the remaining
infrastructure capital projects. It will also
track and monitor outputs and progress
associated with completed projects and
reportthese torelevantboards

This links with Programme Management above. In additiontothe comments above
beingrelevant here, this activity provides accountability for the £millions invested
inthe TVBarea.

Berkshire Digital
Infrastructure Group
(formerly Superfast
Berkshire)

Increased broadband coverage across
Berkshire t099.6%, completed Sept 22.

Project Gigabitaims to increase speeds
to 1GB to 85% of Berkshire by 2025.

The LEP inan informal partnertothe DIG Programme and has beenkeyinfunding
opportunities for Digital Infrastructure. 2 of our current projects are beingfunded
by the MHCLG Getting Building Fund of 1.7M award, one of whichis beingled by
the LEP (LoRaWAN). They are also key in assisting the DIGin definingand
implementing our digital strategy.
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LEP prepares papers and agenda, with
the formal secretariat function being
carried out by West Berkshire Council

West Berkshire has benefited from Full Fibreto schools, LoRaWan winter gritting,
5G small cell deploymentin Beenham.

Business Environment

Business Environment
Programme & Delivery
Group

LEP providesthe secretariat function,
meets at least 3 times within the year.

Thames Valley Berkshire
Funding Escalator

LEP manages the contract with the
Funding Escalator provider, Finance
Southeast, and sit on the Scrutiny Group.
The long-termrole of thisfundis
currently underreview and may change
inagreement with the LEP Board.
Provide loan finance and mobilising
fundsto SMEs with 18 businesses
supportedin 2022/23

The Funding Escalator was an £11.3m business finance /loan scheme funded and
managed by the LEP.

It was essentialforthe LEP to manage thisfund and it addressed agap in provision
of accessible finance for high growth businesses.

Berkshire Business Growth
Hub

Front doorfor opportunities for business
supportin Berkshire. Increase
signpostingto SMEs to access funding
and training with the aimto help 900
businesses by March 2023

Expanded with £20k of UKSPF funding

from each Berkshire Local Authority to
provide new programmes for start-ups
and high growth 2023 to 2025.

The LEP’s role in providing bespoke advice and guidance to businesses of arange of
sizesand levels of establishment fulfils a key gap in provision across Berkshire and
we view thisasa veryvaluable function.

This could not be replicated within West Berkshire Council, notleast because the
LEP have a uniquely strong expertiseinthis area, a level of impartiality, and a
broaderoverview of the economiczone of Berkshire, its constituent industries and
challenges.

Furthermore by delivering this function across Berkshirethe LEP achieve an
economy of scale interms of demand from businesses that could notbe metif
individual authorities delivered business growth advice exclusive to each district. A
total of 41 West Berkshire businesses were referred tothe Hub in 2021/22.
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Department for
International Trade (DIT)
enquiries

Respondingon behalf of all Berkshire
unitary authoritiesto DITenquiries
regarding sector capability and
supporting site/facility enquiries from 3™
parties. Inward investment for Berkshire
currently coordinated by the Chamber of
Commerce

Thisis intheory a valuable and necessary function, in orderto ensure that the
broad inward investment ‘offer’ of Berkshire iswell aligned.

Howeverwe have so far gained limited value from this —the Economic
Development Team has not been made aware of DIT enquiries responded to by the
LEP aside from coordination of a local incentive offer—which was limited.

Business Rates Retention
Pilot

LEP managed the delivery of the
Business Rates Retention Pilot for
Berkshire Authorities

Thiswas a pilot programme that ran from 2018-2019 in West Berkshire. Should
othersimilarprogrammes emerge inthe future thenthe LEP will have animportant
role to play to supporting applications for bids and project management.

Catalyst South

Represents the South-Eastin unlocking
itseconomicpowerthrough boosting
enterprise andinnovation.

Delivery Partners: 6 LEPs (Coast to Capital, Enterprise M3, Hertfordshire,
Southeast, Solent and Thames Valley Berkshire).

Employment and Skills

Careers and Enterprise
Company/Berkshire
Enterprise Advisor
Network

LEP operated the CEC contracts until
August 2022. Connects educational
establishments with employers
supporting 58 schools to be matched
with an Enterprise Advisor

CEC is the national body to support schools/colleges to deliver careers education.
Very supportive of schools and have done some great work for SEND young people
and providing labour marketinformation and the Careers Hub Schools network.

Skills and Advisory Panel
and Delivery Group

Provide the secretariat function. Meets
at leastthree times withinthe year.

"Bring togetherlocal employers and skills providers to pool knowledge on skills and
labour market needs, and to work togetherto understand and address key local
challenges... Help colleges, universities and other providers deliver the skills required
by employers, now and in the future."

Vital secretariat work to supportthis group to fulfil their function. West Berkshire
isrepresented by Newbury College and Mark Browne, School Improvement Team.

Berkshire Opportunities
Portal

Gateway to jobs, apprenticeships, and
furthereducation for Berkshire
residents.

Portal provides agood gateway to opportunities. Impact on West Berkshire is
somewhat unknown but Newbury College is adelivery partner and Katharine
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Makant, Economy Manager was on the Steering Group.
https://www.berkshireopportunities.co.uk/

Delivery Partners: six Unitary Authorities, Careers and Enterprise Company, and the
respective college of each area.

Intelligence and Da

ta

Berkshire Skills Report and
Skills Priority Statement

Produced annually

Source of regional economicand skills data.

Businessin Berkshire
report

Produced annually

Source of regional economicand business data.

Thames Valley Monthly
Economic Briefing

Produced monthly

Valuable source of economicdata, but not essential.

Industrial Sector
Propositions

Review and update atleast 2 sector
propositions peryear providing
information on sectors where Berkshire
has a competitive advantage.

As well asinformation oninnovation
spaces and the labour market.

The role played by the LEP in researchingand presenting dataandinsights
regarding Berkshire industries and widereconomy is useful to help steerlocal
priorities forwork.

Annual Berkshire

Promotes opportunities forinvestment

Promotes some of the inward investment opportunities, and ways in which West

Prospectus inthe region aswell asareas for Berkshire isleading/ cuttingedge. 2022 Prospectus promotes Newbury Town
collaboration. Centre & LRIE, Grazeley Solar Farm and the Newbury North/South Active Travel
route for investment. Howeverwe have received littlefeedback of the impact of
thisdocument on potential investors.
Lobbying Central LEP has well established links into
Government Governmentand Business Networks.
Provides goodintelligence and
advantage to Berkshire for strategic
decision making
Bid support LEP gives supportoninfrastructure and The advice from the LEP on our bid for UKSPF was hugely valuable. Through

economicdevelopment funding bids —
including UK Shared Prosperity Fund,

professional connections with individuals in Government departments the LEP has
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Land Release Funds and the Levelling Up
Funds

been able to provide very useful insights into the priorities of fundingand schemes,
including the UKSPF and the now-defunct InvestmentZones.
Thiswill continue to be valuable when future schemes come forward.

Net Zero Carbon

NetZero Task Force

As per the Service Level
Agreement

Provide secretariat and strategic
leadership, which will meet atleast four
times peryear

Thisis an emerging area of coordination which could play asimilarly valuablerole
as the Berkshire Local Transport Body and Berkshire Strategic Transport Forum
currently dofor transport.

The officergroupis already proving hugely useful and will actas a forum for sharing
best practice, developingjointwork, joining togetherforfunding bids etc.

The fact that no officergroup or joint Memberengagement has been sustained
until the LEP started to coordinate demonstrates that the central organisation of
thisis neededas no one Authority has the capacity to take this on.
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Customer Journey Task & Finish Group -
Final Report

Committee considering report: Overview and Scrutiny Management Commission
Date of Committee: 7 March 2023
Task Group Chairman Councillor James Cole

Date Task Group Chairman agreed

report: 13 February 2023

Report Author: Gordon Oliver

1 Purposeofthe Report

1.1 This report presents the work undertaken by the Customer Journey Task and Finish
Group and their final recommendations.

1.2 Members of the Task Group would like to thank all of the officers and Members who
gave evidence and supported this scrutiny review.

2 Recommendation

2.1 To consider the Task and Finish Group’s final proposals as outlined in Section 6 of this
report and agree whether these be referred to the Executive for consideration.

2.2 To agree that the Overview and Scrutiny Management Commission keeps the issue of
the Customer Journey under review, with reference to the work of the Customer First
Programme Board (or its successor), and invites annual updates on progress in
implementing the report's recommendations.

3 Implications and Impact Assessment

Implication Commentary

Financial: There are no financial implications arising directly from this
report, although if proposals are accepted, this may result in
financial implications which will be assessed in detail if they are
taken forward.

Human Resource: There are no HR implications arising directly from this report,
although if proposals are accepted, this may result in HR

West Berkshire Council OSMC 7 March 2023
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implications, which will be assessed in detail if they are taken
forward.

Legal:

There are no Legal implications arising directly from this report,
although if proposals are accepted they may result in Legal
implications which will be assessed in details if they are taken
forward.

Risk Management:

There are no risk management implications arising directly
from this report, although if proposals are accepted, this may
result in risk management implications, which will be assessed
in detail if they are taken forward.

Property: There are no property implications arising directly from this
report, although if proposals are accepted, this may result in
property implications, which will be assessed in detail if they
are taken forward.

Policy: There are no policy implications arising directly from this report,

although if proposals are accepted, this may result in policy
implications, which will be assessed in detail if they are taken
forward.

Commentary
0| 5| 2
= © =
= = ©
n > (@]
O [<8) (&)
o 2 2
Equalities Impact:
A Are there any aspects X There are no equalities implications
of the proposed decision, arising directly from this report.
including how it is
delivered or accessed,
that could impact on
inequality?
West Berkshire Council OosMC 7 March 2023
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B Will the proposed X The proposed decision does not have any

decision have an impact impact upon the lives of people with

upon the lives of people protected characteristics. However, if

with protected accepted, proposals may improve the

characteristics, including customer journey for disabled customers.

employees and service

users?

Environmental Impact: X There are no environmental impacts
arising directly from this report.

Health Impact: X There are no health impacts arising
directly from this report.

ICT Impact: X There are no ICT impacts arising directly
from this report. However, if accepted,
proposals would lead to improvements in
ICT provision and would deliver benefits in
terms of the customer experience and also
in terms of more efficient working
practices. Proposals would also have
implications for ICT, the Contact Centre
and the Out of Hours Service.

Digital Services Impact: X There are no Digital Services impacts
arising directly from this report. However,
if accepted, proposals would lead to
improvements in digital services that
would deliver benefits in terms of the
customer experience and also in terms of
more efficient working practices.

Council Strategy X There are no impacts arising directly from

Priorities: this report, but if adopted, the report's
recommendations would help to deliver
aspects of the Council Strategy related to
the priority ‘Ensure Sustainable Services
through Innovation and Partnerships’.

Core Business: X Improving the customer journey is part of
the core business of delivering services.

West Berkshire Council OsSMC 7 March 2023
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Data Impact: X There are no data impacts associated with
this report.

Consultation and See full details within the report.

Engagement:

4  Executive Summary
4.1 The Overview and Scrutiny Management Commission (OSMC) established a Task and
Finish Group to look at the customer journey across office hours and out-of-hours
services.
4.2 The scope of the review was broken down into four main parts:
e Part 1: Out of Hours Emergency Contact Centre and Response
e Part 2: Office hours customer contacts
e Part 3: Office hours customer contacts (other local authorities)

e Part 4: Good practice and recommendations

4.3 The Group has met 12 times between April 2022 and January 2023 and considered a
range of evidence.

4.4 The Task Group has identified a number of recommendations arising from this work,
which are set out in Section 6 of this report.

5 Supporting Information
Introduction
5.1 The Overview and Scrutiny Management Commission (OSMC) established a Task and
Finish Group to look at the customer journey across office hours and out-of-hours
services. Terms of reference were drafted with the help of senior officers, and the scope
was broken down into four main parts as follows:
e Part 1: Out of Hours Emergency Contact Centre and Response
e Part 2: Office hours customer contacts
e Part 3: Office hours customer contacts (other local authorities)

e Part 4: Good practice and recommendations

5.2 The full Terms of Reference are provided in Appendix A.

West Berkshire Council OSMC 7 March 2023
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Background

5.3 The Task and Finish Group met 12 times between April 2022 and January 2023.
Members considered a wide range of evidence and interviewed key witnesses as shown
below.

Table 5.1: Details of Task Group Meetings

Meeting Date Focus of Meeting Witnesses
14 April 2022 e Review of the terms of reference N/A
e Work planning
25 April 2022 e Out of Hours Service Carolyn Richardson
17 May 2022 e Contact Centre Sarah Clarke
e Digital Services Gabrielle Mancini
Sharon Ogden
Phil Rumens
7 June 2022 e Interview with Chief Executive Nigel Lynn
e Residents’ survey Joseph Holmes
e Engagement with town/parish Sarah Clarke
councils Catalin Bogos
o Draft member survey
6 July 2022 e Member interview planning N/A
e Disabled customers/Adult Social
Care data
e Additional Out of Hours Service
data
25 July 2022 e Member interviews Clir Alan Law

Clir Adrian Abbs
ClIr Claire Rowles

9 August 2022 e Place Review — initial findings and | Eric Owens
next steps Sean Murphy
e Mystery shopping — scoping Anne Ewins
23 August 2022 e Adult Social Care presentation Paul Coe
e Complaints data
28 September 2022 | ¢ Review and work planning session | N/A
31 October 2022 e Member Interview ClIr Hilary Cole
e Environment presentation Jon Winstanley

21 December 2022 e lese Review of customer demands | Sarah Clarke
and digitisation opportunities

e Place Review - update Eric Owens
e Planning Q&A
24 January 2023 e Out of Hours Incident Reports Carolyn Richardson
e Out of Hours Mystery Shopping Eric Owens
e Place Review — further update
e Planning Q&A (continued)

5.4 Anearly focus of the review was the Out of Hours Emergency Service, and a preliminary
report was brought to OSMC on 22 May 2022.

West Berkshire Council OSMC 7 March 2023
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5.5 The Task and Finish Group was originally due to present its final report to the OSMC
meeting on 6 September 2022. This was initially deferred to the 29 November meeting,
but a further delay was subsequently requested. Reasons for the extended timescales
included:

e Scope of the review — the wide-ranging nature of the review meant that it was
impossible to complete it within the timescales originally set;

e Member availability —there was a need to change membership part-way

through the review - Clir Adrian Abbs replaced ClIr Lee Dillon on the Task Group
from August 2022;

e Death of Her Majesty the Queen — officers involved in supporting the task group
and providing evidence were involved in organising local events;

e Place Review — the timescale for completion of the Place Review had to be
extended by several weeks to allow for additional consultation;

e Leave — Members and officers had consecutive periods of leave during
September and October, during which time meetings could not take place.

5.6 In light of the resultant delays, it was agreed that the Task Group should provide an
interim report to the meeting on 29 November 2022. This built on the previous report on
the Emergency Out of Hours service and set out the Task Group’s findings at that time.
This final report sets out the Task Groups findings and final recommendations.

Findings

5.7 The findings of the Task and Finish Group are summarised below with reference to the
guestions contained in the Terms of Reference.

Part 1: Out of Hours Emergency Centre and Response

5.8 Currently, an Emergency Out of Hours response is provided to respond to a wide range
of situations. The most common of these include the following:

e Major incidents

e Social care emergencies, safeguarding concerns or homelessness
e Highways issues (e.g. fallen trees or traffic light failure)

e Flooding of properties and roads

e Emergency repairs to Council-owned temporary accommodation

e Lost and found dogs

e Car park issues

5.9 The Out of Hours Contact Centre is provided by an external contractor. The current
provider is not local to West Berkshire, so staff may not be familiar with the area and
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5.10

5.11

5.12

5.13

5.14

5.15

5.16

5.17

may struggle to identify the location of issues being reported, or the knock-on
implications of these issues. However, itis acknowledged that this can also be an issue
even for West Berkshire Council staff. It is noted that the contract is currently out to
tender.

Bracknell Forest Council provides the Emergency Out of Hours service for social care
emergencies, safeguarding concerns and homelessness on behalf of all the Berkshire
unitary authorities. This is a highly specialist service provided by senior social workers.

The Public Protection Partnership has a dedicated Animal Warden Team, which deals
with lost and found dogs on behalf of West Berkshire Council and Bracknell Forest
Council.

The Parking Team has an emergency duty officer on call to deal with emergencies such
as customers being unable to get out of the Kennet Centre Car Park after the car park
has closed.

The Out of Hours (OOH) Contact Centre is not intended to replicate the full range of
Council services, or even the services provided by the Council's own Contact Centre,
since the cost of this would be prohibitive. The services provided are mostly statutory
requirements or are provided to mitigate the risk of serious harm to individuals or
property. The Task and Finish Group considered that this was an appropriate and
proportionate approach.

Incidents can only be reported to the OOH Contact Centre over the phone — there is
currently no option to do this via digital channels. This reflects the fact that they are
emergencies and ensures that Contact Centre staff can ask questions of clarification
about the incident and its location.

The telephone number for the Out of Hours Emergency Contact Centre is different to
the Council's main office hours’ number. Customers may not know this and dial the
wrong number. The out of hours’ number is given in the pre-recorded message played
when the main number is called outside of normal office hours. Based on personal
experience of recent incidents, the Task and Finish Group noted that it can be difficult
for customers to make a note of this if they have no means of writing it down.
Alternatively, customers can look up the number on the Council’'s website, but this may
not be possible if calling from an area with a weak mobile data signal. The Task Group
considered that having an IVR option that the customer can select to be transferred to
the relevant OOH service would be helpful.

Although, the telephone number for the OOH Emergency Contact Centre is provided
on the website, it requires customers to click on the ‘Report a Problem’ page or scroll to
the bottom of the homepage and click on the ‘Out of Hours Emergencies’ link. Members
have suggested that a pop-up banner deployed using a times script be used to
automatically display the number of the OOH Emergency Contact Centre outside of
office hours.

Previously, the message about reporting specific emergencies outside of normal office
hours was not prominently displayed on the ‘Report a Problem’ page of the Council’s
website. As a result, customers sometimes missed it and tried to report urgent matters
via the website rather than to the OOH Contact Centre by telephone. Reports submitted
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in this way are not picked up until the next working day, which could be too late for
critical events. This issue has already been addressed by the Digital Team inresponse
to the Task Group’s feedback, with a more prominent message displayed in a
contrasting colour at the top of the page.

5.18 The Task Group considered that the OOH Contact Centre should be promoted more
widely (e.g. parish council websites, noticeboards, newsletters so residents are more
aware of the service and can find the number easily. This would be beneficial for those
who are not digitally enabled.

5.19 Members also suggested that search engine optimisation should be improved to ensure
that the emergency out-of-hours number is automatically highlighted by a Bing / Google
search. This has already been actioned by the Digital Team.

5.20 Customers calling the OOH Contact Centre are asked to select one of four options:

e Option 1 - to be redirected for concerns relating to social care for adults and
children or homelessness

e Option 2 - to be redirected for lost or found dogs
e Option 3 - to be redirected to car park issues

e Option 4 - to be passed to a call handler for emergencies only

5.21 Statistics for the Out of Hours Service are provided in Appendix B. The initial pre-
recorded message is quite long and takes just over a minute to complete. Statistics for
the two year period 1 April 2020 to 31 March 2022 showed that over 3% of calls were
abandoned during the first 60 seconds. It would be logical to assume that in most of
these cases, the caller had decided that the issue they were reporting was not an
emergency.

5.22 Just over 1 in 10 calls were abandoned without the customer speaking to an operator.
Nearly 70% of these were abandoned beyond the first 60 seconds after the pre-
recorded message had finished, with around 40% abandoned after 3 minutes. This
suggests that some genuine emergencies may have gone unreported, or the caller had
delayed reporting the issue.

5.23 Call statistics for the OOH Contact Centre showed that 68% of calls were answered
within 30 seconds, with 81% answered within 90 seconds. This is broadly similar to
those for the Council’s own contact centre (see below). However, it would be reasonable
to expect a quicker response for customers reporting an emergency, since the
consequences of a delay may be serious.

5.24 Some day-to-day variation in performance isto be expected. For example, call numbers
increase following major incidents that affect large numbers of people. However,
resources are usually increased in anticipation of additional calls arising from known
events such as storms.

5.25 Currently, residents have no way of knowing if an incident has been reported to the
OOH Contact Centre and is already being dealt with, since there is no way for the OOH
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Contact Centre to post to the Council’'s social media account or the website. This means
that the service may receive multiple reports for the same incident, which could add
unnecessarily to call wait times for those who are reporting other incidents. The Joint
Emergency Planning Unit (JEPU) Service Manager has indicated that repeat reports
are not commonplace, but Members noted that repeats may be more prevalent for
certain types of incident, such as those identified below.

5.26 Members of the Task Group highlighted recent incidents, where weaknesses had been
exposed in the Out of Hours response, including:

e A persistent alarm at York House (a Council owned building) which rang for over
60 hours over a weekend.

e Incidents related to planning enforcement, where there had been perceived
delays in obtaining and serving the appropriate enforcement notices.

5.27 Copies of incident reports for these events were requested so Members could be
assured that lessons were being learned and changes implemented.

5.28 For the York House incident, a variety of issues were identified and a comprehensive
action plan has since been put in place to address these. Processes have been
reviewed, training plans put in place, property / contact databases have been updated
/ expanded, and interim alarm contracts put in place. The main issue was in relation to
services not providing key-holder updates to the contact information in the manual,
despite monthly prompts to do so. Members noted the challenge in maintaining
databases as a result staff leaving / moving jobs, but considered that processes could
be revised so HR captured this information. Also, it was noted that customers had been
promised call-backs, but this had not happened. Call-backs are not normally offered,
but Members felt that this would be appropriate where issues were on-going and had
not been resolved within expected timeframes. Members noted that, with the exception
of the call-back offers, the response from the OOH Contact Centre was as per the
processes set out in the OOH Manual.

5.29 Forthe incidents requiring Planning Enforcement action during Bank Holiday weekends,
it was noted that despite the lack of an out of hours service, officers from Planning and
Legal had responded quickly. Relevant officers were named in the Out of Hours Manual,
and informal processes had been put in place so managers knew in advance who would
be available to respond. As a result, action was taken as quickly as on a weekday out
of hours scenario, and officers were on site within a few hours. Members acknowledged
that any delay was in part due to courts not being open at weekends. Officers
considered that the number of incidents did not justify the additional cost of a dedicated
out of hours service. There was some discussion about OOH response times. It was
noted that even if Planning Enforcement Officers were not available to respond
immediately, the Development Manager and other Enforcement Officers could be called
upon if necessary. Overall, the Task Group was satisfied with the response, but felt that
there would be some benefit in formalising some of the processes.

5.30 A further concern was in relation to the number of Emergency Duty Officers (EDOS)
across the Council. Numbers have reduced over time as officers have left or have
indicated that they no longer wish to perform the role. The Task Group felt that this must
be addressed in order to ensure ongoing resilience and to reduce the burden on those
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5.31

5.32

5.33

5.34

5.35

that remain. The Task Group also felt that it would be beneficial for Members to have
contact details for the duty EDO.

Mystery shopping is not currently routinely undertaken to test the Emergency Out of
Hours Contact Centre. This was done previously, but lapsed during Covid due to a lack
of resource. The Task Group was keen to test the processes for both of the above
scenario types. However, this requires careful planning to avoid mobilising services and
incurring costs. Unfortunately, tests had to be cancelled on two occasions due to
unforeseen issues. Also, with the tendering process underway it was considered not the
best time to undertake such tests.

As an alternative, calls will be monitored more closely as part of a short period of
additional oversight. Also, the voice message for the Out of Hours Contact Centre will
be modified under the new contract to indicate that customers may be contacted for
feedback and to be compliant with the General Data Protection Regulations.

Consideration was given as to where responsibility for the OOH Contact Centre should
sit within Council and whether this should be managed by the Council’'s Contact Centre
Manager, since that individual would have relevant expertise. However, it was
recognised that the JEPU Service Manager would still need to be closely involved to
ensure that processes were kept up to date and reviews carried out following major
incidents.

Part 2: Office Hours Customer Contacts

Customers can currently contact the Council ina number of ways, including:

e In person
e By phone
e Byemalil

e Using an online form
e Using the chatbot.

Contact Centre

Despite a shift towards use of digital communications channels in recent years, the
Contact Centre is still the main point of contact for many customers. Advisors operate
the Council’'s switchboard and the Contact Centre also offers in person, telephone and
email customer service on behalf of a range of Council services under a service level
agreement, including:

¢ Revenues
e Benefits
¢ Planning

e Streetcare
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5.36

5.37

5.38

5.39

5.40

e Waste

e Children’s Services

e Concessionary Fares
e Environmental Health
e Libraries

e Parking

Many of the above services have their own contact numbers, and residents are
encouraged to use these to avoid double handling by the switchboard. However, this
can be confusing for the customer, particularly where they have a need to deal with
multiple services.

Contact centre advisors may be trained to answer queries for one or more of the above
services. However, they generally deal with simpler, information-only queries. Calls that
require technical advice are usually referred to professionals within the service.
However, this excludes Revenues as the team discusses and sets payment
arrangements, assists those in financial difficulty where cases have resulted in
summonses and liability orders and discuss and agree Special Payments
Arrangements. The team takes details of deaths, change of address, change of liability,
change of payment methods as well as other general queries. These calls are rarely
referred to the back office as reflected in the stats for resolution at the first point of
contact. Also, Highways and Waste have information gathered and recorded.

Call volumes for the last two financial years are shown in Appendix C. This shows that
the majority of calls were to the switchboard, Streetcare (including Waste), and Council
Tax.

The table below shows how the Contact Centre’s performance compares with some
industry standard metrics?.

Table 5.1: WBC Contact Centre Performance vs Industry Standards

WBC Contact Centre Industry Standard
First contact resolution 85-90% 70-75%
Call answering 75-83% of calls answered | 80% of calls answered
within 90 seconds within 20 seconds
Call abandon rate 5-9% 2-5%

Although these industry standards for key metrics include call centres of commercial
organisations and relate to 2018, they still provide useful context. The figures show that
the Council's Contact Centre performs well on first contact resolution, but less so on call

1 Standards provided by callcentrehelper.com (2018 data)
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answering and the call abandon rate, although it is recognised that this performance
reflected the vacancy rate at that time.

5.41 Aswould be expected, there may be significant variations within these statistics, subject
to: call volumes, the complexity of the queries received, and advisor availability. Metrics
for Q4 2021/22 showed that nearly all calls to the switchboard were answered within 90
seconds, but for some services, such as Council Tax, this figure dropped to around 50-
60%. Also, first contact resolution statistics varied significantly between services.
Queries about Benefits and Council Tax were most likely to be resolved first time
(typically 95% or more), but figures were much lower for queries to Children’s Services
and Planning (between 29 and 56%).

5.42 The Contact Centre’s target for call answering was relaxed from 80% of calls being
answered within 30 seconds to 80% being answered within 90 seconds following the
loss of two FTE staff in order to deliver savings. (The Task Group discovered a previous
set of contact standards from 2015 that set a target of calls to the switchboard being
answered within 15 seconds.) This change had also affected the average wait time for
customers arriving at reception, which had increased from 8 to 10 minutes.

5.43 The Council recently adopted a Customer Charter, which promises to answer
switchboard calls within two minutes and return messages within 24 hours. The Task
Group was disappointed not to have been consulted on this prior to adoption, given that
officers were aware of the Task Group.

5.44 Customers who have telephoned the Council are not told what position they are in the
gueue, or how long it is likely to take to answer their call. Systems that provide this
information are considered industry best-practice and were introduced to reduce
customer frustration. If a caller knows that they are likely to have along wait, then they
can make an informed decision as to whether they should remain on the call or try again
at a different time when there may be less of a queue.

5.45 The Contact Centre generally attracts a low level of complaints (<0.1%) and staff
regularly receive compliments from customers. However, the service does not routinely
undertake mystery shopper or customer satisfaction surveys. A paid-for system was
used previously, but the results were difficult to extract and analyse, so this system was
not maintained.

5.46 Members reported that when they had rung the contact centre, the advisors had not
always included ‘West Berkshire Council in their greeting. This was considered
important to reassure customers that they had dialled the correct number. This issue
has already been addressed by the Customer Service Manager.

5.47 The Council currently has an outdated phone system with a manual switchboard.
Customers who ask to be put through to an individual officer are frustrated when the
officer cannot take the call. Key issues include:

e The switchboard operator is unable to see in advance if the officer is available to
take the call, or if they are in a meeting / on another call.

e There is no option for the caller to return to the switchboard if the officer is
unavailable. This is a particular source of irritation for some Members.
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e There are no ‘hunting groups’ set up to divert the call to other team members if
the first officer is unable to take the call.

5.48 The Council currently uses Openscape for voice calls. Most officers use this to divert
their work number to their work mobiles and also to make calls through their work
mobiles, even when in the office. However, some officers do not have work mobiles,
which means that some calls end up leaving the Council’'s network entirely. Desk
phones are available in the offices, but are rarely used by officers, particularly those
who are used to remote working.

5.49 The Task Group learned that the Council was looking to implement a new phone system
with an automated switchboard and an interactive voice response (IVR) system that
would seek to address some of the issues identified above.

Website

5.50 Use of the Council's website has increased significantly in recent years, which has
helped to relieve demand on other channels. Website traffic is around 2.5 times higher
now than in 2015, while the number of calls to the Contact Centre has remained broadly
unchanged. Online interactions are undoubtedly more efficient and therefore cheaper
than other forms of customer contact. However, they are not appropriate for all forms of
contact (particularly customers with complex enquiries) and not all customers are
comfortable in engaging in this way or have the skills or technology to be able to do so.
Therefore, a multi-channel approach is still needed.

5.51 Key functions of the website include:
e Finding information
e Reporting problems
e Booking systems for events and household waste recycling centre visits
e Application forms and other online forms
e Taking payments
e Logins for different customer accounts

5.52 The Task Group highlighted perceived weaknesses with the website’s search
functionality (as confirmed by the Member survey and interviews — see below).
Currently, only around 4% of visits to the website involve use of the search facility.
Feedback on the search facility is actively sought, but in Q4 of 2021/22, just 56 people
provided feedback to say that they could not find what they were looking for (0.13% of
searches). Where feedback was provided, search functionality was improved. However,
itis recognised that the search function will never be as comprehensive as that offered
by proprietary search engines such as Google and Bing, which generate around half of
all visits to the website.

5.53 The website has been the subject of a recent review. As a result, it has a completely
new look, and the structure was the subject of a public consultation exercise. This has
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been designed to help users to navigate the site and find information more easily. Initial
feedback suggests that this has been successful.

Customers use a variety of different devices to access the Council's website, which
presents its own challenges in terms of ensuring that information displays correctly and
functionality is maintained. Currently, 51% of visits to the website are by mobile phone,
43% by desktop PCs and 6% via tablets.

The Task Group highlighted some issues with the new-look website, particularly in
relation to accessibility tools and the navigation menu not being visible at all times. Also,
it was considered that navigation was not as good as it could be for mobile phone users.
However, it was accepted that the website had been designed in accordance with
government guidance, which may differ to best practice for commercial organisations,
and accessibility tools are generally built into the browser rather than part of the website.
Councillor Adrian Abbs is an expert on website and user interface design and provided
the Task Group with a detailed set of observations which were passed to the Digital
Team.

Recent website successes included the move to digital permits for the recycling centres,
as well as delivery of several major projects to support the response to the Covid
pandemic, such as the Test and Trace Fund applications and Covid Winter Grant
applications. Also, a chatbot has been introduced, which can be used to answer
frequently asked questions. Initially, this had very limited functionality, but an apprentice
has recently been appointed to develop this. There may be potential to consider use of
Al services to enhance the chatbot in future.

A key focus for the Digital Team is improving the integration of the website with
numerous third-party applications and websites to create a seamless experience for the
customer. This can be supported through use of APIs. Also, the Task Group welcomed
the move to provide customers with a single login for different services, although there
is still some way to go with this, with multiple logins still required for various third party
systems that are currently accessed via the Council’'s website.

The Member Survey also highlighted issues with the Council’s intranet and it was
suggested that this could be improved to better direct Member queries. For example
Members felt that it would be useful to have up to date organisation charts on the
Intranet. The Digital Team confirmed that a review of the intranet was underway, with
services being asked to review and update their content.

Another point highlighted by the Member Surveys was the fact that Members did not
know how to use the ModernGov system. Provision of training would help to improve
their customer experience and would potentially save officer time in dealing with queries
relating to meeting agendas and minutes.

Provision for Disabled Customers

The Equality Act 2010 requires organisations to make reasonable adjustments to
ensure as far as possible that people with disabilities can access the same services and
facilities as someone who is not disabled. A person is considered to be disabled if they
have a physical or mental impairment, which has a substantial and long-term adverse
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effect on their ability to carry out normal day-to-day activities. These adjustments could
be made by:
e Changing the way things are done
e Changing physical features
e Providing extra aids or services

5.61 Facilities and services that the Council currently provides for disabled customers,
include:

e Accessible offices

e Accessible public toilets and changing facilities
e Assisted bin collections

¢ Blue badge parking

e British Sign Language (BSL) interpretation via video relay for deaf customers
visiting the contact centre

e Easy read versions of some documents

e Hearing loop in the Council Chamber

e Captions for live-streamed public meetings

e Social care and respite care for disabled adults, young people and children

e Transport assistance, including concessionary fares for public transport, and
provision of accessible taxis

e Provision of the West Berkshire Directory, which contains information for disabled
adults and their carers, and for young people, families and professionals
supporting families with Special Educational Needs and/or Disabilities (SEND)

5.62 OSMC previously received a suggestion that there should be live BSL interpretation of
public meetings. This would be very labour intensive and costly to implement for all
meetings as a matter of course. There is currently no requirement on local authorities
to offer this service and no requests for such a service have been received. As an
alternative, itmay be that BSL interpretations of public meetings could be provided upon
request. Further guidance will be provided by Central Government on the back of the
BSL Act 2022.

5.63 Irrespective of any future guidance, the Task Group considered that it would be
appropriate for the Council to produce BSL videos about key services. Hertfordshire
County Council was identified as an example of where this has already been done?. It

2 https://www. hertfordshire.gov. uk/accessibility/british-sign-languag e-bsl-videos.aspx
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is understood that Adult Social Care has looked at this previously, but has yet to
progress it.

Similarly, considerations should be given to producing more ‘easy read’ versions of key
documents and communications.

The Council has various forums for engaging with disabled customers, including the
Learning Disability Partnership Board and Carers Support Group. However, the Task
Group noted that the Disability External Scrutiny Board had lapsed following transfer of
responsibility from the Council to Citizens Advice.

The Council also has contracts with Citizens Advice, Educafé, Eight Bells and Dementia
Friendly West Berkshire which provide services, support and advocacy for disabled
residents and service users.

The Council has recently undertaken a lot of work to inform its approach to equality,
diversity and inclusion (EDI) and a consultant was appointed to progress this. A needs
assessment has been completed which will sit alongside information from community
engagement to form the evidence base that will help to inform priorities for further work,
including improvements to provision for disabled residents and service users. This will
be set out in a new EDI Framework, which is expected to be completed in summer 2023.
Given that this work is progressing, there would be little benefit in the Task Group
undertaking parallel engagement with disabled groups at this stage.

Interviews with Council Departments

The Task Group undertook interviews with a number of individual Council departments.
These were selected on the basis of:

e Number of customer contacts

e Residents’ Survey feedback (i.e. services where the highest proportion of
residents consider that improvement are required)

e Complaints data

Additionally, the review took account of the needs of elected councillors. As well as
being a unique category of customers in their own right, they also had key insights about
other customer journeys gained from correspondence with local residents and
businesses.

A survey was sent to all West Berkshire Council Members and nine responses were
received. In addition, four Members indicated that they wished to raise particular issues
related to the customer journey with the Task and Finish Group directly, so a series of
interviews were arranged. The results of the Member Survey are shown in Appendix D.

On this basis the following Council departments were selected for further investigation:
e Adult Social Care

e Development and Regulation, and
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e Environment.

Adult Social Care

The review focused on care management where customers’ experience is based on
Commissioning and Procurement, external providers, and health partners, as well as
ASC staff. Initial customer contact is mostly via the Contact Centre, and the Housing
Team is also involved as necessary.

The ASC offer is determined by the Care Act 2014 - duties include:

e To prevent, reduce and delay the need for support (e.g. through provision of
advice, equipment and practical support, or acting to help those at risk of falls so
they do not incur injuries that would require care).

e To provide information about services available in the community.

e To undertake assessment of clients’ eligibility for long-term support or carers’
eligibility for support.

e To review clients with existing services to ensure they were still effective.

e To ensure that there are sufficient independent care providers in the market.
Other duties are set out in the Mental Health Act and the Mental Capacity Act.
ASC uses a ‘Three Conversations’ model with customers:

1) Information, advice, or short-term practical support
2) Managing the situation for people in crisis

3) Arranging long-term support / care

This is important in terms of managing the cost to the Council but also in ensuring that
customers get the right response.

The service has adopted a strengths based approach based on what the person can do
for themselves and is person-centred, seeking to understand what the customer wants
/ needs. There is a good crisis response with practical interventions to stabilise
customers. The aim is to help people to take responsibility and manage themselves
wherever they can and to only provide long-term care when absolutely necessary.

For clients who lack mental capacity to engage in assessment / safeguarding
processes, ASC provides an independent advocate where there is no suitable friend /
family member — this can be a slow process due to the lack of available advocates.

There are also particular challenges when young people with learning difficulties
transition into adulthood. Often parents find this difficult, since they are no longer central
to the process. Members highlighted the importance of communications to ensure that
clients do not feel disenfranchised.

West Berkshire Council OSMC 7 March 2023

Page 59



Customer Journey Task & Finish Group - Final Report

5.80

5.81

5.82

5.83

5.84

5.85

The ASC Service is organised in three localities — East, West and Central - based on
the geography of GP practices and communications with GPs is generally good. Officers
considered that this works better than the previous model, with one team looking after
all people in an area rather than having different teams based on the particular needs
of the individual.

ASC performance is reviewed on a monthly basis, with a quarterly paper to Corporate
Board. Key metrics provided at the time of the interview are provided below:

e Forcommunity referrals, around 90% of customers received information, advice,
equipment, while less than 6% received long-term services.

e For hospital discharges, more people needed long-term care

e Just under 300 people were on an ASC waiting list, with 37% waiting for over 3
months, but the trend was broadly improving

e Annual care reviews were just below the 70% target, but this was not considered
critical, since customers were already receiving care and the most common
outcome was for customers to continue receiving care at the same level

The Council is expected to take appropriate action to ‘manage the market’ and ensure
that the care available locally is matched to demand in terms of the type and capacity,
and examples were provided of conversations that had taken place with providers. The
Council has published a market position statement, which sets out current provisions
and gaps, and has had discussions with providers on the back of this.

Care homes must register with the Care Quality Commission (CQC) and meet their
requirements. The CQC ensures that facilities are of an appropriate quality. Inspections
flag any issues that the provider needs to address, and in exceptional circumstances,
the CQC can close a care home. ASC’s Care Quality Team talked regularly to the CQC
about local providers, and as a care home provider the Council is also registered with
and inspected by the CQC. Ratings are as follows:

¢ Notrees = ‘good’

o Willows Edge = ‘good’

¢ Reablement Service = ‘good’

e Shared Lives Scheme = ‘good’

e Birchwood = ‘requires improvement’

There is a potential issue with ‘capital depleted’ individuals who place themselves in a
care home and then run out of money. Numbers of ‘capital depleted’ clients are currently
low (8-12 per year), but slowly growing.

In terms of the mechanics of customer interactions, customers use:

e Anonline directory of voluntary and commercial services in their community
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e Internet pages with advice and self-service forms
e A hardcopy care directory listing local providers
e Email

e Telephone

ASL has a dedicated number that routes customers via the Contact Centre. As
mentioned previously, an automated switchboard that allowed customers to select the
service they wanted could obviate the need for a separate number.

The Contact Centre provides an effective filter that removes non-ASC calls and is
considered better than having a Front Door Team within ASC. After the initial call,
customers are looked after by the relevant locality team.

Drop-in facilities are available at Market Street, Turnhams Green, Hillcroft and Walnut
Close. The long-term aspiration is to have more of a High Street presence in eastern
and central areas of the district, which would make it easier for customers to access
information and advice. The Task Group supports this aspiration.

The Council contracts with a range of providers to deliver key services. Bracknell Forest
Council is commissioned to provide an emergency out of hours ASC service, mostly for
mental health crises, and allowed people to be assessed under the Mental Health Act.
TuVida and CAB are commissioned to provide advice to local carers.

The Council is also part of a commissioning group (Berkshire Equipment Service) that
contracts with NRS. The Council buys equipment directly from NRS or customers are
directed to the service. NRS also offers a self-assessment service.

The task group asked about use of technology to support people to remain in their own
homes. It was confirmed that while NRS provides and monitors motion sensors, many
clients do not like them.

24/7 management cover is provided for the Council’'s own care homes, and also to
support hospital discharge at the weekend.

In relation to domiciliary care, the in-house Reablement Service works with clients to
build skills and manage their own lives successfully. The majority of care is
commissioned through a range of providers. There is an accredited providers list and
organised according to local geographical areas. It is acknowledged that there are not
enough people doing care jobs and people living in remote areas are difficult to serve.

Members asked about the prevalence of modern slavery involving carers. While there
is currently no evidence of cases in West Berkshire, itis acknowledged that this may go
undetected. The Council has processes in place to handle modern slavery reports, but
these are not owned by ASC. The Care Quality Team undertakes inspections (planned
and unannounced) in addition to the CQC inspections. However, modern slavery is
considered to be more likely in privately commissioned live-in care for individuals, which
is not regulated.
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Government reforms to Adult Social Care will have significant impacts, including a cap
on care costs and the ability of self-funders to request that local authorities
commissioned their care. Currently, most customers are given advice, information,
support and short-term commissioned activity, with only a few receiving commissioned
care. However, under planned reforms, many more customers are expected to ask the
Council to commission their care, which will place significant additional demands on the
service. Members noted that this could potentially impact on the customer experience
unless capacity can be increased.

The ASC service is developing digital solutions to cope with the predicted increase in
enquiries. The Council will be required to agree an independent personal budget for
each client and the aim is to automate the process as far as possible. The Task Group
highlighted that many older people are not online or are not confident using online
services, and stressed that ASC services should not be digital only. This is recognised
by officers and the intention is to build digital pathways for those who can use them,
which will release capacity for face-to-face services for those who cannot.

Care Director (the care management IT system) is also being upgraded. This is key to
modernising the service and improving efficiency, but is taking much longer than
anticipated. It is hoped that the new version will be operational later this year.

Another key change will be the introduction of Care Quality Commission inspections of
ASC services from 2023. This will provide a further check on performance.

Discharge from hospital is a key activity that affects the customer journey, with many
people experiencing significant delays due to a lack of available care. ASC is inregular
dialogue with the Royal Berkshire Hospital regarding hospital discharges. There are
also link workers at North Hampshire and Great Western Hospitals. More recently,
central government has announced additional funding to support hospital discharge.

5.100 The Task Group considered safeguarding issues. Statistics are reported quarterly to

Corporate Board. In 93.7% of cases the risk is reduced or removed. However, ina small
number of cases, customers do not want ASC to take action.

5.101 The Task Group asked Paul Coe about his main worries for the service. A key

consideration for the service is the care delivered in the Council's own care homes,
since that is wholly ASC'’s responsibility. Another key focus for ASC is tackling the
waiting list, since that represents customers who need support, but are yet to receive a
service. Members asked how waiting times compare to other local authorities. It was
explained that there is not an easy way to work this out due differences in the monitoring
methodologies. However, they are considered to be broadly similar.

5.102 The Survey of Adult Carers in England (SACE) is a statutory survey that is carried out

every two years in accordance with national guidance. Results for 201/22 show that
West Berkshire performs well in comparison with the England average. With the
exception of Information and Advice Quality, West Berkshire is above the England
average for all domains. Key actions being taken include provision of improved online
services and updating the West Berkshire Directory in conjunction with Communities
and Wellbeing.
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5.103 The Adult Social Care Outcomes Framework measures highlights areas where
performance has changed compared to previous years:

e 1B — The proportion of service users who feel they have control over their daily
life has dropped, which is likely to be linked to the pandemic, particularly since
the survey was sent out in January 2022 when the impact of the Omicron variant
was being felt.

e 1L — The proportion of service users who report that they have as much social
contact as they would like is up from last year but still down from pre COVID
levels.

e 3A - Overall satisfaction with care and support is down slightly, but by less than
1%.

e 3D1 - The proportion of service users who find it easy to find information has
improved and is above the England average, which is in contrast to feedback
from the Carers’ Survey.

e 4A —The proportion of users who feel safe has dropped by 7%, but this is
impacted by issues wider than ASC.

5.104 A quick review of the qualitative responses to this question show that the majority of
responses relate to:

e Concerns about falls / mobility

e Mental health and anxiety issues are causing people to feel unsafe (possibly
heightened by the pandemic and fear of going out having isolated for so long)

e Customers’ environment (going out alone, going out at night, poor relationship
with neighbours, security of their home).

5.105 Work has been progressed through the Ageing Well Task Group to support older
people during the pandemic. Subsequently, the focus has been on:

e Covid recovery, engaging residents who are isolated or at risk of falling to
increase confidence to get out again;

e Exploring falls data in light of the pandemic and looking at ways to further reduce
the risk of falling

e Encouraging residents back to physical activities & social connection

e Ensuring those who are housebound have opportunities to be active and
connected

Development and Regulation

5.106 The main focus of the review was on the Planning Service and particularly the Place
Review.
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5.107 In undertaking the Place Review, the consultants had looked at the customer journey
for both planning applications and policy, and had met with developers and agents, but
not with individual applicants.

5.108 Calls to the Planning Service come in through the Contact Centre. With over 8,000
calls per year, it is one of the more high-volume services. However, it has one of the
lowest levels of first contact resolution, which is linked to the technical nature of
customer enquiries. Calls that cannot be resolved are forwarded to the Duty Planning
Officer for consideration.

5.109 As a result of the Place Review, the Planning Service is changing its approach to
planning applications. Applicants are no longer given informal advice and are
encouraged to seek formal pre-app advice.

5.110 The focus is now on front-loading applications. Previously, effort was focused on the
determination phase, where officers negotiated on applications post-submission. This
could take months of work, and tied up a lot of resource. Also, it did not produce the
best applications. The move towards greater use of pre-app advice is in line with
national guidance. This will help to speed up the process and will give more certainty to
applicants, thus improving their customer journey.

5.111 To support the revised processes, the Planning Service has updated its web pages
and guidance. For minor applications, one minor amendment is permitted, while for
major applications, one round of changes is permitted. After that, the applicant is offered
the choice to withdraw or have the application refused at which point they can decide if
they want to appeal the decision.

5.112 Members highlighted a particular application that had been rejected as invalid, and
noted that the additional information sought had conflicted with information provided on
the website. It was stressed that advice on the website needed to be correct. Officers
confirmed that a new planning application validation checklist is being developed, which
should address this point.

5.113 Members highlighted an example of a customer journey where installation of solar
panels at an office complex had required a full planning application, and consequently
the management company had considered this too complicated and costly and had
decided not to proceed. The challenge of insulating older properties was also
highlighted. Members suggested that the Planning Service could work with the
Environmental Delivery Team to offer a different, more integrated service.

5.114 The Task Group cited another example where a business owner was seeking to
convert an office to a sui generis use. Despite being a relatively simple change, the
applicant had been deterred by the complexity of the planning system, the need to
engage a planning consultant and the cost of the process. Members suggested that the
Council should provide more help (e.g. guidance, webinars, videos) to give confidence
to people making simple applications. Officers stressed that, although recommended,
there was no requirement to engage a planning agent, they accepted that additional
guidance could be provided, and they stated that costs of applications and the need for
planning permission were determined by legislation, use class orders, case law, etc.
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5.115 The Task Group highlighted emerging legislation that will require better developer
engagement with local communities, and suggested that developers could be
encouraged to use apps to engage with local communities. These apps could potentially
be integrated with the Council’'s website (subject to Digital Team resource) to provide
updates on major developments in the area. It was noted that Watford Borough
Council's website had a tab linking to information about all major developments in the
local authority - a similar functionality is proposed for West Berkshire. This will help
customers to self-serve for information requests. Members suggested that information
could also be pushed to customers.

5.116 Suggestions were made about areas where the Council’'s website could provide better
support for customers (for example, provide links to where customers can purchase a
map or pay for a planning application).

5.117 Officers highlighted that 50% of first applications were invalid and that some agents
had used this as a validation process. Members highlighted an application that had been
rejected as invalid, but the additional information sought had conflicted with information
provided on the website. It was stressed that advice on the website needed to be
correct. Officers confirmed that a new planning application validation checklist was
being developed.

5.118 In relation to the ‘important dates’ tab on the Planning Portal, Members suggested that
it would be useful to provide: the date the orange notice was posted, the closing date
for objections, and the date for Member call-in.

5.119 Officers highlighted that they were working on a tool that would allow customers to see
live updates of where their application was in the process. A well as improving the
customer journey, this will help to reduce the number of incoming calls. The validation
letter currently advises customers not to call before 21 days had elapsed to allow for
consultation responses to be received.

5.120 Members raised issues with orange notices being difficult to read and hard to find,
particularly for large sites or where they are erected in locations that residents might not
usually visit. While content is determined by legislation, officers confirmed that the
format could be reviewed. Orange notices are often a source of conflict and have
occasionally been removed by disgruntled stakeholders. Case officers are asked to take
photos to show when and where they have been put up.

5.121 The Task Group highlighted that other customers included neighbours of applicants
and parish / town councils. Neighbours are no longer notified by letter of nearby
applications. While residents can register to be automatically notified by email of nearby
applications, this does not cater for the needs of residents who are not digitally enabled.
Members suggested that residents could be sent e-newsletters that dealt with topics of
interest, including applications in their area. However, they would have to opt in to
receive this. This would have to be linked to a wider communications piece.

5.122 Members highlighted that parish / town councils have concerns about the planning
applications process and how their views had been taken into account as part of the
Place Review. Officers provided reassurance that parish / town councils had been
surveyed and actions were identified within the Service Improvement Plan to address
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issues raised. For example, reports will be amended to better show how parish / town
council comments on individual planning applications have been taken into account.

5.123 The Task Group highlighted an issue with the length of time that parish/town councils
were given to consider and respond to planning applications. Some parish councils only
met every two months, so had to arrange a special meeting if they wanted to comment
on a particular application. Also, residents often got in touch with their parish council
late in the consultation period, and parish councils had previously been able to request
an extension of the consultation period.

5.124 Officers provided reassurance that consultees were given 21 days plus up to a further
14 days at the discretion of the planning authority. Also, any consultee would still be
able to ask for an extension of the time period for submission of comments, as under
the existing system. Advice and support had been offered to parish / town councils about
the new arrangements, and around half had taken up the offer.

5.125 It was also highlighted that there was a need to balance engagement with the time
taken to process the applications. The changes introduced were considered to provide
increased transparency in how the service dealt with parish /town councils.

5.126 It was acknowledged that responding to new guidance on Nutrient Neutrality Zones
had caused delays to determination of planning applications and a lack of staff
resources had also contributed to delays.

5.127 The Task Group highlighted that under the new system, applications are removed from
the inbox once parish / town councils submit their comments, but the parish / town
councils may want to make further comments. Assurance was provided that any party
can make comments up until the point that the report is written, but they may not be
able to do this through the system. The Task Group considered that additional guidance
should be provided within the new system to clarify that comments out of time could still
be emailed.

5.128 The Task Group considered the use of Planning Advisory Groups (PAGs), which
allowed engagement with residents. These are used by other local authorities for major
developments, sometimes after planning permission has been granted and where there
was some flexibility in relation to detail. A common complaint amongst town / parish
councils is that they had no involvement in developments post-approval. Developers
are mostly interested in realising a financial return, and have little interest in the design
of communal aspects of the development, while residents wanted to be involved in the
design of these aspects. An example was given of a development in Hungerford where
the Town Council was taking a lead on landscaping. PAGs could provide a useful
mechanism to engage all relevant parties to ensure they had an input.

5.129 There was some discussion of the Community Infrastructure Levy system and
processes used by the Council. The Member interviews had highlighted issues that had
arisen in relation to previous planning applications and it was suggested that the
Planning Service could be more proactive in highlighting to customers where
information was missing from forms.
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Environment
5.130 The Environment Department comprises the following services:
e Transport and Parking
¢ Network Management
e Asset Management
e Countryside Services
e Waste Management
e Environment Delivery

5.131 The Department does not have many customer-facing officers, and relies heavily on
Contact Centre to deal with common enquiries and to filter calls.

5.132 Streetcare attracts the most Contact Centre enquiries of any Council service, which
suggests that there may be opportunities to improve online information / services. The
Department has a lot of information on the website, but little feedback is received from
customers or the Digital Team. The Task Group suggested that the Digital Team could
provide Google Analytics data for key Environment web pages. This would show where
customers were arriving and how they were using the website. The information could
be used to simplify and improve the customer journey. Also, the effects of changes to
the website could be analysed. This is being actioned by officers.

5.133 Around 12,000 issues are reported each year via the ‘report a problem’ page on the
Council’s; website each year. Officers have identified various issues with system based
on customer feedback, including:

e Difficulty in determining the correct option for reporting particular problems (e.g.
flooding)

e There is no information to guide the user, which can make it more difficult to
submit the report and for the user to provide subsequent updates.

e Unnecessarily complicated reporting pathways that resulted in more clicks than is
necessary.

e EXisting reports not being shown on the map, which can result in duplicate
reports being submitted.

e Alimited number of address points being returned for postcode searches.

e Clicking on the map can sometimes result in a message incorrectly being
displayed to say that the location is not within West Berkshire.

e There is no option to attach photos of the problem.
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e |tisnot linked to Volker's systems, so queries have to be closed when they are
passed to the contractor.

e Customers cannot track progress with their reported problems
e There is only limited use of data for asset management purposes.

5.134 The Task Group explored a particular customer journey with officers where there have
been difficulties in selecting the correct option and in submitting subsequent updates in
relation to the reported issue. It was acknowledged that the front page is not interactive
and the categories could be made clearer. It was suggested that the number of clicks
could be reduced by having a range of problems on the front page with icons to provide
visual clues to the customer, similar to the system used by Devon County Council. It
was also suggested that help buttons could be provided to provide the customer with
additional information about each option.

5.135 The ‘report a problem’ page is being replaced with a new proprietary system, which
will address many of the above issues, giving an end-to-end customer journey. It will be
also be linked to the Council's asset management system to allow customers to select
individual items that are faulty. The new system has already been rolled out for potholes,
highway, drainage and street-lighting issues and will be rolled out to Countryside,
Transport and Parking later this year. Further improvements will be delivered when
Volker Highways updates their system. The new ‘report a problem’ system will include
a customer satisfaction tool and KPIs will be developed for this.

5.136 Members suggested that assets belonging to town / parish councils should be
identified on the ‘report a problem’ system, and that customers could be informed of
who they needed to contact if the asset did not belong to West Berkshire Council. This
is being progressed and will be rolled out later this year.

5.137 Out of office hours, calls are handled by the Out of Hours Contact Centre. Also, duty
Out of Hours officers are available for Highways, Parking and Transport. (The Transport
Duty Officer is only required for public transport operating hours.) In addition, the
Highways contractor has 24/7 cover as part of their contract. It was confirmed that there
are sufficient numbers of officers available to provide cover.

5.138 Proactive communications with residents include the Environment Newsletter (4,200
circulation), project notifications, use of the One.network tool to highlight roadworks
locations, use of the Commonplace consultation tool, and blogs for major works.
However, Members considered that that the newsletter sign-up page was not easy to
find on the website.

5.139 Various consultations have been carried out to seek residents’ feedback. Areas of
strong performance include: scheme specific consultation and engagement; customer
facing transformation improvements; Environment Strategy engagement;, and dealing
with and keeping the customer informed about high volume, short duration service
requests.

5.140 Areas where officers had identified communications could be improved included:
providing proactive network management information (e.g. through the website, monthly
newsletter, social media, etc); website content; mystery shopping; seeking customer
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feedback; achieving a more consistent approach to customer service across the
department; and managing longer duration enquiries.

5.141 The Council takes part in the National Highways and Transportation Network public
satisfaction survey. This shows that West Berkshire’s performance is slightly better than
average.

5.142 The Task Group sought further information regarding involvement in the Parish
Climate Forum. Around 16-17 parish councils regularly attend the Forum meetings, but
engagement of local environmental groups is recognised as an issue. Members
highlighted that parish councillors are often not involved in these environmental groups
or do not have the mechanisms to disseminate information to them. It was suggested
that Adoddle could be used to engage with these groups and the associated database
could be used when organising climate events.

lese Review

5.143 The Task Group received a presentation on a recent review undertaken by the lese
consultancy. This looked at:

e Customer demand
e How staff are able to resolve demand within current systems
e Potential options to strengthen the customer and staff experience.

5.144 The study focussed on Customer Services and Digital Services, but also on demand
in Council Tax and Planning as high volume areas.

5.145 Key findings from the study included:

e 38% of the workload is considered ‘failure demand’, i.e. avoidable demand that
arises due to a service not being delivered as expected, or through customer
confusion.

e Almost half of failure demand (47%) is due to customer communications (e.g.
customers wanting to check a status of a case or balance). Even when
customers have accounts or want to do something online there may be ICT
issues (13% of failure demand).

e ‘Process’ is another major failure demand category (31%), much of this is due to
contractor performance (e.g. for waste) and submission of information for
Revenues and Benefits and/or between departments (e.g. a house move).

e Even though the majority of contact (62%) relates to ‘value demand’ (i.e. valid
demand that adds value to the customer), there are still ‘waste processes’ hidden
within this, for instance the Customer Services Team playing a switchboard role
(16% of all demand)
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Other examples of waste processes include sending customers hardcopy forms
(9% of all demand) and confirming general policy that should be available on the
website (17%).

With a fully functioning customer portal much of the effort in the 39% of
confirming statuses and balances and creating or updating cases could be
removed through more effective customer self-service, although such a portal
would come at a significant cost.

5.146 A number of opportunities for improvement have been identified:

Increased automation will increase capacity to devote more time to vulnerable
customers and those unable to self-serve, providing help and generalist guidance
and ensuring that people are given warm hand-overs to specialists.

Addressing failure demand will give Customer Services Advisors (CSAS) time to
undertake work such as setting-up payment plans and other business support
services

CSAs spend 48% of their time passing demand on to other parts of the Council or
leaving the next action with the customer. More should be done to ensure
demand is resolved at the initial point of contact

Process reviews could be undertaken to identify further triage and other type
activities that the Customer Service Team could manage on behalf of services

Improvements to telephony arrangements would ensure calls are not dropped
when transferred from Customer Services to back office functions

Some demand could be avoided through clearer and easier to find web
information, a more effective customer portal and an automated switchboard
system.

Some demand is likely driven by the Council's tendency to offer-up phone
numbers as a first contact option and a number of forms not being built into the
website

Some customer facing systems e.g. those for setting up payments or direct debits
can be difficult to use and experience frequent outages and could be improved

Back office systems also have similar issues, which causes issues for the CS
Team

5.147 The Task Group welcomed the report. Members noted that some people would still
struggle to fill out a PDF form online due to a lack of IT skills. However, for these people,
customer advisors would be able to fill out the form on behalf of the customer, which
would save on postage costs and would be quicker for the customer.

West Berkshire Council OSMC 7 March 2023

Page 70



Customer Journey Task & Finish Group - Final Report

6 Proposals
6.1 This section sets out the Task Group’s findings. Some of the issues identified have
already been raised with officers and have already been actioned, are in progress, or
are programmed. Others remain outstanding and it is recommended that these should
be referred to Executive for further consideration. Anindicative prioritisation system has
been used to highlight the actions that the Task Group considers to be most important.
Part 1: Out of Hours Emergency Centre and Response
Ref | Proposal Priority Lead
1 In order to help the OOH Contact Centre to locate | Medium JEPU
incidents reported by customers, they could consider
using the ‘What 3 Words’ app to allow locations to be
pin-pointed to a 3m x 3m square. This is already used
by Royal Berkshire Fire and Rescue Service and is
particularly useful inlocating a problem that is not at a
particular address point. This is considered to be a
quick win.
2 When a customer calls the main Council number out | High JEPU and
of hours, there should be options that the customer Contact
can select so the call is transferred to the relevant Centre
OOH Service. This would mean that customers would
not have to note down the number and redial.
3 A pop-up banner should automatically be generated | High JEPU and
on the Council’'s website via a timed script when the Digital Team
offices are closed. This would help customers looking
for information about the OOH Contact Centre.
4 Information about how to report emergency incidents | Low JEPU and
out of hours should be disseminated via town / parish Comms
council websites, newsletters and noticeboards. Other Team
opportunities should also be investigated, such as
information on existing signage in public locations.
This is considered a quick win.
5 Consider how social media could be used to | Medium JEPU and
disseminate information about emergency incidents to Comms
the public, e.g. with a feed to the Council’'s home page. Team
This would help to inform residents that the OOH
Service is aware of an incident, and to communicate
related messages about diversion routes, and when
the incident has been resolved. It is recognised that
there would be an additional cost for this service.
West Berkshire Council OosMC 7 March 2023
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Consider formalising processes around Planning
Enforcement arrangements (e.g. circulation of lists of
officers who would be available over Bank Holiday
weekends).

Medium

Development
and
Regulation

Take action to increase the number of Emergency
Duty Officers to at least 10, and seek to maintain
numbers at this level thereatfter.

High
(Complete)

JEPU

Consider giving the EDO number to Members, so they
can get hold of the relevant person in the event of an
emergency.

Medium

JEPU

Ensure there is provision for customer satisfaction
surveys and mystery shopping exercises for the
Emergency Out of Hours Contact Centre. This would
help ensure that quality standards are maintained and
the service meets customer expectations.

Medium

JEPU

10

Changes should be made to the Out of Hours Service
Manual escalation process to ensure that customers
receive a call-back from a senior officer in response to
ongoing issues if they have not been resolved after a
defined period of time.

High

JEPU

11

The option of having the Council's Contact Centre
Manager managing the Emergency Out of Hours
contract should be explored, since there are strong
synergies between the two operations.

Medium

JEPU and
Contact
Centre

Part 2: Office Hours Customer Contacts

Contact Centre and Phone System

Ref

Proposal

Priority

12

Consider cross-training more contact centre advisors
so they are able to deal with a wider range of customer
queries.

Medium

Contact
Centre

13

Replacement of the Council’'s phone system should be
prioritised and the new system should include an
automatic switchboard with IVR, to allow people to
self-serve interms of selecting the officers or services
that they want to speak to.

Medium
(Programmed)

ICT

14

The new phone system should allow callers to be
alerted if an officer is not available to take the call and
to be given the options to: leave a message, return to

High
(Programmed)

ICT
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the switchboard, or to speak to another officer (with
appropriate ‘hunt groups’ set up).

15

Callers to the Contact Centre who are placed on hold
should be provided with information about their place
in the queue, or anticipated wait time until their call is
answered to allow them to make an informed decision
as to whether to remain on hold or call back.

High
(Programmed)

ICT

16

Mystery shopping and customer satisfaction surveys
should be routinely undertaken to better understand
how staff are performing, if scripts are being followed,
and if the service is meeting customer expectations
and standards set out in the new customer charter.

Medium

Contact
Centre

Website

Ref

Proposal

Priority

17

Consider revising the layout of the website, so that
navigation menus are available at all times (i.e.
through use of a mega-menu), and to optimise
displays on all devices, particularly mobile phones.

Medium

Digital Team

18

Consider how customer journeys via the Council’s
website can be optimised to shorten the number of
interactions.

High

Digital Team

19

The Council should run workshops to see if the report
a problem page can be made easier for customers to
use.

Low

Digital Team
and
Environment

20

There should be further integration of third-party
applications within the ‘My Account’ system to help
eliminate the need for multiple logins. Ideally, all
existing logins should be identified and programmed
for inclusion where OpenlD login functionality is
supported.

Medium
(In progress)

Digital Team

21

All new IT systems should be rigorously tested to
ensure they are not released with bugs, with sign-off
required by service leads.

High

ICT

22

Provide organisation charts on the Council’s intranet
to make it easier for Members to find the appropriate
officer to handle their queries.

High
(In progress)

Digital Team

23

Provide more Member training on how to use Council
systems including ModernGov and discuss with
Members how they can be better used.

High
(Programme
d)

ICT and
Democratic
Services
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Provision for Disabled Customers

Ref | Proposal Priority

24 | The need for BSL interpretation of Council meetings | Medium Democratic
should be reviewed once further government guidance Services
has been issued in 2023. and BCT

Team

25 | Produce BSL videos about Council services and easy | Medium Adult Social
read versions of key documents to make them Care and
accessible to as wide a range of customers as All Services
possible.

26 | Consider what further changes need to be made for | Medium BCT Team
engaging and supporting disabled customers once the
current Equality Diversion and Inclusion work stream
has been completed.

Customer Service Standards and Training

Ref | Proposal Priority

27 | Review the remit of the Customer First Programme | High Executive

Board or its successor. Members felt that this should Directors
be more strategic and high profile, and should be
driving customer service improvements across the
Council, including digital transformation. This should
have stronger reporting mechanisms than at present.
Also, opportunities should be taken to make better
use of relevant Members’ expertise (e.g. through
membership of Customer First Programme Board or
its successor).

28 | Members noted the new Customer Service Charter | High Customer
that clearly sets out the standards that the Council | (Programmed) | Engagement
will deliver. This should be clearly displayed on the and
website and in Council offices so that customers Transform-
know the standards that they can expect to receive. ation and
Training should be provided to ensure that all staff HR
are aware of the Charter and how to best meet the
needs of the customer. Performance against targets
should be measured on an ongoing basis and
reported corporately.
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Adult Social Care

Ref | Proposal Priority
29 | Develop a comprehensive  communications | Medium Adult Social
campaign to recruit and train more independent Care and
advocates in order to address the current shortfall Comms
and reduce delays for customers. Team
30 | Investigate the business case for developing a High | Low Adult Social
Street presence in central and eastern areas of the Care
district to support ASC and other services.
Development and Regulation
Ref | Proposal Priority
31 | Review how the Planning Service can work with the | High Development
Environment Delivery Team to offer a more and
integrated service for customers who are looking to Regulation
improve the environmental performance of their and
development (e.g. through solar panels, heat pumps, Environment
or insulation).
32 | Consider what additional guidance could be given to | Medium Development
support applicants making simple applications. and
Regulation
33 | Investigate the use of apps to facilitate developers to | Low Development
engage with local communities, and consider how and
these could be integrated with the Council’'s website Regulation
to provide updates on major developments in the and
area. Digital Team
34 | Improve the Council's website to make it easier for | Medium Development
customers to undertake routine tasks, such as and
purchasing maps or paying for planning applications. Regulation
and
Digital Team
35 | Provide additional information about ‘important | Medium Development
dates’ on the Planning Portal (e.g. closing date for and
objections and the cut-off date for Member call-in). Regulation
36 | Amend the format of orange site notices to make | Medium Development
them easierto read and to incorporate QR codes that and
link to the relevant application within the Planning Regulation

Portal. (This would be a quick win.)
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37 | Regularly promote the service where residents can | Medium Development
register to be notified of planning applications in their and
area, and consider using e-newsletter to tell people Regulation
about planning issues and planning applications. and

Digital Team
and
Comms
Team

38 | Consider the use of Planning Advisory Groups as a | Medium Development
mechanism for engaging parish / town councils, local and
residents and other stakeholders on major Regulation
developments.

Environment

Ref | Proposal Priority

39 | All elected Members should be encouraged to | High Members
regularly promote the ‘report a problem’ tool through and
local newsletters and magazines. Comms

Team

40 | Consider revising the ‘report a problem’ page to | High Environment
incorporate icons and help buttons to reduce the and
number of clicks and to better guide customers Digital Team
through the reporting process.

41 | Consider how communications can be improved | Medium Environment
including: providing proactive network management and
information (e.g. through the website, monthly Comms
newsletter, social media, etc); website content; Team
mystery shopping; seeking customer feedback;
achieving a more consistent approach to customer
service across the department; and managing longer
duration enquiries.

42 | Consider how engagement with local environmental | Medium Environment
groups can be improved, including via the Parish
Climate Forum.

7 Otheroptions considered

OSMC may choose to accept the Task and Finish Group’s recommendations in full or
in part, or amend the recommendations before putting them to the Executive.
Alternatively, OSMC may choose not to put any of the Task and Finish Group’s
recommendations to the Executive if it considers that they are not appropriate.
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8.1

8.2

Conclusion

The proposals outlined in Section 6 above have been agreed by the Task Group, based
on the evidence presented. It is considered that these would help to improve various
aspects of the customer journey. While some of these could be actioned relatively
quickly, at minimal cost and with existing resources, it is recognised that others would
have financial and resource implications and it would be unlikely that they could all be
progressed. It is recommended that these be referred to the Executive for consideration,
taking account of the priorities identified by the Task Group.

Given the importance of the Customer Journey to the Council, the Task Group also
recommends that the Overview and Scrutiny Management Commission should keep
this under review. This could be achieved through a Sub-Committee, or regular reports.

Lessons Learned

8.3

8.4

8.5

8.6

8.7

8.8

The Task Group has also taken this opportunity to reflect on the experience of
conducting the review and to identify lessons learned that could be applied to future
reviews.

The key lesson is that the scope of the review was too ambitious and wide-ranging. As
a result, the timescale for the review had to be extended twice, which had implications
for the delivery of other Task and Finish Group reviews that OSMC had programmed
for the remainder of 2022/23.

it would have been helpful at the outset for the Task and Finish Group to have been
made aware of existing parallel groups, such as the Customer First Programme Board,
and relevant pieces of work such as the Place Review, since that may have helped to
avoid duplication of effort and improve work programming. Knowledge of the work of
the Customer First Programme Board would have helped the Task Group to have more
tightly defined its focus and directed its attention. The Task Group could have contacted
Executive Directors and Service Directors at the outset to understand what work
streams were relevant to the review.

Best practice suggests that reviews by Task and Finish Groups should be completed
within six meetings or less. However, where a review is found to be taking much longer
than expected, it would be reasonable to have a break point (e.g. after 6 months) and
report on the elements of the review undertaken to that point. This would provide an
opportunity for the Task Group to take direction from OSMC.

it would have been easier to convene Task Group meetings if there had been 5
Members appointed to the Task Group, since this would have made it easier to achieve
a quorum.

The Task Group would have liked to identify external parties with relevant expertise who
could have been asked to give evidence on particular areas of interest to the Task
Group.

Appendices

Appendix A — Customer Journey Task and Finish Group Terms of Reference
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Appendix B — Emergency Out of Hours Contact Centre Call Handling Statistics
Appendix C — Contact Centre Statistics

Appendix D — Member Survey Results

Background Papers:

‘Customer Journey — Out of Hours’, Overview and Scrutiny Management Commission,
24 May 2022.

‘Customer Journey Task Group — Interim Report’, Overview and Scrutiny Management
Commission, 29 November 2022

Subject to Call-In:

Yes: [] No: X

The item is due to be referred to Council for final approval L]
Delays in implementation could have serious financial implications for the
Council ]
Delays in implementation could compromise the Council’s position L]
Considered or reviewed by Overview and Scrutiny Management Committee or
associated Task Groups within preceding six months X
ltem is Urgent Key Decision L]
Report is to note only L]
Wards affected: All wards
Officer details:
Name: Gordon Oliver
Job Title: Principal Policy Officer
Tel No: 01635 519486
E-mail: gordon.oliverl@westberks.gov.uk
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Overview and Scrutiny Review Matrix

Review Topic: Customer Journey — inside and Timescale
outside office hours, including out of hours Start: Apr 2022
emergency response. Finish: Mar 2023*

Review Rationale:

West Berkshire Council strives to deliver the best possible customer
experience regardless of the channel chosen to contact us and when they
contact the Council.

On two occasions in the past year, elected members have highlighted issues
relating to contacting relevant officers and the subsequent escalation process,
which has led to OSMC seeking a review of both the Customer Services
contact centre and the Emergency Out of Hours Service.

Some considerations of this review may be:

a. How do residents prefer to interact with the council?

b. What do residents expect and value when they interact with the
Council as customers?

c. What is the experience of disabled residents when they contact the
Council?

d. How can both Members and Officers understand and improve
understanding of the customer’s wants and needs?

e. What Council Services are provided out of hours and how are they
provided?

f. How has our relationship with customers been impacted by the
pandemic and subsequent new work styles?

g. How can we effectively link an improved customer journey with benefits
to communities on the ground?

h. How can we use our customer service channels to improve community
capacity, capability and participation?

I. Is customer experience consistent across all available channels?

j. Is there an organisation-wide commitment to good customer
experience?

k. What best practice or learning can we gather from other local
authorities?

Terms of Reference:
The Task and Finish Group will:
e Part 1. Out of Hours Emergency Contact Centre and Response

Considerwhether the Council's Out of Hours service offers an effective
and consistent customer experience
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This element of the review will be undertaken by:

O
@)

Reviewing how customers can contact the council out of hours
Reviewing the Service areas deemed to require an out of hours
response and how this is or could be provided

Reviewing the on call duty rota arrangements (including
budgets) across the Council including those with authority to act
on the councils behalf.

Reviewing how the Emergency Duty Officers escalate an
emergency situation out of hours along with key stakeholders.

Part 2: Office hours customer contacts

Review the customer experience, and how the Council’s systems and
customer service channels work, to understand if they are effective and
delivering a positive and efficient service.

This element of the review will be undertaken by:

o Holding facilitated meetings with the 5 highest contact volume

departments or service areas to understand how enquiries are
followed from initial point of contact in Customer Services to
other areas of the Council.

Members will review performance reports for Customer
Services, complaints reports, Residents Survey results and
other data available in order to analyse effectiveness.

Mystery shopping activities will be undertaken (subject to budget
availability) for a sample of standard queries / scenarios and for
different user groups, including disabled users.

West Berkshire Council Members, external partners and local
representative groups will be surveyed to understand their
customer journey experiences and to uncover any relevant
issues / concerns that have been communicated to them by
residents / service users. Survey responses may be followed up
with interviews where necessary to explore issues in more
depth.

Part 3: Office hours customer contacts

Considerwhether systems and processes can be improved to enhance
customer experience, whilst considering cost implications

This element of the review will be undertaken by having regard to the
conclusions of part two and:

o Members will review details of customer experience approaches

from other local authority areas. (This information will be
collated by the Service Lead - Customer Engagement and
Transformation and the Performance, Risk and Consultation
Manager.)
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e Part 4.
Highlightareas of good practice and make recommendations as to how
improvements might be made

Members will collate their findings which will then form the basis of a report to
be considered by Overview and Scrutiny Management Commission.

Review Membership: | Chairman: Councillor James Cole
Councillor Adrian Abbs**
Councillor Carolyne Culver | Vice-Chairman: N/A

Councillor Biyi Oloko

| Scrutiny Officer: Gordon Oliver

Information Required:

Contact centre call volume and answering data

Website visit data

Service level performance data

Interviews with officers from service areas within the scope of the review

Documents/Evidence:

Residents Survey outcome report (2020 and 2021)
Quarterly reporting for relevant service areas
SLA for out of hours service and scope for re-tendering

Witnesses: (Who/Why?)

Emergency Planning Manager

Performance, Research and Consultation Manager

Managers of services with highest number of customer contacts
Elected Members

External partners

Local representative groups

Measures Available

Suite of contact centre and website data including survey results, as outlined
above

Desired Outcomes:

A report with a clear set of recommendations for potential improvements to
improve the customer journey.

* An extension was agreed by OSMC in September 2022
** Clir Adrian Abbs replaced CliIr Lee Dillon in August 2022
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OSMC Customer Journey
Additional Statistics re OOH Contact Centre
1 April 2020 to 31 Mar 2022 (2yrs)

Action LIS Notes
of calls
Calls Accepted and Handled 4480
Abandoned Calls 522
Total in bound calls including abandoned calls.
Total Calls 5002 | (This is different to the number of logs/cases due to
repeat calls about same log/case etc)
Breakdown of calls handles
IVR Emergency Duty Service Calls — 0
Option 1
IVR Car Parks Calls - Option 2 28
IVR Dogs lost/found — Option 3 0
IVR Emergency Calls —Option 4 4452
Total Calls accepted and handled 4480
Time to answer incoming calls
Answered within 30 seconds 3032 | 68% of Handled Calls
Answered within 45 seconds 3218 | 72% of Handled Calls
Answered within 90 seconds 3620 | 81% of Handled Calls
Answered within 180 seconds 3966 | 89% of Handled Calls
Answered within 240 seconds 4138 | 92% of Handled Calls
Answered after 240 seconds 318 7% of Handled Calls
Abandoned Calls
o The recorded message lasts 65 seconds soa
Abandoned calls within 30 seconds 98 number of calls drop off during that period - a 224
Abandoned between 30 — 45 seconds 44 | incoming calls (43%).
One consideration is that on hearing the message
Abandoned between 45 -60 seconds 20 the caller decides it is not an emergency and drops
the call, reporting the issue the next working day or
on line.
Abandoned between 60 — 90 seconds 62
(1to 1.5 mins)
Abandoned between 90-180 seconds 38
(1.5to 3 mins)
Abandoned after 180 seconds (over 3 210
mins)
Abandoned Calls - Total 522
Average time handling calls
Average Call Handle Time (seconds) 145
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Key Performance Indicators

KPI Yearly comparrison

100.00%
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80.00%
70.00%
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. ] - - ]
2018/2019 2019/2020 2020/2021 2021/2022
m Telephone calls dealt with at the first point of contact m % of Contact Centre and Switchboard calls answered within 90 seconds m % of telephone Calls Abandoned
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Demand by Service Area

2018/2019 2019/2020 2020/2021 2021/2022

Benefits 12391 10206 8817 7460
Children's Services 12964 13273 8855 9386
Community Support Hub 4191 560
Concessionary Fares 1688 1183 718 2074
Council Tax 48278 44099 36530 41116
Elections 1013

Emergency 315 288
Environmental Health 3321 2664 2031 1649
Libraries 3789 3904 3092 2776
Parking 7128
Planning 13764 11833 8778 8086
Streetcare (including Waste queue) 42514 36500 56027 45251
switchboard 115217 114686 107496 115691
TOTAL 253926 238348 237863 241465

¥ West Berkshire




Recorded visits to Market St Reception

Reception Visits Recorded on Qmatic
2019/2020 2020/2021

MSO MSO
Apr 1036 April Closed
May 987 May Closed
Jun 764 Jun 24
July 978 Jul 136
Aug 812 Aug 152
Sept 883 Sep 184
Oct 791 Oct 141
Nov 675 Nov 122
Dec 486 Dec 104
Jan 718 Jan 50
Feb 799 Feb 64
Mar 659 Mar 113

9588 1090

% West Berkshire




Transactions processed and time spent

Iﬂlﬂfl!l Iﬂlﬂf?ﬂ Iﬂiﬂfﬂ Eﬂﬂfﬂ
Transcations Processed | 226066 269814 256672 258728

Processing time Hrs 19264 19842 20436 19783
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Daily Demand — example April 22
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Hourly demand example w/c 04.04.22

total calls 04.04.22-08.04.22
800

700

600

500
400
300
200
100 I

08:00 0500 1000 1100 1200 13:00 1400 1500 16:00 17:00
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Appendix D — Member Survey Results

Please indicate if you have you have used any of the following in the
last 6 months, or if you would like to comment on any of the following

120.00%
100.00%
80.00%
60.00% -
40.00% -
20.00% - .:
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How would you rate the following aspects of the Contact Centre?
4.5

4
35
3
25
2
1.5 ® Weighted Average
1
0.5
0 .

Interactive Voice Time to answer the Friendliness of  Staff knowledge /
Response call staff ability to answer
queries first time
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contacted?

Which of the following services have you contacted in the last 6
months? Please select all that apply.

m Weighted Average
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How satisfied were you with the timeliness of the response you received
from the area you contacted?

m Weighted Average
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How satisfied were you with how your query was resolved by the area
you contacted?
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The phone system is being updated, how important do you think it is
that the system has the following features?

5
4
3
2
1 m Weighted Average
0 T T T T T

Single Automatic  Abilityto Hunt groups  Ability to Ability to

phone  switchboard check an return to the leave a

number for officer's switchboard message if
all services availability if officer officer
before unavailable unavailable
calling
How would you rate the following aspects of the Emergency Out of

. Hours service?

4

3

2
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In general, how easy is it for you to find what you are looking for on the
council’s website?

100.00%
90.00%
80.00%
70.00%
60.00%
50.00%
40.00%
30.00%
20.00%
10.00% .

0.00% : : :

Very easy Easy Neither easy Difficult Very difficult
nor difficult

B Responses

How often do you use the search function on the council’s website to
find the information you are looking for?
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How would you rate the search function on the council’s website?

m Responses

Very good Good Fair Poor Very poor
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What do you do if you can't find the information you're looking for on the
council's website? Please select all that apply.

= Responses

. .

Telephone Email the Visitthe Usethe Usethe Use Other
the council council council  Website Chatbot Google or
offices  feedback another
tab search
engine
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How would you rate the ‘report a problem’ function on the website?
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Which of the council’s social media channels do you follow? Please
select all that apply.
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How frequently do you share information from the council on social

media?

Always Usually Sometimes
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Never

H Responses
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Agenda Item 8.

Libraries Review Report

Libraries Review Report

Overview and Scrutiny Management

Committee considering report:

Commission
Date of Committee: 7 March 2023
Portfolio Member: Councillor Howard Woollaston
Report Author: Felicity Harrison / Jude Thomas
Forward Plan Ref: EX4106

1 Purposeofthe Report

The purpose of the report is to present the findings of the 2021/22 Libraries Review.
This follow-up review sets out to ensure that the service remains fit for purpose and
meets community needs after the library transformation work which took place in
2016/17.

2 Recommendation(s)
OSMC is invited to consider the work that has been undertaken to inform the future
development of the Library Service, and to consider whether it wishes to propose any
further work or suggest any changes to the report before it is presented to the
Executive.

3 Implications and Impact Assessment

Implication Commentary

If it is decided that additional investment is needed, this funding

Financial: ) .
will be secured accordingly.

As above, if it is decided that additional staffing is needed,

Human Resource:
funding will be secured accordingly.

Legal: N/A

Risk Management: The future of the Mobile Library service.

Revenue gap relating to town and parish council contributions.

There could be potential implications for all libraries depending

Property:
PEry on which recommendations are progressed.

West Berkshire Council OsMC 7 March 2023
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Policy:

Libraries Connected Universal Offers

Positive

Neutral

Negative

Commentary

Equalities Impact:

A Are there any aspects
of the proposed decision,
including how it is
delivered or accessed,
that could impact on

inequality?

B Will the proposed
decision have an impact
upon the lives of people
with protected
characteristics, including
employees and service
users?

Any changes will be undertaken in line with

Environmental Impact: ) . .

P X the Council’s Environment Policy and net
zero carbon emissions target.

Health Impact: X A rymber _of the recomr_nend_aﬂons
specifically aim to have a positive impact
on health and wellbeing.

ICT Impact: X Dependent on which recommendations
are accepted.

Digital Services Impact: | X Dependent on which recommendations
are accepted.

Council Strategy X En;ure tEat vulnerable children and adults

Priorities: achieve better outcomes.

Support everyone to reach their full
potential.

e Befi e X Culture, Leisure, and Libraries.

West Berkshire Council

OSMC

7 March 2023
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Data Impact: X
Consultation and See detail below.
Engagement:

4  Executive Summary

4.1

4.2

4.3

4.4

4.5

4.6

5

A review of the Library Service was undertaken in 2016/17, resulting in significant
transformation of the Service. It was recommended, as part of the review, that the
impact of this transformation was evaluated, after three years, to ensure that the
Service remains fit for purpose and meets community needs. This exercise was
delayed due to the Covid pandemic.

The follow up review has now taken place, and was conducted in three phases:
Phase 1: Community Needs Assessment and community engagement

Phase 2: LGA Peer Review

Phase 3: Compiling the Libraries Review report

Areas of priority have been identified through the review process, with
recommendations made as to how to respond to priorities.

Proposed actions to improve and develop the Service to meet the future needs of
residents are set out under each priority area.

The development of a new Library Service vision and action plan is proposed, aligning
with national and local strategic priorities. This would clearly communicate the
commitment to, and priorities for, the Service in the short, medium and long term.

This marks the beginning of a wider programme of engagement with stakeholders to
turn the outcomes of the review into an action plan linking to agreed strategic
priorities.

Supporting Information

Introduction

5.1

This report sets out the findings of the recent Libraries Review undertaken to
understand the impact of the significant changes to the Library Service following the
previous review in 2016/17. In doing so, it provides:

1. Details of the 2016/17 Libraries Review and the resulting changes to the service;

2. Context of other factors that have impacted on the service since the 2016/17
review,

3. Key findings of the current review;

West Berkshire Council OsMC 7 March 2023
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4. Proposed priorities and options for the future service.
Background

5.2 West Berkshire Libraries currently operate eight libraries within the District, a mobile
library and an At Home service. The libraries are situated in:

e Burghfield Common e Newbury

e Hungerford e Pangbourne
e Lambourn e Thatcham

e Mortimer e Theale

Library Locations: 1. Lambourn, 2. Hungerford, Library Locations
3. Newbury, 4. Theale, 5. Pangbourne,
6. Burghfield Common, 7. Mortimer, 8. Thatcham

Mobile Library Stops
[of

I Lovest Quintie
[ cuintie2
B cuintile 3
B cuintie 4
I ichest Qunitie

Percentage of Population using West Berkshire Council Libraries
© Crown Copyright and database rights 2022, West Berkshire Council 0100024151

5.3 Geographically, Mortimer and Burghfield Libraries are three miles apart and there is a
gap in provision inthe north of the District, as shown in the diagram above.

5.4 In addition, there is an e-library offering access to e-books, e-audio, e-magazines and
e-newspapers.

5.5 The libraries in neighbouring local authority areas are shown in the diagram below.

West Berkshire Council OSMC 7 March 2023
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West Berkshire Libraries: Legend

24. Lambourn Library, 25. Hungerford Library
26. Newbury Library, 27. Theale Library, 3. Lower Earley Library, 4. Benson Library,
28. Pangbourne Library, 29. Burghfield Common Library Local Authority Boundaries 5. Reading Central Library, 6. Pewsey Library,
30. Mortimer Library, 31. Thatcham Library ) 7. Henley Library, 8. Southcote Library,

\ \ q 9. Library (Andover), 10. Battle Library,

11. Central Library, 12. Woodcote Library,
> 13. Caversham Library, 14. Cholsey Library,

G/ 15. South Reading Library, 16. Wokingham Library,

Library Branches:

('\ Library Locations 1. Grove Library (in Millbrook school), 2. Wantage Library,
—

@ g 17. West Branch Public Library, 18. Goring Library,
§ 19. Kingsclere Community Library, 20. Ramsbury Library,
1 . / P 21. The Library (Didcot), 22. Tadley Library,
{ . gt 23. Spencers Wood Library
- 2 ) i @ Buckinghamshire
C) \ Vale of White Horse District A / South Oxfordshire District e
" \ f / 1
| /
Swindon (B) | r ) (@]
/ @ )
West Berkshire ety ™~
) e @ ® .
{ b . Wokingham (B)
@ o ®
| ® © ® (@
Wiltshire - r TR AR A { @ 1
s s ool s
@ j
@ NS sy ‘ Hart District ‘
f ) ] [ A

I
{

Basingstoke and Deane District (B)

Neighbouring Library Branches

‘ © Crown Copyright and database rights 2022. West Berkshire Council 0100024151 {
Test Valley District \ \ | 3

Libraries Review 2016/17

5.6 In 2016/17 West Berkshire Council conducted a review of Library Services based on
an independent assessment of needs carried out by consultants Red Quadrant. The
review resulted in major changes to the service which were implemented in 2017/18.

5.7 In 2017/18, the revised budget for the Libraries Service was set at £1,046,000,
resulting in an annual saving of £690,000.

5.8 The outcome of the 2016/17 Libraries Review resulted in a level of library service that
could not be met by the Council’s service budget allocation alone. It was agreed that
the £150k funding gap could be met by requesting that town and parish councils make
a voluntary contribution of £1 per resident, based on the population of each parish, for
the next 3 years.

5.9 One of the recommendations from the 2016/17 Libraries Review was that there should
be a further review of the library service after three years. The purpose of the follow
up review is to ensure the service meets the needs of residents, including any Covid-
19 impacts, and delivers on wider outcomes across the Council and those identified in
the new Joint Health & Wellbeing Strateqy and the Cultural Heritage Strateqy.

Service remodelling following Libraries Review 2016/17

5.10 As a result of the Libraries Review in 2016/17, a decision was taken to make the
following significant changes to the service:

e A budget reduction of £690,000

West Berkshire Council OsMC 7 March 2023
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e A 42% reduction in library staff, from 42.11 to 24.32 FTE

e The closure of one library service point, at Wash Common, which is now run
independently by the community.

e The reduction of the number of mobile libraries from two to one.

5.11 In response to this, the following transformation took place:

e A new operational model was established with volunteers supporting staff.

e A Community Hub was created at Hungerford Library.

e A commitment to more partnership working with local communities and town and
parish councils, to include the introduction of a voluntary contribution of £1 per
head of the population, from town and parish councils.

e The development of positive relationships with other Council services, in
particular targeting Early Years and Education.

e A mini re-structure of the professional staff team to align with priorities.

e The West Berkshire Libraries brand was created.

e Significant capital investment for building improvements.

e The location of the WBC Public Protection Partnership at Theale Library to
maximise income and secure the future of the library in the current location

e Capital investment in digital improvements; new public PCs, self-service kiosks,
introduction of Libraries App.

Impactof Transformation
5.12 Demand / Performance

5.12.1 In the two years prior to the pandemic, library usage in the District increased, which
Isin the contrast to the gradual decline in library usage nationally. In 2019/20, there
were 346,895 visits and 571,352 items borrowed. Visitor numbers have still not
recovered to these levels, post pandemic. The pandemic, inevitably, disrupted
patterns of library use, with periods of library closure. For this reason the 2020/21
library data has been excluded from this report as it would give a misleading
impression of trends as visits and borrower numbers were greatly reduced. The
Library Service is now in recovery and this is reflected in the data which we now
have for 2021/22, when there were 201,657 visits and 553,903 items borrowed.

West Berkshire Council OsMC 7 March 2023
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Library usage data trends:

Library Service KPls/Measures of
Volume 2016/17 | 2017/18 | 2018/19 | 2019/20 | 2021/22

Visitor numbers - physical visits 380,527 | 332,241 | 349,364 | 346,895 | 201,657

Number of library events held * * 2194 2248 776

Items borrowed includinge-

libraryitems 619,146 | 539,473 | 534,968 | 571,352 | 553,903
Number of website hits 131,828 91,981 | 102,499 | 114,528 | 151,117
Volunteerhours 3,039 10,147 12,034 12,935 10,001

* Data not available

5.12.2 We have one remaining mobile library. Of a total of 670 ‘active borrowers’ using
this service in 2019/20, 313 used only the mobile library. An Active Borrower is
someone who has borrowed at least one physical item in the preceding 12 month
period. The existing diesel vehicle is 15 years old and reaching the end of its
roadworthiness. The Mobile Library Service is perceived as essential by parish
councils, but low usage, combined with the age of the vehicle, means that
consideration needs to be given to how this service is delivered. In 2020/21, the
usage of this service had further declined, with 486 ‘active borrowers’ having used
the service that year. Of these only 258 only used the Mobile Library Service which
gives a more accurate reflection of demand.

5.13 Finance

5.13.1 The revised budget for libraries was set at £1,046,000 for the new Library Service,
an annual saving of £690,000. As the existing level of library service could not be
met by the Council's service budget allocation alone, it was proposed that the
£150k gap should be met by requesting town and parish councils to consider
making a voluntary contribution of £1 per resident, based on the population of each
parish for the next 3 years.

5.13.2 The target for town and parish council contributions is based on £1 per head of
population, which totals £150k. Contributions averaged £90k per year for the first
three years which created an annual budget pressure/deficit of £60k. Since then
voluntary contributions from some town and parish councils have decreased, and
we anticipate more parishes may reconsider the level of their contributions in the
future, increasing the need to explore alternative options.

West Berkshire Council OsMC 7 March 2023
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5.13.3 The map below shows the contributions made by town and parish councils in the
financial year 2021/22. It should be noted that those councils that do make
voluntary contributions towards the library service varies each year. This impacts
on the ability to plan services, and is a constant pressure on the revenue budget.

Financial Contribution

Costs Transfer

No Finantial Contribution

West lisley
Farnborough

East lisley
Fawley Catmore Streatley

Brightwalton Compton Aldworth

Lamboumn
Peasemore  Beedon

East Garston Chaddleworth Basildon

Hampstead Norreys Ashampstead Purley on Thames

Leckhampstead Pangbourne

Yattendon

Tidmarsh
Sulham

Great Shefford Chieveley Frilsham
SN Winterbourne fHesmitagel Bt
Boxford Stanford Dingley

Welford Tilehurst

Holybrook
Englefield Theale

Bucklebury

Shaw cum DonningtonCold Ash
Burghfield

=3 Hungerford”
: Beenham
Kintbury Speen Sulhamstead
Newb: Midghamwoolhampton Ufton Nervet
e kit Padworth Wokefield
Hamstead Marshall
Enborne Greenham

BAMpON | ing Aldermaston Stratfield Mortimer Beech Hill

Inkpen
West Woodhay

Voluntary Contributions towards the library service from West Berkshire Parishes 2021/22
* Library building costs have transferred to Hungerford Library and Community Trust in lieu of a cash contribution

© Crown Copyright and database rights 2022. West Berkshire Council 0100024151

5.14 Staff / Volunteers

5.14.1 The new model relies on volunteer support and works particularly well in smaller
branches, and where there is a volunteer organiser to prepare rotas, although it
has been more difficult to integrate volunteers into the teams in larger libraries,
particularly Newbury Library. This is possibly because there are a number of
younger volunteers, fuffilling requirements for Duke of Edinburgh or university
applications, resulting in a higher turnover. It has beenidentified that the role of the
volunteer at Newbury Library would benefit from review.

5.14.2 AVolunteers Officer recruits and manages volunteers across Culture and Libraries
and supports the volunteer organisers.

5.14.3 The staffing is so lean that casual cover is needed for every staff absence, and
current staffing levels at Newbury Library are a cause for concern as they impact
on the capacity to provide additional outreach services. As a result, outreach work
has been targeted and aimed primarily at Early Years and Primary Schools.

5.14.4 The Newbury Library Manager post has been increased by five hours to full time,
to create more resilience within the team.

West Berkshire Council OsMC 7 March 2023
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5.14.5 There is a routine reliance on casual staff to be able to operate the service safely,
in compliance with fire evacuation requirements, and this sometimes results in
unplanned closures, if health and safety requirements cannot be met.

5.15 Digital

5.15.1 Community Infrastructure Levy (CIL) funding has been used to make investments
in digital technology including new public PCs, self-service kiosks and introduction
of Libraries App.

5.15.2 Further improvements are needed in the ICT infrastructure and back-office support
so that library staff and users can make the best use of new ICT equipment.

Externalfactors

5.16 Since 2016, a number of external factors have affected the nature of library usage and
the type of services. Some of these are the continuation of long-term trends, such as
pressure on housing and technology evolution. It is clear that Covid-19 has
accelerated a number of these trends and has had a profound impact on health,
deprivation, education and the workplace.

5.17 Population and Housing

5.17.1 The population of West Berkshire is forecast to remain stable over the next decade,
with the ‘over 65’ population increasing by approximately 25%, the ‘under 10°
population falling by about 12%. One third of the population is classified as rural.

5.17.2 The Local Plan forecasts 4,500 new homes, principally in the Thatcham and
Newbury areas, with 300 new homes in rural areas. The cost of housing, both
owned and rented, has accelerated faster than inflation over the last decade. As a
result, families and young people, particularly those on average incomes, tend to
be living in smaller properties.

5.17.3 The growth plan indicates that the libraries are in the right location, but may need
to be expanded, especially in Thatcham.

5.17.4 The continued high rurality means that current access challenges will remain and,
with the population ageing, accessibility issues are likely to grow.

5.17.5 Smaller houses, combined with increased home working, may increase the
demand for low-cost, quiet working spaces for both adults and secondary age
children.

5.18 Technological evolution

5.18.1 Since 2016, consumer technology has been ever more focussed on mobile devices
and applications. This trend, when combined with increased data speeds and
volumes, has created a fully mobile capability for many, reducing even the need
for PCs and connection to broadband. Most companies, service providers and
users have fully embraced this trend, which has increased the ‘digital divide’ for
those who do not have this technology and now find non-digital options increasingly
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difficult to access. This trend can be seen in usage trends in our libraries, with
declining hours of use of hardware.

5.18.2 The implication is that hardware use will remain important for a smaller number of
otherwise digitally-excluded residents and that high broadband speed and suitable
workspaces will be increasingly important.

5.19 Deprivation indicators

5.19.1 West Berkshire is a prosperous district, with low levels of relative deprivation.
There are a small number of wards in Newbury and Thatcham with higher levels
of deprivation. Areas of higher deprivation have good access to a library.

5.19.2 The rural areas (the west and north) have low overall levels of deprivation, but have
limited local services and public transport connections, which impacts those
without access to a car and those on lower incomes.

5.19.3 West Berkshire does have an education gap for disadvantaged children above the
national average. While this is being addressed through strategies in Education
and Family Services, there is a potential role for library services to play in
supporting the drive to reduce the gap.

5.19.4 Library fines have been a long standing arrangement in public libraries, but they
potentially impact disproportionately on those who are most vulnerable (financially
or as a result of cognitive disability or mental ill health). They are a known barrier
to people joining and retaining library membership. The fear of incurring fines and
building debt with the Council is a reason often cited for not using the otherwise
free library service.

5.19.5 An increasing number of other authorities have already removed this barrier for
their residents, helping to reduce the widening gap of ‘haves and have nots’. By
removing library fines, WBC would be supporting its most vulnerable residents who
may be at risk of poverty, giving them access to a wide range of books, information
and digital access to enable job searches, benefit applications, study support,
school readiness, and reading for pleasure.

5.19.6 The current income target for library fines is £28,490.
5.20 Covid-19 recovery

5.20.1 Aside from the direct impact of Covid-19 on closing services, it is likely that it will
have a longer term impact in a number of areas.

5.20.2 While home working was on the rise pre-2020, many employers, including West
Berkshire Council, are now embracing it more actively. Although this is proving
attractive for many, it can be challenging for some people without an appropriate
workspace at home, or where digital connectivity is expensive and/or limited.

5.20.3 There has been a rise in mental ill health and issues of social exclusion, even in
the recovery stage, with those who are clinically wvulnerable concerned about
mixing in public areas while the virus continues to be common, even in a less
dangerous form.
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Libraries Service Review 2022 methodology

5.21 In carrying out this review, the Council undertook a number of engagement exercises,
as detailed below.

5.22 Public, staff and volunteer surveys

5.22.1 An on-line public consultation exercise with library users and non-users, was
carried out, between October and December 2021, with hard copy versions made
available for those without internet access. A total of 896 responses were received.
The majority of responders were library users, and in employment or retired/not
working through choice, aged 65 and over, and identified as being White English,
Welsh, Scottish, Northern Irish or British.

5.22.2 Feedback and suggestion boards were also placed in some library branches and
comments were taken into consideration.

5.22.3 Online staff and library volunteer surveys were carried out.
5.22.4 Online engagement sessions with town/parish councils took place in January 2022.
5.23 Community Needs Assessment 2022

5.23.1In January 2022, consultants, Shared Intelligence, were commissioned to
undertake a Community Needs Assessment which included interviews with
representatives of community organisations and selected West Berkshire Council
Service Directors, and a workshop with Library Service staff.

5.23.2 Information and feedback gathered through this engagement process, combined
with library data analysis, informed the findings and recommendations in the
Community Needs Assessment.

5.24 Local Government Association Peer Review

5.24.1In April 2022, a Peer Review was undertaken by the Local Government
Association, funded by Arts Council England.

5.24.2 The Peer Review provided an external, objective overview of West Berkshire
Council’s current Library Service, and recommendations in relation to the following

priority area:

Based on the changing needs of the community which have been identified in
our new Community Needs Assessment, how can we deliverthe Library Service
more efficiently in a largely rural area, including innovative ways in which to
ensure access?

5.24.3 The findings of the Peer Review have been documented in a separate report.
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Key Findings of Review 2022
Public, staff and volunteer surveys

5.25 Liaison with selected community groups was undertaken, prior to commissioning
Shared Intelligence to undertake the Community Needs Assessment.

5.26 Findings included that library fines were considered as being a barrier to some
residents using the library service as people worried about missing the return date and
being unable to pay the fine. Refugees/asylum seekers cited this in particular and, with
the increase in numbers, this was considered of importance by organisations such as
Educafe.

5.27 Increased understanding of, and support for, those with learning disabilities regarding
access to the library service and provision of activities for these residents.

5.28 Public Survey Key Findings:

5.28.1 Responses to the public survey showed that a good quality library service, which
is accessible to everyone in the community, is highly valued. The Library Service
should be providing facilities and services which are designed to reduce social
isolation, and should support health and wellbeing.

5.28.2 Engagement with children, young people outside of school through provision of
young people focussed activiies was also seen as important. Increased
engagement with schools was a common theme, as was increased arts, culture
and heritage activities.

5.28.3 Helping people who do not have access to digital technology and applications, or
cannot use them, was also flagged up as being a priority.  There were several
comments about wanting a better e-library offer which suggested the need to
explain factors such as the limitations of digital rights, and the reasons for the two
different services.

5.28.4 There was also a deep appreciation of the ‘AtHome’ service and the mobile library
service by regular users. Some respondents stressed the need to prioritise the core
service, providing a good selection of physical books.

5.29 Volunteer Survey Key Findings:

5.29.1 Some volunteers felt that they would like to have the opportunity to undertake a
broader range of duties and believed they could do more to help paid staff. One
example was they could undertake more tasks on Spydus, the library management
system. In contrast though, some volunteers reported that they did not feel
comfortable supporting customers with ICT queries because of a lack of
experience and confidence.

5.29.2 Volunteers clearly recognised that low staffing levels were an issue and that this
has an impact on the number of events and activities that can be delivered in
libraries.
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5.30 Staff Survey and Staff Workshops Key Findings:

5.30.1 Staff expressed concern about low staffing levels in the service, and how it
impacted on their ability to help library users. They stressed the importance of
creating opportunities for young people to gain experience of working in the Library
Service through apprenticeships. More ICT training and career progression
opportunities were also acknowledged as being needed, as there was felt to be a
lack of flexibility within roles to allow staff to ‘try’ other work within the service.

5.30.2 A common theme was the need for increased support from ICT when
equipment/networks were not working.

5.30.3 Many staff felt that library fines should be removed as they were a barrier which
stopped people using the library service.

5.30.4 It was also felt that there was a need for a clear vision and improved communication
within the Library Service.

5.30.5 In addition to the staff survey, workshops were held with arange of Library Service
staff and the key findings are detailed below.

5.30.6 Staff felt that lower staffing levels had reduced capacity to develop and undertake
work which could strengthen the service. This had also led to reduced delivery of
cultural heritage outreach activities.

5.30.7 It was also felt that community engagement activities, particularly with rural
communities, had been severely impacted with the reduction of staff delivering
outreach work.

5.30.8 It was also reported that there was a lack of capacity to meet the increasing
demand from library users for ICT support and assistance. This was exacerbated
by the insufficient support for library ICT issues which required an understanding
of the service and requirements.

5.30.9 Staff also reported that they were undertaking duties outside of their primary skill
set and experience, with concerns regarding resulting impact.

Online engagement sessions with town and parish councils

5.31 The key findings from the on-line engagement sessions held with town and parish
councils are outlined below:

5.32 Digital

5.32.1 Access to digital provision for all was considered to be a key element of the service
requiring improvement, particularly support and training in using library PCs.

5.32.2 The need to be able access on-line services, particularly when access was not
available at home, was also identified as important, particularly in rural locations.
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5.32.3 The development of the Council’s Digital Strategy was suggested to encourage
use of e-magazines, e-books and digital formats, particularly for young people as
a means of attracting them to use the Library Service.

5.33 Libraries as a community space

5.33.1 The importance of libraries as a place for people to meet others, in a safe space,
reducing isolation and loneliness was acknowledged, but views were mixed as to
whether this should be in a traditional ‘quiet’ library space or a more diverse
community hub environment.

5.34 Mobile Library Service

5.34.1 Despite user numbers of the Mobile Library Service being low in comparison to
town and parish council populations, it was considered to be an important service,
and one which town and parish councils were currently prepared to support
financially, recognising that it was a ‘lifeline’ for those people who did use it. It was
suggested that the Mobile Library Service should offer a wider range of services,
in response to the needs of residents, and that stop-off points should be reviewed
and revised and the duration of stops extended to improve access and use.

5.34.2 It was acknowledged that, whilst other councils had abolished their Mobile Library
Services, this was not supported by the parish and town councils of West
Berkshire.

5.35 Voluntary Contributions

5.35.1 Feedback was split between those that understood the financial pressure upon the
Council, and were willing to contribute, recognising the importance of the library
service, and those that believed the Council had a duty to provide the statutory
service, and that it should be funded by council tax contributions. Although in a
minority, it was reported, that some thought the voluntary contribution represented
a ‘double taxation’ and represented the Council “shirking their responsibilities”.

5.35.2 It was raised that parish councils who make a voluntary contribution of £1 per head
of population can feel a sense of unfairness, knowing that neighbouring parishes
receive the same level of library service even if they don't make a contribution. It
was recognised this would be a challenge to resolve.

5.35.3 There was a question over whether, in future, town and parish councils could justify
the contribution if user numbers remained as they were. There was also a
suggestion that, in making the voluntary contribution, parish and town councils had
become ‘stakeholders’ and this gave them ‘control over what happens’, and this
was seen as a benefit.

5.36 Increased engagement with schools

5.36.1 The value of increased working with schools was raised, including involving
parents/carers with their children’s use of the library to encourage their own use of
it. A programme of regular school visits, from pre-school to secondary, was
suggested, to encourage future use, as was a familiarisation programme for
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secondary and sixth form students to assist them in using the library, and making
the transition to further/higher education.

5.37 Post-Pandemic Services

5.37.1 Post pandemic requirements were discussed including that, with more people
working from home, there may be greater demand for libraries to be used as work
spaces, and hours of opening may need to be reviewed and revised to be more
flexible.

5.38 Communicating what the Library Service has to offer

5.38.1 Increased use of social media and digital platforms, particularly to reach young
people, was suggested as a way of raising awareness of the service, as was the
use of parish newsletters and posters, although resourcing issues were
acknowledged for the former. Promotion of activites and services through
community groups was also suggested.

Community Needs Assessment 2022

5.39 The key findings of the LGA Library Service Community Needs Assessment (CNA) for
West Berkshire, undertaken by Shared Inteligence, were structured around themes in
the cross agency West Berkshire Health and Wellbeing Vision for 2036 and are
outlined below.

5.40 Realising potential

5.40.1 Although West Berkshire is a generally prosperous area, with high life expectancy,
strong economic sectors and good employment, there are pockets of deprivation
and a number of people with needs that are easily masked by the general picture.
This is manifested through wide gaps in areas such as secondary school
attainment; social mobility challenge, particularly for children; and gaps in the
employment market, particularly for those with a learning disability or mental health
illness. A further aspect of need in West Berkshire relates to refugee populations.

5.40.2 This points to a key role for libraries in helping to engage harder to reach children,
young people and their families and in providing information about the full range of
education and training opportunities, and making a wider range of foreign language
material available.

5.41 Health and wellbeing

5.40.1. Overall population health in West Berkshire is good. However, the population is
ageing at a faster rate than nationally, with forecast sharp growth in the over 75
population, and the gap between the healthy and overall life expectancies is
significant. There are also high numbers of people with mental health problems and,
reflecting the rural nature of the area, there are problems with limited access to
public transport, public services and cultural facilities.

5.40.2. Health and wellbeing needs are, therefore, very important for libraries - libraries can
help as sources of information, places for social connection and safe public spaces.
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5.41. Employment and economy

5.41.1. Although West Berkshire’s employment rate (aged 16 to 64) is higher than the
equivalent figure for the south east region and England, and residents are highly
skilled with the rate of education (NVQ4 level or above) higher than the levels for
the south east region and England, there still exist clear employment and economic
based needs, with eleven Local Super Output Areas (LSOAS) in the three most
deprived deciles nationally for education, training and skills. Underemployment is a
challenge with people working fewer hours than they would like, or in roles not
making best use of their skills. The pandemic has impacted on the retail, hospitality
and leisure sectors, which employ 16% of local people, many of them young people,
women or people from ethnic minorities.

5.41.2. The pandemic has also accelerated changes in patterns of work. A third of West
Berkshire workers were able to work from home during the Covid-19 period and
there is known to be a growing demand nationally for co-working space. The
Economic Development Strategy, as refreshed in 2021, recognises the need to help
start-ups and small businesses grow, including by providing incubator space and
‘one stop shop’ advice for new and viable small firms.

5.41.3. This suggests a role for libraries as a location for access to information about
training, for delivery of training in smaller towns, and to be an environment that
supports older and disadvantaged people looking to participate in the workforce.
There are also implications for library space as a facility for workers otherwise based
at home, and for small and start-up businesses.

5.42. Sustainability and quality of life

5.42.1. The Health and Wellbeing Vision includes a strong sustainability and quality of life
agenda. This relates to more partnership working, increased links with cultural
organisations and, as evidenced in the public survey, a desire to see libraries as
places which have a strong cultural element including events, exhibitions, courses
and classes.

5.42.2. There isa role for librariesin holding information and hosting events and exhibitions
to engage people in and promote sustainable choices.

5.43. Cross-cutting themes

5.43.1. The CNA concluded that the generally prosperous nature of West Berkshire masks
some pockets of disadvantage and the wide gaps between the best and worst
performing figures in areas such as secondary school attainment and healthy life
expectancy. The Covid-19 pandemic has further shone a light on needs in areas
such as socialisolation, including of carers and people with learning disabilities, and
the number of people with secondary mental health needs. Drawing on this, four
cross-cutting themes were identified that the Library Service can do more to
support:
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5.44.

5.44.1.

5.44.2.

Review Report

= Engagement. There is an important role for libraries to support wider efforts to
address the difficulty of engaging hard to reach communities, through a focus on
intergenerational learning and wider prevention work. Outreach work requires
resource to keep refreshing relationships with key partners, such as schools, so
approaches to marketing and the creation of staff capacity for engagement and
community activities will need to be considered.

= Access to information and services. With a large rural area and increasing
digitisation of public services, there is a need to promote digital inclusion. For
libraries this means building offers of assisted digital support, particularly to older
people and wvulnerable groups, who lack the confidence to use self-service
channels, or do not have access to suitable devices or reliable internet
connection. Serving this need will also require more tailored support for public
facing information technology equipment and creates a staff training need.

= Community resilience. Particularly in the context of an ageing population, there
is a growing need for communities to identify and harness their own strengths in
connecting people to peer support, social interaction and community action.
Libraries can support this by functioning as community hubs. This will need co-
creation with communities and other public service organisations and requires
consideration of factors such as whether a library building can be open outside
of library opening hours for wider community uses.

= Skills and employment. The Covid-19 pandemic has accelerated changes in
the pattern of work, creating a need to provide space and facilities to support
home workers, micro businesses and job seekers. More widely, there are the
challenges of younger people’s social mobility and the participation in the labour
market for older and disadvantaged groups. These issues can be supported with
changes to the configuration of physical library space and equipment and by
encouraging support networks, with partners to use libraries.

Library locations

Needs that affect the nature of the library locations were also identified. In addition
to the 10,000 new homes built between 2000 and 2018, concentrations of new
housing will be built in the next few years around Thatcham, Newbury, in the east
of the Districtand in parts of the Downs area. The Health and Wellbeing Vision 2036
recognises the importance of creating a sustainable housing mix, including an
increase in affordable housing, to help meet the challenge of attracting and retaining
young people. Additional provision of residential care bed spaces for the ageing
population, as well as adaptations to help older people remain living at home, are
also required.

This has important implications for libraries; while the overall population level of the
Districtis set to be stable into the 2040s, existing patterns of population will change
and it will be necessary to adapt as these changes take place in the medium term.
Space needs to be flexible. Points identified for consideration are laid out below.
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5.44.3. East. There are four libraries relatively close together with varied patterns of use.
The potential for partnership should be explored, to create more community hub
style facilities that can promote engagement with the community.

5.44.4. Newbury and Thatcham. Masterplanning work in the town centres was identified
as an opportunity to tailor library provision better to local needs including extending
the current facility in Newbury in a way that would support the employment and skills
agenda, and creating a new facility that can better meet needs in Thatcham; the
current facility is considered to be poorly located and constrained by its small size.

5.44.5. North. A large area of the north and centre of the District is not served by a local
West Berkshire library and active library borrowers mainly travel to Newbury or
Pangbourne. Although deprivation levels are low in this part of the District, access
to housing and services is limited, due to its rural nature, so opportunities to linking
some library provision with a wider community hub idea were identified.

5.44.6. More detail of the findings of the Community Needs Assessment can be found in
Appendix A.

Local Government Association Peer Review
5.42 The key findings from the LGA Peer Review of the Library Service are detailed below.

5.43 The recently completed Community Needs Assessment (CNA) provides a
comprehensive analysis of library usage and demographics, and identifies cross-
cutting themes which the library service should be well placed to address to help
achieve wider priorities for West Berkshire. It provides a helpful body of evidence on
which to base the current review.

5.44 A new West Berkshire Council Strategy will be launched following the May 2023 local
elections. This provides an opportunity to positionthe library service to support delivery
of Council priorities. There is political support in West Berkshire for the library service,
and an understanding of its contribution towards the achievement of wider outcomes
in the community. However, there is a keenness for the service to deliver more from
within its existing resource base, including meeting the challenge of providing access
to the service in a predominantly rural area.

5.45 There may be scope to secure additional capital funding. The peer team heard that
the Council had an appetite to invest in buildings as part of a ‘one public estate’
approach to asset management across West Berkshire. This gives scope for more co-
location and joined up service delivery with Leisure and other services, leading to
greater engagement with library service users along with efficiency gains.

5.46 The Council has an ageing mobile library vehicle and recognises that decisions will
need to be made around a replacement or alternative approaches. This gives an
opportunity to re-think service provision to ensure an accessible and cost-effective
service in rural areas.

5.47 There are opportunities to enhance the Libraries Services’ engagement with other
Council departments and external agencies. This should build on existing successes,
such as that of the EduCafe in Newbury library in providing access to advice and
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support for a range of communities and increasing footfall through the library; the role
of library staff in helping to maintain contact with vulnerable residents during the Covid-
19 pandemic; and the early work the Service is doing to promote the Health and
wellbeing agenda. Such activities help to cement the perception of the Libraries
Service as a potential solution to other services and partners’ challenges in accessing
residents and communities.

5.48 The report presents some options for consideration to build on the opportunities
outlined above in providing strategic direction for the Libraries Service, including
providing an accessible service in rural areas, increasing the usage and reach of the
services and potential efficiency gains.

5.49 The Peer Review Challenge full report can be found in Appendix B.
Priorities

5.50 Giving consideration to the data and feedback analysis from all engagement exercises
undertaken as part of the review, the key priorities, detailed below, have been
identified.

5.51 Developing a clear Vision and Strategy for the Libraries Service

5.51.1. A Vision and Strategy for the Libraries Service should be developed, aligned with
the West Berkshire Vision 2036 and the new Council Strategy due in 2023, the
Cultural Heritage Strategy and the Leisure Strategy. There is also a need to develop
the use of the library offer to deliver other Council agendas.

5.51.2. The Service should link more effectively with the Libraries Connected Universal

Library Offers — Culture & Creativity; Reading; Information & Digital and, in
particular, Health & Wellbeing.

5.52 Reviewing Library Locations and Opening Hours

5.52.1. As part of the master planning work in the town centres, the opportunity to extend
provision in Newbury to co-locate services should be explored, to contribute to wider
objectives including the employment and skills agenda. In Thatcham, the
opportunity to create a new facility that better meet local needs, should be
considered.

5.52.2. It is important that the potential for more partnership working and co-location

throughout the District is explored, e.g. developing a dual use library facility with
Willink School.

5.52.3. Alarge area in the north and centre of the District is not served by a library. There
is a need to investigate, through consultation with stakeholders, whether library
provision here could be linked to a wider Community Hub.

5.52.4. Libraries should be included in a Council overview of assets.
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5.52.5. Reviewing library opening hours, where necessary, to fit in with community needs
will enable better use of our library facilities. For example, supporting post
pandemic changes in people’s working patterns and the rise in home working.

5.53 Delivering the Service Effectively to Rural Areas

5.53.1. There is a need to review and clearly identify the purpose and outcomes to be
achieved by the mobile or equivalent library service, providing access to library
services in the more remote rural areas.

5.53.2. The current mobile library needs to be replaced with a vehicle which is more efficient
to run. Consideration needs to be given as to whether this could be a more tailored
‘enhanced’ service linking in with parish councils who are making financial
contributions towards our service.

5.53.3. Other possible locations for pop up libraries such as village halls, community
centres and leisure facilities should be explored as alternative ways of delivering
the service to our communities.

5.54 Digital Improvements and Inclusion

5.54.1. Linking into the Council’s Digital Strategy and the Libraries Connected Information
and Digital Offer, we need to ensure that our libraries provide quality information
and digital support to West Berkshire residents. With a large rural area and the
increasing digitisation of public services, there is a need to promote digital inclusion.

5.54.2. The Library Service needs to make it easy for people to find the materials,
information, and technology they need. Community members are not always aware
of the wide variety of materials and information that the library has in various
formats. There is a need to increase awareness of all that the library provides for
the community, which includes technology access at the library and at home,
through remote services. This will enable individuals and communities to develop
learning skills to find answers and inform life choices, as well as providing
technology access that is vital to many community members.

5.54.3. Building offers of digital support to older people and vulnerable groups is important.
There is also a need to evaluate how the pandemic has changed the requirements
of our residents. For example, there is an increased demand for workspace in
libraries and access to video conferencing software.

5.54.4. Improving and increasing communication and awareness of the Library Service and
its offer is also a key priority. The Library Service should be more aligned with the
Culture and Libraries brand. Embedding library events and activities into the
Heritage website will enable more consistency in providing access to, and
promoting events and activities effectively across the wider service.

5.54.5. Increased support from central ICT is vital to support the services we are currently
offering in libraries such as access to public PCs, printing, photocopying, and
scanning. The turnaround time for fixing faults is very often slow, which results in
customer frustration
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5.54.6. Continued capital investment is needed in technology to improve the services we
offer e.g. Wi-Fi printing.

5.55 Developing Work with Schools

5.55.1. The Library Service has an important role in developing a reading culture, and a
lifelong love of reading. Good links have been built with Early Years and primary
schools through the very successful Bookstart programme and the Summer
Reading Challenge. There isnow a need to improve links with secondary schools
and develop a library user education programme.

5.56 Increasing Engagement and Inclusion

5.56.1. There is an important role for libraries to focus on engaging with hard to reach
groups through community contacts.

5.56.2. There are already some effective library ‘Friends’ groups in existence, but they are
not all constituted. Working with existing groups to become constituted and
developing groups where they do not currently exist will be advantageous. This will
enable the Council to work in a greater capacity with these groups, and increase
advocacy with parish councils as well as increasing a sense of community
ownership of the library. This is also a way of accessing funding opportunities which
are not open to local authorities.

5.56.3. There is a need to increase outreach provision with a focus on those areas where
engagement with the Library Service is low and/or requires ongoing support to
retain use e.g. Lambourn. This is dependent on increasing staff capacity.

5.56.4. There is also a need to increase the use of arts, culture and creative activity as a
means of engaging new and existing library users.

5.56.5. Consideration to remove library fines should also be explored. Library fines have
been a long standing arrangement in public libraries, but they potentially impact
disproportionately on those who are most vulnerable (financially or as a result of
cognitive disability or mental ill health). They are a known barrier to people joining
and retaining library membership. The fear of incurring fines and building debt with
the Council is a reason often cited for not using the otherwise free Library Service.

5.56.6. Anincreasing number of other authorities have already removed this barrier for their
residents, helping to promote inclusion. By removing library fines, WBC would be
supporting its most vulnerable residents who may be at risk of poverty, giving them
access to a wide range of books, information and digital access to enable job
searches, benefit applications, study support, school readiness, and reading for
pleasure.

5.57 Developing Our Workforce

5.57.1. Providing a confident, competent, and resilient workforce and linking in to the WBC
Workforce Strategy is a key priority. This can be done by ensuring that library staff
are trained and upskilled, where necessary.
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5.57.2. Recruitment and co-ordination of digital champions liaising with staff across the
service to build capacity in the team and ensure that they are making the best use
of new ICT equipment.

5.57.3. It isimportant to reframe existing staff roles, as and when the opportunity arises, to
align with the Library Service's strategic vision.

5.58 Addressing the Gap in the Revenue Budget

5.58.1. The current funding model, which relies on voluntary contributions from parish and
town councils in order to deliver a balanced budget, needs to be urgently reviewed.
At the moment, the same level of service is delivered to the whole district, without
consideration of whether or not a town/parish council has made a voluntary
contribution towards the running costs of the library service. This level of library
service provision is not sustainable without voluntary contributions being received,
particularly in the more densely populated areas of the district where the equivalent
of £1 per head of population is substantial. Closer and more effective partnership
working with town and parish councils to confirm what they want from the library
service, and how they can help us deliver it, is an essential part of future
development.

5.58.2. Community Transfer of library buildings should be actively pursued where this
would be appropriate.

5.58.3. In order to make most effective use of financial resources, further opportunities to
capitalise spend on library stock should be explored. This has the potential to make
savings on revenue spending in 2023/24.

5.58.4. The potential of accessing additional funding through fully constituted ‘Friends
Groups’ is also a factor here.
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Recommendations

5.59. Based on the findings of the Libraries Review, along with a recognition of the current
economic climate, we believe that there is a need to make changes to our Library
Service, and recommend that the following steps are implemented over the next
three years.

Libraries Review Recommendations

Our work on the libraries review has highlighted the need to develop a
vision for libraries which aligns with national and local strategic
priorities, followed by alonger-term action plan to deliver the following
outcomes:

1. Innovative use of space across the district. Seek co-location with
community partners so that several services can be accessed in one visit,
and explore the need for additional provision in the north of the district.

2. Access to services. Put in place locally accessible library services which
meet the needs of local communities and reduce rural isolation.

3. Inclusion. Work more closely with communities/hard to reach groups to
continually improve awareness of library services, and remove known
barriers such as library fines to encourage residents to join and retain library
membership.

4. Improve links with secondary schools. Encourage and support literacy
and reading for pleasure, and promote independent learning.

5. Digital Inclusion. Enhance access to digital services in line with community
needs, by providing access to equipment, the internet and enabling
communities to improve digital skills and reduce digital poverty.

6. Addressing the revenue budget gap. Review the current funding model
which relies on voluntary contributions from town and parish councils, and
explore other funding opportunities available through library ‘Friends
Groups’.

5.59.1. The next stage will be to consult with a range of stakeholders to seek their views on
these recommendations and how we can implement them. This feedback will
enable us to drive forward improvements to the library service and produce a library
vision and strategy. We are currently building a work programme which will confirm
the timescales for this.

West Berkshire Council OsMC 7 March 2023
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Financial Summary

5.60.

The tables below shows the current revenue and capital budget positions for the

Library service.

Revenue Budget 2022/23

Original | *Gross Operating | Planned Net
Cost Centre Description Budget Income Target | Expenditure
Libraries Central Costs 266,310 0 266,310
Newbury Central Library 448,180 -77,880 370,300
Library Volunteers 19,020 0 19,020
Library Professional Services Team 107,150 0 107,150
Burghfield Common Library 36,180 -8,550 27,630
Hungerford Library 44,690 -5,890 38,800
Lambourn Library 39,070 -5,930 33,140
Mortimer Library 36,100 -8,170 27,930
Pangbourne Library 34,620 -8,460 26,160
Thatcham Library 55,330 -34,680 20,650
Theale Library 68,760 -35,510 33,250
Mobile Library and At Home Service 78,300 -2,310 75,990
**Library Stock Unit 83,880 0 83,880
Library IT Systems 100,900 0 100,900
Grand Total 1,418,490 -187,380 1,231,110

*Includes income from library charges, venue hire,

rent and voluntary contributions from town and parish councils.
**Includes stock unit staff salaries, online resources, e-library costs including e-newspapers and e-magazines.

Capital Budget 2022/23

Cost Centre Description Original Budget

Libraries Book Stock (physical items) 152,690
**Planned maintenance - library buildings 141,900
Grand Total 277,420

*** Includes £41k CIL funding for Thatcham Library building improvements

project

West Berkshire Council

OSMC
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5.61.

The table below shows the proposed service developments for the next three years.

Opportunities for Future Investment in the Library Service

2023/24

2024/25

2025/26

Proposed service
developments with cost
implications

Capitalise expenditure on e-books
and e-audiobooks in order to
release revenue funding to achieve
savings.

Increase opening hours at
Lambourn Library by 4 per week
(total opening hours would be 20).

Consider the impact of removing
library fines which are a known
barrier to people joining and
retaining library membership.

Create additional Assistant Librarian
post to increase outreach provision.

Comments

E-books and e-audiocbooks are now
classified in CIPFA guidelines as
‘intangible assets’, which makes this
a legitinate use of capital funding.

Community need in Lambourn
identified for additional opening
hours.

Would provide a focus on those
areas where engagement is low or
requires ongoing support to retain
library usage levels.

Potential issues/risks

MNone identified.

Loss of income from library fines
and charges.

None identified.

West Berkshire Council

OosMC
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6 Otheroptionsconsidered

This report lays out proposals for how the Library Service could be developed. There
is the option to maintain the service ‘asis’.

7 Conclusion

In order to act on the findings from the Libraries Review, Members are requested to
consider the recommendations laid out in this report.

8 Appendices

8.1 Appendix A — Community Needs Assessment

8.2 Appendix B — LGA Peer Review

Background Papers:

None

Subject to Call-In:
Yes: [] No: X

The item is due to be referred to Council for final approval

Delays in implementation could have serious financial implications for the
Council

Delays in implementation could compromise the Council’'s position

Considered or reviewed by Overview and Scrutiny Management Committee or
associated Task Groups within preceding six months

ltem is Urgent Key Decision

DX 0O4d O

Report is to note only

Wards affected: The Library Service covers West Berkshire District

Officer details:

Name: Felicity Harrison

Job Title: Culture & Libraries Manager

Tel No: 01635 503087

E-mail: felicity.harrison@westberks.gov.uk
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Executive Summary

The report presents a community needs assessment for the library service in West Berkshire. Its
findings will be an input into the process of reviewing the council’s library service.

Libraries in West Berkshire

There are eight physical libraries in West Berkshire. Four (Pangbourne, Mortimer, Burghfield
Common and Theale) are located on the eastern side of the local authority area. Three are along the
Kennet Valley (Thatcham, Newbury and Hungerford) and one serves Lambourn, in the north west of
the area. In addition, there is a mobile library service with 81 stops, an “At Home” service and the
ability to borrow electronic items through the council’s e-library.

In common with many library services, use has declined in the last 15 - 20 years, although the
number of library visits and issues of stock have been stable or increasing following a library review
in 2017. The Covid-19 pandemic inevitably disrupted patterns of use, with periods of library closure
and restricted services. Libraries adapted and there was a huge growth, of 87%, in the use of e-
library resources between 2019/20 and 2020/21. Many events were put online and the service
introduced a new order and collect service. It is likely that the pandemic has accelerated trends
towards greater use of online resources.

Detailed assessment of needs

The national Libraries Connected Universal Library Offers set out the role libraries can play to
“connect communities, improve wellbeing and promote equality through learning, literacy and
cultural activity”. Recognising this role in supporting wider local action on social, economic and
environmental wellbeing, the first part of the needs assessment has been structured around themes
in the cross agency West Berkshire Health and Wellbeing Vision for 2036.

West Berkshire is a generally prosperous area with high life expectancy, strong economic sectors and
good employment. However, there are pockets of deprivation and numbers of people with needs
that are easily masked by the general picture. This is manifested through wide gaps between the
best and worst performing figures in areas such as secondary school attainment. It has a social
mobility challenge, particularly for children. There are gaps in the employment market, particularly
for those with a learning disability or mental health iliness. A further aspect of need in West
Berkshire relates to refugee populations where there is a growing cohort of Syrian and Afghan
people.

This points to a key role for libraries in helping to engage harder to reach children, young people and
their families and in providing information about the full range of education and training
opportunities and making a wider range of foreign language material available.

Overall population health in West Berkshire is good. On the Index of Multiple Deprivation, it ranks as
one of the 20% least deprived districts in England for health. However, within this there are some
important trends.
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. West Berkshire has a population that is ageing at a faster rate than nationally, with
forecast sharp growth in the over 75 population.

. The gap between its healthy and overall life expectancies is significant and there are
gaps in life expectancies of around ten years between some wards.

. There are also high numbers of people with mental health problems. During the course
of interviews with stakeholders for this assessment, a common theme was the extent
of lower level mental health need and the requirement for emotional support.

. Reflecting the rural nature of the area, there are problems with low availability of
public transport, of sparse access to public services and to cultural facilities. On the
government’s Index of Multiple Deprivation (IMD), a majority of the population live in
areas that are in the poorest scoring three deciles for “barriers to housing and
services”.

Health and wellbeing needs are therefore very important for libraries - libraries can help as they are
sources of information, offer a place for social connection and safe public space.

West Berkshire performs strongly on many local economic indicators. Its employment rate is 84% for
people aged between 16 and 64 and is higher than the equivalent figure for the south east region
and England. Many West Berkshire residents are highly skilled with the rate of education to NVQ4
level or above higher than the levels for the south east region and England. Nevertheless, there are
clear employment and economic based needs:

. There is a particular challenge with underemployment - people working for fewer
hours than they would like or carrying out work that does not make best use of their
skills.

. 11 Local Super Output Areas (LSOAs) are in the three most deprived deciles nationally
for education, training and skills — these are located around Newbury, Thatcham,
Lambourn, Hungerford and in the Tilehurst South and Holybrook wards.

. The pandemic had a particular impact on the retail, hospitality and leisure sectors,
which employ 16% of local people, many of them young people, women or people
from ethnic minorities.

. The pandemic also accelerated changes in patterns of work. A third of West Berkshire
workers were able to work from home during the Covid-19 period and there is known
to be a growing demand nationally for co-working space. The Economic Development
Strategy, as refreshed in 2021, recognises the need to help start-ups and small
businesses grow, including by providing incubator space and “one stop shop” advice.

This points to the role of libraries as a location for access to information about training, for delivery
of training in smaller towns, and to be an environment that supports older and disadvantaged
people looking to participate in the workforce. There are also implications for library space as a
facility for workers otherwise based at home and for small and start up businesses.
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The Health and Wellbeing Vision includes a strong sustainability and quality of life agenda. This
relates to more partnership working, increased links with cultural organisations and, as evidenced in
the public survey, a desire to see libraries as places which have a strong cultural element including
events, exhibitions, courses and classes. There is a role for libraries in holding information and
hosting events and exhibitions to engage people in and promote sustainable choices.

This needs assessment highlights how the generally prosperous nature of West Berkshire masks
some pockets of disadvantage and wide gaps between the best and worst performing figures in
areas such as secondary school attainment and healthy life expectancy. The Covid-19 pandemic has
further shone a light on needs in areas such as social isolation, including of carers and people with
learning disabilities, and the number of people with secondary mental health needs. Drawing on
this, we have identified four cross-cutting themes that are of particular relevance as changing needs
that the library service can do more to support:

e Engagement. Our research has highlighted the difficultly of engaging hard to reach
communities and the headline indicator of this is the large secondary education gap. There is
an important role for libraries to support wider efforts to address this, through a focus on
intergenerational learning and wider prevention work. Serving this need will require
consideration of approaches to marketing and how to create staff time for engagement and
community activities. Outreach requires resource to keep refreshing relationships with key
partners such as schools. Discussions with staff for this needs assessment highlighted their
view that they do not currently have the level of resourcing needed for this.

e Access to information and services. With a large rural area and increasing digitisation of
public services, there is a need to promote digital inclusion. For libraries this means building
offers of assisted digital support, particularly to older people and vulnerable groups who lack
the confidence to use self-service channels, or do not have access to suitable devices or
reliable internet connection. Serving this need will also require more tailored support for
public facing information technology equipment and creates a staff training need.

e Community resilience. Particularly in the context of an ageing population, there is a growing
need for communities to identify and harness their own strengths in connecting people to
peer support, social interaction and community action. Libraries can support this by
functioning as community hubs. This will need co-creation with communities and other
public service organisations. It requires consideration of factors such as whether a library
building can be open outside of library opening hours for wider community uses.

e Skills and employment. This is an area where the Covid-19 pandemic has accelerated
changes in the pattern of work, creating a need to provide space and facilities to support
home workers, micro businesses and job seekers. More widely, there are the challenges of
younger people’s social mobility and the participation in the labour market for older and
disadvantaged groups. These are factors that can be supported with changes to the
configuration of physical library space and equipment and by encouraging support networks,
with partners to use libraries.
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Library locations

In addition to needs that affect the overall library offer, there are also changing needs that affect the
nature of the library locations. West Berkshire’s infrastructure development plan indicates
concentrations of new housing will be built in the next few years around Thatcham, Newbury, in the
east of the district and in parts of the downs area. This is in addition to the 10,000 new homes built
between 2000 and 2018. The Health and Wellbeing Vision 2036 recognises the importance of
creating a sustainable housing mix, including a focus on increasing the amount of affordable housing
and recognising the challenge of attracting and retaining young people. An additional aspect is
extending provision of residential care bed spaces for the ageing population as well adaptations to
help older people remain living at home.

This has important implications for libraries. While the overall population level of the district is set to
be stable into the 2040s, existing patterns of population will change and they can expect to need to
continue to adapt as these changes take place in the medium term. Space needs to be flexible.
Points to consider reflecting the changing demography are:

e East. There are four libraries relatively close together with varied patterns of use. There is a
need to explore the potential for partnership to create more community hub style facilities
that can promote engagement with the community.

e Newbury and Thatcham. Masterplanning work in the town centres is an opportunity to tailor
library provision better to local needs. In Newbury, there is an opportunity to extend the
current facility in a way that would support the employment and skills agenda. In Thatcham,
patterns of use indicate a need for more engagement in parts of its surrounding area. Staff
report that the current facility is poorly located and its potential constrained by its small size
— creating a new facility that can better engage people needs to be explored in the planning
exercise.

e North. A large area of the north and centre of the district is not served by a local West
Berkshire library and active library borrowers mainly travel to Newbury or Pangbourne.
Modelling a potential catchment for a library in this area shows its level of need on most
indices of deprivation is low. However, it is a rural area which ranks very poorly on access to
housing and services. Through consultation with stakeholders, there is a case to explore
linking some library provision with a wider community hub idea.
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Introduction

Purpose of this report

The report presents a community needs assessment for the library service in West Berkshire. Its
findings will be an input into the process of reviewing the council’s library service.

Shared Intelligence has been commissioned to undertake the community needs assessment. The
brief is to take a holistic approach to considering the needs of communities, including health,
education and economic data as well as demographic information in relation to existing library
locations. We have been asked to present a narrative that will enable the library service to:

e Assess how well the service meets the needs of residents - including any Covid-19
impacts on needs.

e (Create options for:

= Alevel of service that can better meet changing community needs with a
similar amount of capacity and resource as at present.

= A more ambitious vision for libraries requiring further capital investment to
deliver increased engagement and positive, measurable outcomes for
residents.

We should stress that this document is a needs assessment. It is out of scope to recommend how
the service should meet the needs identified. However, our approach is that the assessment is
informed by an awareness of how modern library services can serve a wide range of needs.

Approach to assessing community needs

In our experience, an effective needs assessment distinguishes between needs that local
communities have (which library services can serve) and current patterns of use. Usage information
provides a view of the accessibility of and demand for services currently on offer — but it does not on
its own reveal insight about need for the various ways that libraries can support individuals and
communities. Part of the brief for this work is to provide insight into the needs of the significant part
of the population that does not use library services, but may stand to benefit from them.

The needs assessment has been produced from three principal areas of activity:
Document review

We have carried out a literature review to understand the council’s and wider local partnership
strategies and associated evidence bases. References to source material are given throughout this
document.

Data analysis

We have analysed several sets of data. This includes:
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e Library use data, provided by the library service. This covers:
= Borrower patterns.
= Visitor data.
= Data about active borrowers, their post code locations and ages.
e Index of Multiple Deprivation data.
e Information from West Berkshire Joint Strategic Needs Assessment documents.

Interviews

We have undertaken interviews with senior officers in the council, at Service Director and Head of
Service level and with representatives of four voluntary and community sector organisations who
work with client groups with needs that may be supported by libraries. At the end of the interview
process, we also carried out a workshop with senior library service staff. This served as a
sensemaking session, to ensure the insights were informed by frontline experience.

This needs assessment was undertaken in autumn 2021, 18 months following the start of restrictions
brought into address the Covid-19 pandemic. For a large part of that 18-month period libraries were
either closed, or open with restrictions created by social distancing requirements. Some restrictions
and behaviour changes persist at the time of writing. This has had an effect on continuity of data.
For most data analysis, we have used 2019/20 as the most recent year of consistent data.
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3.1

3.2

3.3

Overview of West Berkshire

West Berkshire is a small unitary local authority with a population of 158,465, The district’s principal
towns are Newbury and Thatcham, which together have a population of 69,667. Additionally, 31,444
people live in the suburban area in the east of the district which adjoins the Reading borough.
57,354 are classed as living in the rural part of the district. This includes market towns such as
Hungerford and Lambourn as well as small towns and villages. Overall, nearly 75 per cent of the
district sits within the North Wessex Downs Area of Outstanding Natural Beauty.

The census in 2011 found that 94.8% of the population were white, including 4.4% white non British
or Northern Irish. 2.5% were Asian or Asian British, 0.9% Black/African/Caribbean/Black British; 1.6%
from mixed/multiple ethnic groups; and 0.2% from other ethnic groups. Using the same data, only
two wards, Tilehurst South and Holybrook (87.4%) and Tilehurst Birch Copse (91.3%) had a
percentage of white population less than 92%.

Population trends

West Berkshire’s population is forecast to be stable in the medium term. 2030 and 2043 estimates
show a level very similar to the present population?. However, there are dynamics within the
population that indicate that there are likely to be changing needs and trends that will develop over
next 20 years. These are:

e Ageing population and the balance of retired to working age people. In common with
many areas, West Berkshire’s population is projected to grow older. While this is a
national trend, it is set to grow at a faster rate than nationally. Key data are shown in
the table below:

1 This is based on the mid year 2020 estimates from the Office of National Statistics, quoted on the council’s
website. Town and settlement populations are taken from the same source.

2 Office of National Statistics projections from NOMIS (downloaded on 5 November 2021). The projection for
20301is 157,677 and 2043 is 157,643.
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West England
Berkshire

Percentage aged 65+

2021 20% 19%

2030 25% 21%

2043 28% 24%
Percentage aged 75+

2021 9% 9%

2030 12% 11%

2043 16% 13%
Percentage working age (18 to 65)

2021 58% 60%

2030 55% 58%

2043 52% 57%
Ratio working age: retired age*

2021 1:29 1:3.2

2030 1:2.2 1:2.7

2043 1:1.8 1:2.4
* NB figures do not take account of the fact that the retirement age will reach
67 by 2028.

Two points are important to note:

o The growth in the over 75 population who often have the highest
needs and are most vulnerable to isolation.

o The drop in the ratio of the retired to working age population.

e Location of new housing. The council’s Emerging Draft Infrastructure Development
Plan3 identifies describes how the Local Plan Review anticipates future residential and
mixed-use development in three areas. These focus on Newbury and Thatcham
(around 4,500 units, of which 2,500 in north east Thatcham); the eastern area (around
800 units) and the North Wessex Downs (around 300 units). This needs to be seen in
the context of a forecast stable population and the fact that 10,000 new homes were
built between 2000 and 2018%.

A need to consider the important role libraries play in helping older adults remain
active and independent and in offering groups and services that help to support carers.

A case for reviewing library service point distribution, to ensure it adequately reflects
areas of increasing concentrations of housing.

3 Emerging Draft Infrastructure Delivery Plan, West Berkshire Council, July 2021.
4 West Berkshire Vision 2036, West Berkshire Health and Wellbeing Board.
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3.4

3.5

3.6

3.7

Prosperity, Index of Multiple Deprivation and rurality

West Berkshire is a generally prosperous area with high life expectancy, strong economic sectors and
good employment, particularly in the technology sector and good connections through the Thames
Valley corridor.

Using the government’s Index of Multiple Deprivation®, it is ranked 289 out of 317 English single tier
and district councils in terms of deprivation. This means it is generally one of the least deprived
areas in the country, on a range of data sets measured in small geographic areas (Local Super Output
Areas, or LSOAs). 26% of its 97 LSOAs are in the 10 per cent least deprived.

However, there are pockets of deprivation and numbers of people with needs (such as mental
health) that are easily masked by the general picture. There are two LSOAs in the most deprived
three deciles nationally, located in the Newbury Greenham and Thatcham North East wards.

LE0A
Index of Mulliple Depeivation (IMD) Decile 2019

Iy >84-10

by -6E-84

b -52-68
»36-52
2-36
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at Bedwyn
»

s \:, / “ Jramky "7 7
Figure 1: overall 2019 IMD decile distribution by LSOA (lower number and paler colour indicates
higher deprivation)

The IMD contains a “domain” for “barriers to housing and services”. This represents an area where
the majority of the district’s population are in the most deprived three deciles. This domain
measures the physical and financial accessibility of housing and local services. It includes
geographical barriers, relating to the physical proximity of local services, and wider barriers,
including access to and affordability of housing.

5 Index of Multiple Deprivation, Ministry of Housing, Communities and Local Government, 2019
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The level of barriers to housing and services reflects the rural nature of the area. Many of those

living in the rural part of West Berkshire are in an area with a low density of population and

challenges including low availability of public transport of sparse access to public services or the

cultural facilities available in a major centre such as Newbury. On housing, the House Price Index for

November 2019 indicated the average house price for first time buyers in England was £251,222

compared to £276,521 in West Berkshire®.

We discuss in paragraphs 5.4 to 5.5 the significant secondary education attainment gap and young

people’s social mobility challenge in the area. This indicates that there are sections of the population

who are hard to reach. In an area that is generally prosperous and with a vibrant technology sector,

there is a problem with digital inclusion. While many people are very comfortable with finding

information digitally and can afford devices and fast connections, a significant minority risk being left

behind whether because of their age, ability to afford a suitable device, or not having the skills

needed by employers.

Context for libraries

A need to consider whether and how effectively libraries engage harder to reach

groups.

The role of libraries in providing a route to access information and services, in a rural
context and for those who either do not have, or are not comfortable with digital

access.

Budget and preventative services

In common with many local authorities, budget pressures have led to reductions in discretionary and

preventative aspects of services. The libraries budget and staffing reduced in 2017 by 44%.

Children’s centres have reduced to three family hubs and direct youth provision has very

substantially reduced.

6 UK House price index - Land registry.
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Previous reductions in services are an important context factor for assessing
community needs and how libraries may respond to them.

Covid-19
The Covid-19 pandemic has shone a light on isolation and also precipitated change in patterns of
town centre use. By pushing so much activity online, including social connection, it has brought the

issue of digital exclusion into focus.

It is difficult to assess the long-term Covid-19 impact at this stage, but it sets an
important context for the role of libraries in recovery and prevention.
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Libraries in West Berkshire

There are eight physical libraries in West Berkshire. Four (Pangbourne, Mortimer, Burghfield
Common and Theale) are located on the eastern side of the local authority area. Three are along the
Kennet Valley (Thatcham, Newbury and Hungerford) and one serves Lambourn, in the north west of
the area. In addition, there is a mobile library service with 81 stops, an “At Home"” Service and the
ability to borrow electronic items through the council’s e-library.

Libraries offer a range of services. In addition to the core access to books for borrowing and
reference, the service provides:

. Free access to wifi and computers.
° Self-service printing, photocopying and scanning.

. Talks on popular topics such as local history and the environment, including online
versions of these since the start of the Covid-19 pandemic.

. Room hire.

. Free access to e-books, e-magazines and e-newspapers.
. Local and family history resources.

. Audiobooks and e-audiobooks.

. Services for children including Storytime, Rhymetime, Code Club, craft events and
other occasional events, many of which were delivered online during the pandemic.

. Book groups: titles available in book group sets of 10 copies (for an annual fee) and an
online group set up at the start of the Covid-19 pandemic.

° Online access to reference resources, including access to academic and research
journals and Britannica Online and GoCitizen, an online resource for candidates
preparing for the Life in the UK test (British citizenship).

In common with many library services, use has declined in the last 15 - 20 years, although the
number of library visits and issues of stock has been stable or increasing following the library review
in 2017. Some trends are shown in the graphs below. One of these refers to the number of “active
borrowers”. An active borrower has borrowed at least one item of physical stock in the preceding 12
months. It excludes anyone who has only borrowed from the council’s e-library.
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Active borrowers at the end of 1st quarters
2013/14 to 2019/20
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Figure 3: number of active borrowers measured at the end of the first quarter

Total issues and visitors 2003/04 to 2019/20
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Figure 4: total number of stock issues and visits recorded by financial year. Note that this total stock
issues figure includes e-library downloads as well as all online renewals.

The chart below is taken from CIPFA data and shows West Berkshire’s relative position compared
with other English authorities for the level of library visits per capita. Over the period 2010/11 to
2019/20, West Berkshire has shown an average level of decline. Only four authorities have seen
growth in visits.
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4.5

4.6

4.7

Visits for library purposes per capita - change as % 2010-11 to 2019-20
Data available for 106 authorities
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Figure 5: change in visits for library purposes per capita for 106 local authorities

A second chart shows the number of active library users per capita over the same period. West
Berkshire has fared better than the majority, but its level of decline is still significant. Only five
authorities have achieved growth.

Active library users per capita - change as % 2010-11 to 2019-20
Data available for 108 authorities
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Figure 6: change in active library users per capital for 108 local authorities
Other characteristics and trends in West Berkshire library use are described below.

Age profile of West Berkshire libraries

Based on 2019/20 data for active borrowers, the age breakdown between junior and adult
borrowers shows that children aged 10 or under are the proportionately largest group compared
with the population of their age group. This dataset covers all borrowers using West Berkshire
libraries, so covers some who do not live in the district. In the library profiles section, in Appendix |,
we present some analysis based on borrowers with West Berkshire post codes. However, this is
difficult to show on a whole authority level without double counting of the borrowers who use more
than one library.
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West Berkshire libraries active borrower age analysis
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Figure 7: age analysis of active borrowers (including non West Berkshire post code borrowers)

Ethnic profile of library users

The library service no longer collects ethnicity information about its borrowers — this was
discontinued in 2018 because of concerns about compliance with the General Data Protection
Regulation (GDPR). For this reason, we have not attempted an ethnic profile of library users. Some
analysis on a per library basis was included in the 2016 needs assessment’ based on the previously
held data. This found the ethnic breakdown for each library was roughly similar to the areas they
serve, with some variation around how well the “white other” group was represented. The analysis
noted a much higher proportion of white other users using the then two mobile libraries than any
static library. It is important to note, however, that these data were optional for customers to
provide so do not present a comprehensive picture.

Use of electronic resources
The chart below shows the steady growth in downloading of electronic resources, such as eBooks.

7 West Berkshire Libraries Needs Assessment, RedQuadrant, September 2016.
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E-library downloads
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Figure 8: trend in e-library downloads
The upward trend was established before the Covid-19 pandemic, and then spiked during it.

The library service has recently introduced a libraries mobile phone app. This enables users to search
the library catalogue and to renew and reserve books. It also provides access to the collection of free
e-books, e-audiobooks, e-magazines and e-newspapers.

Use of computers in libraries

The libraries provide wifi, some printing facilities, scanning and access to public computers. This is an
important component of the total number of library visits. There has, however, been a decline in the
use of public computers since 2015/16, as can be seen in the graphs below. There is now an
increasing trend for customers to use their own mobile devices to work on, using the library wifi. The
number of public computers available has therefore been reduced and they have been replaced with
more study tables with USB charging points to meet demand.
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Figure 9: trend in number of users of public computers in libraries

Hours of use of public PCs
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Figure 10: trend in total hours of use of public PCs

Mobile library and “At Home” service

4.13  There is one mobile library service (reduced from two in 2017/18). Use of the mobile service has
declined sharply in the last decade, although the trend has been more stable since the consolidation
to one service. The chart below shows the number of visits to the mobile service:
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West Berks mobile library visits
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Figure 11: trend in number of visits to West Berkshire mobile libraries

While this is a smaller number of visits than that for any static library, its percentage of issues is the
same (at 4%) as the libraries at Burghfield Common, Pangbourne and Theale.

An “At Home” service has operated since the late 2000s. This had 127 active borrowers in 2019/20.
It is targeted at readers who find it difficult to visit their local library because of age or disability and
is delivered by volunteers. The chart below includes the 2020/21 figure as the “At Home” service
was important during the pandemic. The drop in visits reflects the government restriction that
applied to the use of elderly volunteers which meant that the service did not operate during the first
few months of the first national lockdown, resuming in May 2020.

At home library trends
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4.16

Figure 12: trend in number of West Berkshire “At Home” library visits

The Covid-19 pandemic inevitably disrupted these patterns, with periods of library closure and
restricted services. We have removed 2020/21 from most of the charts shown in this section as
including it would give a misleading impression of trends as visits and borrower numbers were
greatly reduced. As libraries adapted, there was a huge growth, of 87%, in the use of e-library
resources between 2019/20 and 2020/21. Many events were put online and the service introduced a
new order and collect service. It is likely that the pandemic has accelerated trends towards greater
use of online resources. It is worth noting, however, that in the first four months of the 2021/22
financial year, over 1,900 new borrowers have been recruited, the highest for the equivalent period
since 2015.
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Detailed assessment of needs

Needs

This section aims to present a range of socio-economic data and analysis about West Berkshire
which is relevant to a set of needs that libraries can help to support. In selecting the data for the
purposes of a library needs assessment, our thinking has been influenced by the input of
interviewees and also the Libraries Connected Universal Library Offers®. These set out the role
libraries can aim to play to “connect communities, improve wellbeing and promote equality through
learning, literacy and cultural activity”.

The sections below have been structured under the five “hopes for the future” presented in the
West Berkshire Vision 2036. This presents a vision for inclusive growth and a focus on sustainable
achievement of outcomes for all of the people of West Berkshire. The hopes for the future are:

e  We will have delivered a West Berkshire where everybody has what they need to fulfil their

potential.

e We will have delivered a West Berkshire where the health and wellbeing of residents of all

ages and backgrounds is good.

e We will have delivered a West Berkshire that welcomes business, enterprise and industry
into a productive, growing and dynamic local economy.

o  We will have delivered a West Berkshire with a housing mix with something for everyone.

e We will have delivered a West Berkshire with beautiful, historic and diverse landscapes and

a strong cultural offering.

The focus of this theme is creating the conditions to ensure that everyone living in West Berkshire
has the best possible start in life and has the opportunity to thrive. An important context factor for
this is social mobility which has been area of weakness for West Berkshire for some time. The Social
Mobility Commission’s State of the Nation 2017 report includes the concept of social mobility “cold
spots” for the areas that perform worst on 16 areas of indictor, covering early years, schools, youth
and working lives factors. It identifies West Berkshire as the 60" worst cold spot out of 324 local

authority district areas in England®.
Children and young people

On early years specifically, West Berkshire is the eighth worst “cold spot” area in England for social
mobility. This reflects Ofsted ratings for nursery providers and also the district’s relatively low

8 https://www.librariesconnected.org.uk/page/universal-library-offers (Accessed 16/11/2021)
9 State of the Nation 2017: Social Mobility in Great Britain, Social Mobility Commission, November 2017
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percentage of children eligible for free school meals who achieve a “good level of development” at
the end of the Early Years Foundation Stage®. This is shown in more detail in the Public Health
outcomes framework data, which uses data from 2018/19.

Children achieving a good level of 74.6% 74.6% 71.8%
development at the age of reception
Children with free school meal status 41.4% 55.4% 56.5%

achieving a good level of development at the
end of Reception

Children achieving expected level in the 81.8% 82.2% 81.8%
phonics screening check year 1
Children with free school meals status 57.0% 66.1% 70.1%

achieving the expected level in the phonics
screening check in Year 1

During the course of education, the attainment gap between the most and least well performing
students is significant in West Berkshire. Data reported in 2017 shows that the difference begins at
3.1 months for early years (a relatively low gap) but rises to 25 months at secondary level, which is
the tenth largest of English education authorities. The Health and Wellbeing Vision makes it clear
that an important ambition for the area is that all its young people should be well-educated
irrespective of the wealth of their parents.

This is also reflected in the economic development strategy which aims to promote a wide range of
education and training opportunities, including T Levels and apprenticeships, to widen access.

Adults

The social mobility position for “working lives” is much stronger. West Berkshire is the 16" most
socially mobile area, reflecting indicators to do with salary, house prices, occupation types and home
ownership. Where the area performs less well is with gaps in its employment market. There are
particular issues with employment of disadvantaged groups. The Public Health Outcomes
Framework gave West Berkshire a “red” indicator for those with a learning disability in employment
and “amber” for those with a mental health illness.

An important ambition for West Berkshire is that the workforce has the skills it needs and that
anyone, regardless of their age, health or ability is given a chance to participate in the workplace. In
interviews with stakeholders, we heard the view of the importance of intergenerational learning to
tackle social mobility — encouraging parents to read with their children and the key role that libraries
can play in encouraging this. This is discussed further in paragraphs 5.38 to 5.44 under engagement.

10 Since 2014 free school meals have been universally available for children in reception, year 1 and year 2. The
indicator reflects the requirement for parents to tell schools if they receive any of the qualifying benefits,
which are used to trigger claims under the pupil premium scheme.
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A further aspect of need in West Berkshire relates to refugee populations. There is growing cohort of
Syrian and Afghan refugees for whom libraries can provide safe space, an opportunity to socialise or
to obtain information.

Points to consider in terms of library services

. Activities and resources which support increased school readiness for pre-school
children and their parents.

. Opportunities to strengthen reading (for pleasure and for study) and other attainment
among school-age children.

. Activities to support family learning.

. Opportunities to access resources and support outside of regular school and work
hours (e.g. weekends and evenings).

° Provision of information about the full range of education and training opportunities.

. Range of foreign language material available.

Overall population health in West Berkshire is good. On the Index of Multiple Deprivation, it ranks as
one of the 20% least deprived districts in England for health. This is reflected in a higher than
average life expectancy for men and women. It also ranks above the regional and national averages
in other wider determinant of health indicators, such as the percentage of children in low income
families and the percentage of people in employment.

Healthy life expectancy is higher than the England average. However, at 66.3 years for women
(compared with a life expectancy of 85.2) and 68.2 for men (compared with a life expectancy of
81.9) it is clear that the extra life expectancy of people in West Berkshire is not necessarily one of
healthy years.

There are also health inequalities. Life expectancy is 4.4 years lower for men and 5.2 years lower for
women in the most deprived areas of West Berkshire than in the least deprived areas. The 2017
Joint Strategic Needs Assessment on life expectancy and mortality highlights that there were gaps in
life expectancies of around ten years between some wards!. The JSNA also highlights how multiple
factors affect mortality including access to services, income levels and rurality and the Health and
Wellbeing Vision identifies a number of actions which will help more people to live well for longer,
including helping communities to support their residents and empowering individuals to take more
responsibility or their health.

11 West Berkshire Council Joint Strategic Needs Assessment - Living Well: Life Expectancy and Mortality, 2017.
The document uses ward boundaries that have been changed by a 2018 Local Government Boundary
Commission report. In 2017, the largest gaps were:

e  For males, between Victoria (75.3) years and Bucklebury (85.2 years).

e  For females, between Thatcham North (80.6 years) and Birch Copse (90.2 years).
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While health deprivation is relatively low, there are still significant numbers of people with needs. A
key example is mental health. The JSNA on adult mental health was published in 2016. This cites a

predicted instance of adults aged 18 to 64 with a common mental disorder of 15,077 and projected
it as stable to 2030. Other indicators also illustrate the extent of mental health problems, including:

° Amber indicators on rate of emergency hospital admission for intentional self-harm (all
ages) and hospital admissions caused by unintentional and deliberate injuries in young
people (aged 15-24 years).

. A red indicator on adults in contact with secondary mental health services who live in
stable and appropriate accommodation®2.

. A sharpening of mental health issues from the pandemic. The council’s Recovery and
Renewal Strategy® describes clear evidence of increased referrals both for adults and
children and young people.

During the course of interviews with stakeholders for this assessment, a common theme was the
extent of lower level mental health need and the requirement for emotional support. Many of those
in need are people who are not in touch with, or would not meet the criteria for statutory mental
health support. This is an area where libraries can help as they offer a place for social connection or
quiet time.

Social isolation and health and wellbeing

The Health and Wellbeing Vision 2036 highlights a growing concern about social isolation,
particularly rural isolation, and its adverse impact on personal wellbeing. It contains an aspiration to
ensure that all residents are given the opportunity to participate in their communities and can
access the services they need. This is important for people of all ages, but the impact is particularly
noted for young people and older adults.

Formal indicators do not make West Berkshire a particularly striking area nationally for social
isolation or loneliness, but the numbers of people involved are still significant and constitute a local
need:

. On the Public Health Outcomes Framework, 16.9 per cent of people over the age of 16
report that they feel lonely often / always or some of the time. This is lower than the
regional and national average.

. West Berkshire has amber indicators for the percentage of adult social care users, and
carers, who feel they have enough social interaction. This has been measured for the
age groups over 18 and over 65. The rates are similar to the English average, but
slightly worse for adult carers aged 18+.

During the course of interviews, we have heard how isolation particularly affects those who do not
have access to private transport, in rural areas. In addition to teenagers and older people, this is a

12 public Health Outcomes Framework at a glance summary, (2019/20 data).
13 Recovery & Renewal Strategy, West Berkshire Council, May 2021
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factor for young people employed in low paid but distinctive jobs in the horse-racing industry in the
north west of the district.

There are around 750 people aged 14 or over on learning disability registers for West Berkshire.
The gap in the employment rate between those with a learning disability and the overall
employment rate is rated as red in the Public Health Outcomes and is 77.8%, compared with a
national figure of 70.6%. This is a group where individuals often benefit from help in connecting to
the internet and making job applications, but can feel uncomfortable in settings such as Job Centre
Plus.

Points to consider in terms of library services

. The role of libraries as a place for social connection or offering quiet space to people
experiencing mental health problems.

. A hub for information about staying healthy.

. Providing a location for social interaction, whether through events or being a location
for groups to meet.

° Providing a comfortable and welcoming setting for people with learning disabilities
who may need help with internet access or linking to the jobs market.

West Berkshire performs strongly on many local economic indicators. Its employment rate is 84% for
people aged between 16 and 64 and is higher than the equivalent figure for the south east region
and for England. A large percentage (59%) of employment is in senior managerial, professional or
associate professional or technical roles. This is also higher than the regional and English average, as
are average wage levels. The dominant industry by far for Gross Value Added is information and
communication, which accounts for 29% of the total district amount?®,

The council’s Economic Development Strategy, published in 2020 set out the need to move away
from previous approaches which had centred on sustaining the conditions for prosperity. It stresses
the need to tailor the strategy to deal with several challenges. These include some of those
identified already in this document — ageing population, social mobility and participation in the
labour market of older and disadvantaged backgrounds and those with mental health issues or
learning difficulties to be given more opportunity to participate in the workplace.

It also highlights the additional challenge of underemployment. This manifests itself as people
working for fewer hours than they would like or carrying out work that does not make best use of
their skills. This reflects research from the Learning and Work Institute’s Youth Opportunity Index,

14 The NHS figure in October 2021 was 733.
15 All figures accessed via the economy and employment section of the Berkshire Observatory (accessed in
November 2021).
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published in late 2018°. West Berkshire ranks first out of 150 local authorities for the employment
rate of 23 to 28 year olds, but 142™ for net underemployment.

Generally, West Berkshire residents have good skills levels with 49.3% educated to NVQ4 or above
(meaning some form of Higher Education) compared to 45.1% across the South East region and
43.1% for England. The district compares similarly favourably for NVQ levels 3, 2 and 1. The
percentage with no qualification is low at 2.6%, compared with 4.8 at regional level and 6.4% in
England?’. This is reflected in the education and skills domain of the IMD, where 44 out of 97 LSOAs
are in the three least deprived deciles nationally. However, 11 LSOAs are in the three most deprived
deciles nationally. These are the paler areas on the map below, and are located around Newbury,
Thatcham, Lambourn, Hungerford and in the Tilehurst South and Holybrook wards.
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Figure 13: 2019 IMD — domain for education, training and skills

The Economic Development Strategy also has been updated in the light of the Covid-19 pandemic®.
This notes the particular impact of the pandemic on the retail, hospitality and leisure sectors, which
employ 16% of local people, many of them young people, women or people from ethnic minorities.
It sets out the need for support to help those who have lost their jobs to securing long term
employment.

This also highlights changes in patterns of work accelerated by the pandemic. This includes the trend
to home working (one third of West Berkshire workers were able to work from home during the
Covid-19 period). This is likely to have a long-term impact on the future use of commercial property,
with a reduction in office space and to exacerbate strains on local high streets. Nationally there is a
growing demand for co-working space as well as growth in creative micro-businesses that people
run as a side activity. A local evidence base has not yet been assembled, but the strategy recognises
the need to improve the available workspace in the district, and to help start-ups and small

16 https://learningandwork.org.uk/what-we-do/social-justice-inclusion/youth-commission/youth-opportunity-
index/ (accessed 16 November 2021).

17 Data from the ONS annual population survey for 2020, accessed via NOMIS in November 2021.

8 Economic Development Strategy Refresh, West Berkshire Council, June 2021
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businesses grow, including by providing incubator space and “one stop shop” business advice service
and website signposting.

Linked to this is the question of the health of town centres. The need for action to support town
centres that are desirable for residents and visitors is noted in the Health and Wellbeing Vision. This
was written pre-pandemic and was couched in terms of a response to the growth of online
shopping. The trend has been sharpened by the pandemic. For example, the Covid-19 response
survey conducted in summer 2020% asked how often respondents thought that they would visit
their local town's high street when able, compared with before the pandemic. Only 54% responded
“about the same, while 31% answered “less” or “much less”.

Digital skills

The council’s Digital Strategy 2020-23* commits it to playing an active part in ensuring those who
live and work in West Berkshire are able to improve their digital skills. This directly refers to the aim
of assisting people with Universal Credit and job applications, including by volunteers in libraries, as
well as Citizens Advice. The strategy does not present local data about the extent of the need, but
notes: “whilst the advancement of technology has brought many benefits, the UK Consumer Digital
Index in 2019 found that one fifth of the UK population do not have foundational digital skills.” The
need to address this is further developed in the Economic Development Strategy, which identifies
that there is a need for upskilling in the education sector and for providing a broader range of
specialists in West Berkshire who are equipped to deliver the training that will address this.

Points to consider in terms of library services

. At least in the short-term, how to help those whose jobs have been affected by the
pandemic and are looking for new opportunities and potentially new directions.

. Providing an environment that supports older and disadvantaged people looking to
participate in the workforce.

. Being a location for access to information about training, and for delivery of training in
smaller towns.

) Workspace, with facilities for workers otherwise based at home and for small and start
up businesses. Linking this to the role of libraries in attracting people to town centres.

. Direct support with digital skills.

This is important as a context factor for the libraries review. It includes a focus on increasing the
amount of affordable housing. This recognises the challenge of attracting and retaining young
people who in the past have reached university age and then left an area of generally high house
prices. An additional aspect is extending provision of residential care bed spaces for the ageing
population as well adaptations to help older people remain living at home.

19 Residents’ Survey: Covid-19 — Headline Findings Report, West Berkshire Council, July 2020
20 pigital Strategy 2020-23, West Berkshire Council, November 2019
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Points to consider in terms of library services

° The implication for libraries is that existing patterns of population will change and they
can expect to need to continue to adapt as these changes take place in the medium
term. Space needs to be flexible.

This area of aspiration creates a strong sustainability and quality of life agenda that libraries can help
to support. This relates to more partnership working, increased links with cultural organisations and,
as evidenced in the public survey, a desire to see libraries as places which have a strong cultural
element including events, exhibitions, courses and classes.

West Berkshire has a number of rich cultural assets and a tradition of a large number of events and
activities. However, the Cultural Heritage Strategy®! notes that consultation has emphasised the
difficulty many residents have in gaining access to these. There are strong links between arts and
cultural participation and good wellbeing, so a priority theme of the Cultural Heritage Strategy is to
improve access and participation, particularly for disadvantaged groups, including children from
deprived backgrounds.

Points to consider in terms of library services

. Events and exhibitions to engage people in and promote sustainable choices.

. Linkage to the promotion of access and participation in arts and cultural activities.

Public engagement survey

A public engagement survey was carried out in late autumn 2021 as part of a review of the whole
library service, including mobile libraries, the “At Home” service and e-library, regular activities for
children and families, and annual events such as the Summer Reading Challenge. The aim of the
survey was to collect feedback from the service’s customers and from those who do not use libraries
to assess potential changes to improve the service, and to develop the service in the future.

. There were 896 survey responses which represents 5.72% of active library borrowers
based on pre-pandemic levels in 2019/20.

. 71% of responders were female.
. 63% were aged over 55.
. 91% were library users.

Some headlines from the survey are included here to give some additional context to the needs
assessment.

In some ways the responses indicated that a lot of respondents primarily enjoy the "traditional"
aspects of the library service - 57% said that book related services were the ones they used most.
This may reflect the older demographic of the majority of those surveyed but there was also

21 West Berkshire Cultural Heritage Strategy 2020-2030, West Berkshire Council
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recognition of the value of digital services, information provision and events. However, some
respondents were clearly not well informed about the breadth of the current offer - one noted "[I]
didn't realise you provide so much!". 13.6% said that lack of awareness of services provided was a
reason they had not used library services in the last two years and 16% said that had not used it as
they did not think the service was relevant to them.

On balance, the responses show a good level of support for libraries playing a broader role as a
community facility. There were several positive comments about the way that the Hungerford and
Lambourn libraries work with their communities; good support for the role of libraries in providing
digital access for some people; and positive response to the idea of services that connect vulnerable
groups more to their communities and reduce isolation.

There was evidence, however, of a minority of respondents who felt that the service should
prioritise what was perceived as a core task done well - providing access to books. Others voiced
concerns about whether current buildings would have adequate space for more community focused
activities, while some respondents were concerned about the impact on noise levels.

There were several messages about the current offer:

. A very high level of satisfaction with the current staff and service.

. There were several comments indicating a wish for a better e-book and audio-book
offer, including a wish for more books and a better search / user interface. There are
some practical limitations on these services - the comments suggest the need to
explain factors such as the limitations of digital rights management and why there are
two services to customers.

. There were several comments from people who would like longer or more flexible
opening hours. This is likely to reflect the restrictions on getting to libraries faced by
working age people or those wishing to visit with school aged children.

. There is a deep appreciation of the “At Home” service by its users and a set of very
appreciative comments from regular users of the mobile library.

. There were several comments about a wish for closer working with schools - this was
raised in responses to several questions so may indicate a small number of users to
whom this is very important issue.

The responses clearly show the continued impact that the Covid-19 pandemic is having on people's
library habits with several users explaining how they were still fearful of making visits to the extent
that they had before March 2020.

Cross-cutting themes and implications for libraries

This section aims to set out some conclusions about the areas where libraries can support the needs
identified. It draws on insights from the round of interviews carried out as part of this work and
suggests some cross-cutting themes.
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Engagement

One of the themes of the interviews we carried out was the difficulty of engaging the disadvantaged
communities in West Berkshire. Some interviewees had a perception that libraries are underused by
residents in the more deprived areas who see them as serving a middle-class demographic. For
example, while West Berkshire has a high participation rate for the Summer Reading Challenge
(SRC), there is a question about whether it reaches the children and young people who stand to
benefit most. The chart below, based on 2021 data shows that the lowest rate of completion is in
Lambourn, which has the most deprived library catchment area. Some responses to the staff survey
also indicated that a lot of the children who sign up to SRC are not those who need most help with
their reading.
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Figure 14: 2021 Summer Reading Challenge finishers by library

It is important to note that the Reading Agency has now released statistics for the 2021 Summer
Reading Challenge. West Berkshire had the highest percentage reach in the South East of England,
with 16% of 4-12 year olds taking part. This is due to a high level of engagement with schools which
the library service has worked very hard to develop since 2017.

Identified needs include:

. While there are strong building blocks in partnership with children’s services through
the Bookstart and Imagination library schemes, there is a strong case for more linked
activity, given the large attainment gap that opens up during secondary education. An
important theme is the need to encourage intergenerational reading and learning.

. Greater dedicated resource for promoting library services. Education staff interviewed
emphasised that much effort is needed to engage schools, constantly promoting and
re-promoting library offers.

° Closer linkage of promotion of the library and education adult learning offers. We
understand that there are practical limits on this created by the individual learning
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record that needs to be maintained for formal courses, but there is scope for more
shared marketing to help engagement.

. Looking at the role of the mobile library as a means of engaging communities. Can it be
combined with other services as part of a wider mobile outreach service and targeted
more at harder to reach communities and estates? See paragraphs 6.24 to 6.28 for
discussion of the mobile library.

. Review of foreign language information and resources in libraries, including to reflect
the growth of Syrian and Afghan refugee numbers.

. Review the approach to fines. This was a small factor in the public survey (7.4% of
respondents identifying concerns about overdue fines as a reason for not using library
services in the previous two years). However, anxiety about fines was identified by one
voluntary and community sector representative, and several staff in their survey
responses, as a barrier to some disadvantaged groups in becoming library borrowers.

This is an important theme in the context of a district with a large rural area that has nearly two
thirds of its LSOAs ranked in the three most deprived deciles nationally for barriers to housing and
services. Public sector information and transactions are increasingly available only digitally, with
limited face to face customer service points. Some facilities, like arts, are perceived as Newbury
focused. It is increasingly challenging to provide bus services in rural areas.

In our interviews, we repeatedly heard concerns about digital exclusion and its implication for access
to information and services. There are three dimensions — lack of access to devices, internet
connection and digital skills. Examples given include people with mental health support needs who
would like assistance in accessing housing support and information.

We also heard a lot of support for the concept of community hubs and the advantages of co-locating
libraries with other public services or community facilities. This would mean building on the positive
experience in Hungerford. The convenience of combined access for users was highlighted as
especially helpful for people with learning disability or mental health needs.

Identified needs include:

. More tailored IT support and infrastructure at libraries. Staff are very clear that to
enable libraries to address digital inclusion, they need IT support suitable for a public
facing context. Currently computers are set up with the same restrictions as staff
equipment meaning that support has to be called for any issue, including some
software updates. There is only one part-time member of IT support staff with detailed
knowledge of the library public access computers, leading to slow response times and
frustration for the public. The council has invested heavily in libraries IT provision and
the public access computers (hardware and software) in all libraries were replaced in
2019. There have, however, been problems with the implementation of the new
equipment in terms of its integration with the bookings management system and
printing. In 2019/20, 5,900 (7%) of computer hours were lost because of technical
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problems requiring maintenance (compared with 83,700 available hours). In April to
July 2021 over 2,000 hours have been lost. This is in addition to issues that do not
warrant a full shutdown. Staff also report that the corporately procured multi-
functional devices providing printing/photocopying/scanning facilities are not suited to
public requirements, particularly in terms of photocopying. There is a strong need to
allow members of the public to print via wifi from their own devices and with simple
payment mechanism.

. Staff training to enable an “assisted digital” service to be offered more consistently.

. Consideration of the scope to establish more community hubs.

As local public service budgets have reduced in recent years, it has become increasingly difficult to
meet rising demand. It is increasingly important that communities harness their own strengths in
connecting people to peer support, social interaction and community action.

According to the 2014 JSNA??, an estimated 14,000 people in West Berkshire (9.3% of the
population) provide unpaid care. The social care system would not be sustainable without their
support.

We have highlighted the large instance of secondary level mental health problems. The JSNA Living
Well — Mental Health in Adults 2 notes that excess under 75 mortality rate in adults with serious
mental illness in West Berkshire was the highest in the South East region. Without strong community
links, it can be hard to understand who may be isolated and at risk.

As in many areas, the Covid-19 pandemic led to a surge in community action. 25.3% of respondents
to the 2020 Covid-19 survey said they had volunteered to help in their local community during the
pandemic and 35.9% of respondents said they felt more connected to their local community than
previously.

Library use has been shown to have a range of health and social benefits including socialisation and
provision of respite for carers and new parents, improved health literacy through health drop-ins,
and reduced loneliness and isolation especially for older people living alone. These benefits can be
experienced by ordinary users and by library volunteers. A clear message from the interviews we
conducted is that libraries have a contribution to make here and that a stronger contribution to
community resilience requires co-design of the offer at a local level to reflect hyper local needs.

Identified needs include:

. Lambourn has an effective model of community co-design, based on the Lambourn
Library Volunteer Group and the Friends of Lambourn Library. As well as mobilising
extensive volunteer support, it helps to tailor the service to the local needs, linked to a
low wage horse-racing focused economy. It also works to animate groups and provide

22 ulnerable Groups — Carers, West Berkshire Council Joint Strategic Needs Assessment, 2014
3 Living well — Mental Health in Adults, West Berkshire Council Joint Strategic Needs Assessment, 2016

Page 159



social interaction in an isolated community. Can this level of engagement be
encouraged in other library locations?

Establishing libraries as a location for “mental health first aid”.

Greater promotion of room hire opportunities, to encourage community groups to
meet locally. This raises the question of whether the library building can be open
outside of library opening hours (as is the case in Hungerford) to allow community
access.

The public survey showed some concern (about the risk of diluting perceived core
purpose, about space and noise) in any broadening of library services. The tone of
these comments strongly point to the need for co-production with communities about
expanding any library's role.

Libraries have a well-established role in supporting skills development and employment. This ranges

from computer “code” clubs for children, to the PC access which allows job seekers to make online

applications or create CVs. However, changing patterns of work, and changing skills requirements,

mean that there is potential for libraries to play a much greater role in economic support. The

changing context includes:

More people working from home, a trend greatly accelerated by the Covid-19
pandemic.

A growth in micro businesses run from home, often in creative or craft sectors.

Employers are particularly looking for business focused digital skills — not coding, but
rather applied skills such as social media marketing and database use.

Identified needs include:

Provision of more desk space for non office-based workers to use to work — for
example young people who do not have study space at home.

Provision of enhanced facilities for micro-businesses, for example 3d printers, and

”24

other facilities on the model of the “Makerspaces”** concept to encourage co-creation,

sharing resources and knowledge, and networking.

Building on these concepts, establishing libraries as a focal point for encouraging
people into town centres. There are opportunities in the master planning exercise
which has taken place in Newbury, and this opportunity is discussed in section 6.

24 Government guidance on Makerspaces is at this link:
https://www.gov.uk/government/publications/libraries-and-makerspaces/libraries-and-makerspaces The

concept of establishing them in libraries was included in the UK Digital Strategy, 2017.
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Library locations

Purpose of this section

Part of the brief for this work is to analyse the location of libraries in relation to population and

existing customers. The static library locations are long-established and it is important to review

them, in a context where an average of around 500 new homes have been built per annum between

2006/07 and 2018/19 and several thousand more are expected in the Infrastructure Delivery Plan.

In order to support this analysis, we have created a set of library “catchments”. We have matched
postcode data for active borrowers for each library in 2019/20 to their LSOA. We have then
identified for each of West Berkshire’s 97 LSOAs which library is the most popular among its active

borrowers. We have then allocated that LSOA to that library’s catchment. The table at Appendix Il

shows for each LSOA the percentage of active borrowers using its most used library.

This enables us to assess the patterns of use for each library in relation to IMD scores and to

understand the hinterland from which it attracts its borrowers. Two caveats about the method do

need to be stated:

° Some post codes are not co-terminous with LSOAs. This means that some properties
may exist both sides of a LSOA boundary. In such cases, the postcode will be allocated
to one side according to its centroid. This means that our catchments cannot be 100%
accurate around boundary thresholds.

. The strength of “popularity” of the most used library varies among the LSOAs. In some
cases, it is very high (99%) and in others lower (the lowest is 37% - meaning that in
such cases, it is just a couple of borrowers which determine the catchment
allocation)®.

. Catchment information and associated IMD average decile information are shown
below. The IMD number indicates the average decile position ona 1to 10 scale—a
high number correlates with least deprivation:

Library Population |Overall Income Employment |Education, |Health Crime Barriers to  |Living
catchment of catchment |Index of Skills and Deprivation Housing and |Environment

Multiple Training and Services

Deprivation Disability

(IMD)
Burghfield 7,675 8.4 8.2 8.6 7.6 8.0 7.4 6.6 7.6
Common
Hungerford 9,470 7.5 7.0 8.3 6.7 8.7 8.2 6.8 4.7
Lambourn 4,245 6.3 5.7 7.3 3.7 7.7 5.7 4.0 5.7
Mortimer 5,816 7.7 7.3 7.7 7.7 8.3 6.7 6.0 3.7
Newbury 63,597 7.9 7.7 7.9 7.0 8.6 7.8 5.3 6.0
Pangbourne 18,751 9.4 9.0 8.9 7.9 9.4 9.2 6.6 8.3
Thatcham 28,307 8.1 7.5 7.6 6.4 83 8.2 6.3 8.2
Theale 20,589 7.9 7.7 7.9 6.0 8.6 7.8 4.9 8.1

%5 |In one LSOA, E01016262, two libraries (Pangbourne and Theale) were of equal popularity and proximity. We
allocated it to Pangbourne, but accept it could equally have been allocated to Theale.
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Key points from this table are:

° Newbury has by far the largest catchment. More than double the number of the next
largest, Thatcham. It covers 37 of the 97 LSOAs in the district, several of which are
some distance from Newbury, including in the north of the area. This may reflect
borrowers’ work location or a willingness to travel to the library. The catchment scores
low on barriers to housing and services, which is further evidence that it extends to
some people in the rural parts of the district.

° Pangbourne is the least deprived catchment.

. Lambourn is the most deprived and is so on all domains, except living environment?,
There is a noticeable gap between its score on education, skills and training and the

next most deprived.

° It is noticeable that the two libraries that are closest to each other, Burghfield
Common and Mortimer, have the second and third smallest catchment populations.
Overall, and on the domains other than health and disability, education, skills and
training, the Mortimer catchment shows more deprivation than Burghfield Common.

It is helpful to overlay library activity patterns on some of the key aspects of the catchment analysis.

Library Population of |Library Total Active Library visits|Visits per  |Visits per |Index of Barriers to
catchment opening active borrowers [(2019/20) |hour open |head of Multiple Housing and
hours per borrowers |as % of catchment |Deprivation |Services
week (31 for library |catchment population ((catchment) [(catchment)
March 2020) population
Burghfield 7,675 19 957 12.5 18,206 958 2.4 8.4 6.6
Common
Hungerford 9,470 26 1,076 11.4 40,175 1,545 4.2 7.5 6.8
Lambourn 4,245 15.5 455 10.7 11,085 715 2.6 6.3 4.0
Mortimer 5,816 19 558 9.6 12,876 678 2.2 7.7 6.0
Newbury 63,597 47 7,815 12.3 171,119 3,641 2.7 7.9 5.3
Pangbourne 18,751 22 949 5.1 19,388 881 1.0 9.4 6.6
Thatcham 28,307 33.5 2,346 8.3 41,021 1,225 1.4 8.1 6.3
Theale 20,589 23.5 1,082 5.3 23,562 1,003 1.1 7.9 4.9

There are limitations to this analysis — the library data is based on raw information about the
particular library and will include some users from outside the defined catchment, although all active
borrowers described here have West Berkshire post codes. Nevertheless, it indicates some trends:

. The lowest percentage of active borrowers per population catchment is at
Pangbourne, the least deprived catchment. It also has the lowest number of visits per
head of catchment population. Theale also has low rates of borrowing compared with
the catchment population.

26 The Ministry of Housing, Communities and Local Government’s Statistical Release of 26" September 2019 on
IMD defines all the domains. “The Living Environment Deprivation Domain measures the quality of the local
environment. The indicators fall into two sub-domains. The ‘indoors’ living environment measures the quality
of housing; while the ‘outdoors’ living environment contains measures of air quality and road traffic
accidents”.
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. Lambourn and Hungerford, are both in the higher half of percentages of active
borrowers per population catchment. Both also score highly for the number of visits
per head of catchment population. This may be an indicator of the strong community
ownership or presence that they have (Hungerford operates as a community hub,
supported by a charity, the Hungerford Library and Community Trust and Lambourn
has active volunteer and friends groups, with good links to the racing community).

. Burghfield Common is the best used library in terms of active borrowers per
population catchment.

. Newbury is the best used library, as would be expected from its position as the main
library in the area and its large catchment. It is noticeable that it scores much higher
than Thatcham on both percentage of active borrowers per population catchment and
number of visits per head of catchment population.

6.7 Further trends about active borrowers can be seen in the series of maps below, which shows quintile
analysis of the percentage of population in each LSOA that are active library borrowers at static
libraries (based on 2019/20 data).

. Library Locations

Library Locations: 1. Lambourn, 2. Hungerford, = Mobile Library Stops
3. Newbury, 4. Theale, 5. Pangbourne, )
6. Burghfield Common, 7. Mortimer, 8. Thatcham Percenatge of Library Users

- Lowest Quintile
[ uintie 2
[ quintite 3
I cvintie 4
- Highest Quintile

Percentage of Population using West Berkshire Council Libraries
© Crown Copyright and database rights 2021. West Berkshire Council 0100024151

Figure 15: population rate using West Berkshire libraries by LSOA (all ages)
6.8 This map shows:

° The density of borrowers is highest around library locations.
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6.9

6.10

6.11

. The lowest quintile areas are relatively close to libraries in neighbouring authorities.
These are Goring library for LSOA E01016257, which contains the parishes of Aldworth
and Streatley; Reading Central and Caversham libraries, which are close to the block of
low quintiles in the east of the area; and Tadley library in Hampshire, which is close to
the Aldermaston area.

. There is some correlation between use and socio-economic conditions. The four most
deprived LSAOs have use percentages at 6 or lower. These are in Newbury Greenham,
Thatcham North East and in the Tilehurst South and Holybrook ward. However, there is
a varied pattern among the least deprived LSOAs — 13 of those with the lowest 10% of
deprivation have use percentages of less than 10%, while 12 of them have use
percentages between 10 and 17%.

In order to test more the level of correlation between active borrowing and library use, we created
the scatter chart, shown below. This plots the IMD score (a national measure) of each LSOA against
its percentage of active borrowers:
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Figure 16: scattergraph of LSOAs by overall IMD rank and active borrower population percentage

This shows a slight trend towards least deprived areas (having lower IMD scores) being those where
a greater proportion of people use libraries.

The trend is similar if we focus on the domain of barriers to housing and services. This indicates less
library use in the more remote areas.
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Figure 17: scattergraph of LSOAs by IMD barriers to services domain score and active borrower

population percentage

6.12  Some further insights can be gained from maps for percentage of use based on age bands. Maps for
junior users (0 to 17); adult users (18 to 74) and senior users (75+) are shown below.
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Figure 18: population rate using West Berkshire libraries by LSOA (ages 0 - 17)
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Figure 19: population rate using West Berkshire libraries by LSOA (ages 18 - 74)
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Figure 20: population rate using West Berkshire libraries by LSOA (age 75+)

6.13  This highlights some additional points:

. In the Lambourn area, junior engagement is in the middle quintile and adult activity is
high, except for the area immediately around the town. This LSOA (E01016306) is in
the bottom 20% for education, skills and training and may point to the need for a focus
on intergenerational learning (see paragraph 5.8).

. Low junior engagement around Mortimer.

. Newbury and Thatcham. A corridor running east of Newbury towards Thatcham and
around Thatcham is in the lowest quintile for over 75s. Parts of this corridor also have
low use among junior members. The reasons for this are not clear. The average
deprivation level is at or only one decile below the West Berks average on most IMD
dimensions, although it is two below on education, skills and training.

° There is a clear drop off in library use among over 75s in the more remote parts of the
district, particularly in the north.

° The areas to the west of Hungerford and Newbury seem to be very effective at
engaging over 75s. LSOA E01016326, which covers the Speen, Boxford and
Winterbourne parishes also has very high engagement of the “At Home” service.
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The interviews and evidence review for this needs assessment have highlighted a mix of needs and
opportunities. These are set out below.

Thatcham

Thatcham Town Council’s Town Plan 2014 — 19% noted how recent growth in population in
Thatcham had not been matched by equivalent growth in services and infrastructure. Library staff
described to us how the library building is too small for the town’s needs and is also unattractive and
hidden from view. Some improvements are planned, including changing the entrance area to help
combat anti-social behaviour and to provide an accessible toilet. The town council provides £24,000
funding per annum, which is contingent on improvements being made. With new housing
development coming, the Infrastructure Development Plan identifies the need for new library /
community hub building in the town. Our analysis would support this as a way to promote more
engagement in parts of surrounding area, particularly in Thatcham North East and among older
people in the corridor to the west of the town. The current masterplanning exercise underway in
Thatcham creates an opportunity for a strategic discussion about location and how to link library
provision to other facilities.

Eastern part of the district

The four libraries in this area show varying patterns of use. Burghfield Common and Mortimer
libraries are geographically quite close to each other and there is a contrast between their level of
use (Burghfield Common relatively high in relation to its catchment population and Mortimer lower).
The Mortimer building has been refurbished in the last five years and has a covenant requiring it to
be used as a library. We understand that previous discussions with the parish council about creating
a community hub space are currently paused due to the pandemic. The analysis of use suggests that
this should be explored again as a way of improving engagement and access. The Burghfield
Common building is part of Willink school with a locked door between the public library and the
school. Recent discussions with the school have identified an appetite to merge the public and
school libraries, with the aim of making better use of the space and promoting use by all age groups.
This is clearly an opportunity to build on the good levels of use of the public library and to promote
more engagement with the community. Some works would be needed to the current library building
- essential maintenance only has been carried out in recent years while discussions took place with
Burghfield Parish Council about the potential of relocating the library to be part of a proposed
community hub. These plans were not progressed because of a change of plan by the Parish Council.

Use of the Theale and Pangbourne libraries are both low in relation to the population catchments.
Pangbourne has a village centre location, which is a good basis on which to build greater community
engagement. Theale scores poorly on the IMD access to housing and services domain, suggesting
that exploration is needed of how to connect the library more closely with the community, especially
in the area beyond the main settlement. Note that parts of the Theale building have been converted
to offices, which provides income to make the location sustainable.

27 Council Plan 2014 — 2019, Thatcham Town Council, 2014
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Western part of the district

Our analysis shows Hungerford to be a very popular library across age groups and it has by some
way the highest number of visits per head of catchment population. This suggests that the hub
model is highly successful for attracting local people to the building and that adapting this model
should be considered in other locations.

Lambourn library is centrally located in the main high street. It is well used in terms of visits per head
of its catchment population and has above average percentage of active borrowers from its
catchment population. An area to consider is how to reduce the difference between the relatively
low quintile adult library use in the LSOA immediately to the east of the town centre compared with
the high quintile use in the rest of the catchment.

Newbury

Newbury library is in a purpose-built 20+ year old building, which has enjoyed good investment, such
as recent upgrading of the lighting. The recent masterplanning exercise for the town centre, which
has involved public consultation, proposes new community use for a car park area very near the
library. This is a major opportunity for new physical space to be linked to different community uses.
The economic development team see this as a way to address skills and small business support
needs by creating co-working areas including with facilities for small creative, digital or craft
businesses. Such space could also provide opportunities for culture and heritage related activity.
Extended and more flexible space could also be an opportunity to address the sometimes
contradictory needs for quiet space (for example to enable computer training for people with
learning disabilities) and more lively welcoming areas for less engaged young people.

Northern part of West Berkshire

It is striking that the library locations mark out a horseshoe shape along the east side of the district,
along the Kennet valley and then up to Lambourn. A large area of the north and central part of the
district is not served by a static library, although there are mobile stops in most LSOAs. Some new
housing is indicated in the infrastructure development plan for the North Wessex Downs area (see
paragraph 3.3). In order to help assess whether there is a need for a library in this area, we have
created an imagined catchment for a library site in this area — see map below:
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The key data for this catchment, compared with the average of the eight identified existing
catchments, is shown below:
Library Population |Total active |Active Overall Income Employment |Education, |Health Crime Barriers to  |Living
catchment |of borrowers |borrowers |Index of Skills and Deprivation Housing and |Environment
catchment as % of Multiple Training and Services

catchment |Deprivation Disability

population |(IMD)
Northern 11,252 766 6.8 7.9 8.9 9.4 8.3 9.7 7.7 2.9 3.7
West Berks
average 19,806 1,905 9.4 8.1 7.7 8.0 6.8 8.6 7.9 5.7 6.9

It would be smaller than average but larger than the catchment population for Burghfield Common,
Hungerford, Lambourn and Mortimer. The active borrowers expressed as a percentage of catchment
population is based on use of the existing libraries and is higher than the figures for Pangbourne and
Theale. However, the level of deprivation on most dimensions is lower than average. On
employment, education, skills and training, and health, it would be less deprived than any existing
catchment. However, it is noticeably more deprived on barriers to housing and services and living
environment. Any future library provision could have a role in addressing this, particularly if it was
closely associated with provision of access to other public services.

Most library users in this notional catchment currently are active borrowers at either Newbury (71%)
or Pangbourne (20%). Part of the east of this notional catchment would also be relatively close to
Goring library in Oxfordshire.

Mobile library service

Looking at data from 2019/20, the number of active borrowers from the mobile library was 682. This
is lower than all the static libraries, expect for Lambourn (489) and Mortimer (579). Many of these
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are also using other library locations. The table below shows the borrowers who have only borrowed
from the mobile library, in comparison with the other libraries and services:

Burghfield Common 487
Hungerford 649
Lambourn 296
Mortimer 299
Newbury 3,768
Pangbourne 620
Thatcham 928
Theale 477
WB Mobile 313
At Home 41
Web 131

6.25  As noted in paragraph 4.13, use of the mobile service has declined in the last decade, although the
trend has been more stable since the consolidation to one service. The map below gives an
indication of the pattern of use of the mobile library, showing quintiles for the percentage of the
population in each LSOA that is using the service.

O Library Locations
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Percentage of Population using West Berkshire Council Mobile Libraries
© Crown Copyright and database rights 2021. West Berkshire Council 0100024151

Figure 21: population rate using West Berkshire mobile library by LSOA (all ages)
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6.26  Breaking the data down by age group shows that the service has greater take up by over 75s in some
of the locations furthest from static libraries, as would be expected. 18 to 74 and under 18 use
follows the overall pattern but with sparser use in some central and southern areas. In all cases, the

low density of use in eastern areas is striking.

@ ubrary Locations

ot i oo
6. Burghfield Common, 7. Mortimer, 8. Thatcham  Percentage of Mobile Users
I Lovest Qunitie
[ quintie 2
[ cuintie 3
I cuintie «

I et Qune

Percentage of Population using West Berkshire Council Mobile Libraries — Junior Members
© Crown Copyright and database rights 2021. West Berkshire Council 0100024151

Figure 22: population rate using West Berkshire mobile library by LSOA (ages 0 - 17)
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Figure 23: population rate using West Berkshire mobile library by LSOA (ages 18 - 74)

Page 172



@ ubrary Locations
Library Locations: 1. Lambourn, 2. Hungerford,
3. Newbury, 4. Theale, 5. Pangboume.
6. Burghfield Common, 7. Mortimer, 8. Thatcham Percentage of Mobile Users

I owest Quintie
[ cuintie 2
[ cuintie 3
I cunve +
I iovest Quintie

B Mobile Library Stops

Percentage of Population using West Berkshire Council Mobile Libraries — Senior Members
© Crown Copyright and database rights 2021. West Berkshire Council 0100024151

Figure 24: population rate using West Berkshire mobile library by LSOA (age 75+)

6.27  Our interviews identified an interest in exploring the wider outreach role of the mobile library and
just over 30% of respondents to the staff survey identified the need for a little or a lot of
improvement in the mobile service. One comment specifically talked about linking locations with
schools, family hubs, community/day centres or leisure centres.

6.28  The current mobile vehicle is around 15 years old and is diesel powered. Age and sustainability
considerations mean that it will need replacing in the short to medium term. We recommend that a
feasibility study is carried out on the mobile service which should consider:

. The scope and appetite to link it with other local services, including advice and social
prescribing.

. Customer engagement, about the balance of benefits between a mobile service and an
enhanced “At Home” service.

. Assess the constraints created by narrow rural lanes — how far does this limit
introducing a larger vehicle that could offer a blend of mobile council services?

. Review data about previous stops that have been targeted at, for example, schools.
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Conclusion

This needs assessment highlights how the generally prosperous nature of West Berkshire masks
some pockets of disadvantage. This is manifested through wide gaps between the best and worst
performing figures in areas such as secondary school attainment and healthy life expectancy. It is
also stark in employment, where the district ranks highest out of 150 authorities in terms of the
employment rate for 23-28 year olds, but is 142nd for its net underemployment (the imbalance
between the numbers of young people wanting to work more hours and the numbers wanting to
work fewer). This needs to be set in the context of an area of ageing population and increasing
imbalance between the number of retired and working age people and the challenges that creates
for the sustainability of public services.

The Covid-19 pandemic has further shone a light on needs in areas such as social isolation, including
of carers and people with learning disabilities, and the number of people with secondary mental
health needs.

These trends point to four areas of important need in the district that the library service can do
more to support:

e Engagement. Our research has highlighted the difficulty of engaging “hard to reach”
communities and the headline indicator of this is the large secondary education gap. There is
an important role for libraries to support wider efforts to address this, through a focus on
intergenerational learning and wider prevention work. Serving this need will require
consideration of approaches to marketing and how to create staff time for engagement and
community activities. In order to gain results, outreach needs to be consistently delivered
and regularly repeated and this requires resource to keep refreshing relationships with key
partners such as schools. When community contacts leave, it is important to have capacity
to develop relations with the new contacts to retain partnerships, and continue to provide a
service which meets the needs of the whole community including “hard to reach”.
Discussions with staff for this needs assessment highlighted their view that they do not
currently have the level of resourcing needed for this.

e Access to information and services. With a large rural area and increasing digitisation of
public services, there is a need to promote digital inclusion. For libraries this means building
offers of assisted digital support, particularly to older people and vulnerable groups who lack
the confidence to use self-service channels, or do not have access to suitable devices or
reliable internet connection. Serving this need will also require more tailored support
arrangements for public facing information technology equipment and creates a staff
training need.

e Community resilience. Particularly in the context of an ageing population, there is a growing
need for communities to identify and harness their own strengths in connecting people to
peer support, social interaction and community action. Libraries can support this by
functioning as community hubs. This will need co-creation with communities and other
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public service organisations. It requires consideration of factors such as whether a library
building can be open outside of library opening hours for wider community uses.

e Skills and employment. This is an area where the Covid-19 pandemic has accelerated
changes in the pattern of work, creating a need to provide space and facilities to support
home workers, micro businesses and job seekers. More widely, there are the challenges of
younger people’s social mobility and the participation in the labour market for older and
disadvantaged groups. These are factors that can be supported with changes to the
configuration of physical library space and equipment and by encouraging support networks,
with partners to use libraries.

While West Berkshire’s population is projected to be stable in the medium term, it has seen
considerable house-building in the last two decades and more is projected. There is a need to review
the pattern of provision to reflect changing the demography:

e East. There are four libraries relatively close together with varied patterns of use. There is a
need to explore the potential for partnership to create more community hub style facilities
that can promote engagement with the community. The recent discussions with Willink
school about joint use and reconfiguration of the Burghfield Common site creates an
opportunity to explore this. The level of community engagement in the west of the area in
Hungerford, where the community hub is supported by a charity, and Lambourn, which is
supported with active Volunteer and Friends Groups, also provide models which could be
tested in the east..

e Newbury and Thatcham. Masterplanning work in the town centres is an opportunity to tailor
library provision better to local needs. In Newbury, there is an opportunity to extend the
current facility in a way that would support the employment and skills agenda. In Thatcham,
patterns of use indicate a need for more engagement in parts of its surrounding area. Staff
report that the current facility is poorly located and its potential constrained by its small size
— creating a new facility that can better engage people needs to be explored in the planning
exercise.

e North. A large area of the north and centre of the district is not served by a local West
Berkshire library and active library borrowers mainly travel to Newbury or Pangbourne.
Modelling a potential catchment for a library in this area shows its level of need on most
indices of deprivation is low. However, it is a rural area which ranks very poorly on access to
housing and services. Through consultation with stakeholders, there is a case to explore
linking some library provision with a wider community hub idea.
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Appendix | — library profiles

This appendix presents short profiles of each library in West Berkshire. The intention is to bring
together key library specific information as a reference to support the service review. Note that
“issues” in the tables below refers to physical issues from the library concerned — it excludes e-
library downloads and web renewals which are not attributed to a particular library.

For the socio-economic profile we have used an average of the national decile rank for each LSOA in
the catchment as this offers both a comparative West Berkshire and national perspective. IMD data
can be presented in different ways and the table in Appendix Il shows the decile rank information
alongside the average calculated score for each catchment.
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Library building

The library building is physically linked to Willink secondary school, but operates as a separate public
library at the moment. The current building needs some attention as only essential maintenance
work has been carried out for the last few years while discussions took place with Burghfield Parish
Council about the potential for relocating the library to be part of a proposed community hub. These
plans were not progressed because of a change of plan by the Parish Council.
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More recently discussions have focussed on the possibility of a dual use library facility with Willink

School.
Catchment Active Visits Issues
population | borrowers
7,675 1,008 18,206 21,801

Of the 1,008 active borrowers, 487 only borrowed items from Burghfield Common library. The most
popular alternative location was Mortimer (109).

Burghfield Common has the highest percentage of active borrowers per catchment population. This
is interesting, as it is also likely that some residents use Reading Library Services.

The library is open 19 hours a week and is busiest on Thursdays. Its busiest time for loans is between
3pm and 4pm on weekdays and between 11am and 12pm on Saturdays.
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Burghfield Library Visitors e Burghfield Library Issues

Comparing issue data from April 2019 to October 2019 with April 2021 to October 2021 shows an a
drop over the period of 24%. This is slightly below average compared with the other libraries. Issues
to children aged 0 to 10 have risen by 12% (it is one of four libraries to show an increase for this

group).

Burghfield Common ranks as the second least deprived library catchment area in West Berkshire
overall on the Index of Multiple Deprivation. It is slightly above average on all dimensions except for
health and crime.
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0%

IMD dimension Burghfield West Berks
Common average decile
catchment
decile

Index of Multiple Deprivation (IMD) 8.4 8.1

Income 8.2 7.7

Employment 8.6 8.0

Education, Skills and Training 7.6 6.8

Health Deprivation and Disability 8.0 8.6

Crime 7.4 7.9

Barriers to Housing and Services 6.6 5.7

Living Environment 7.6 6.9

User age profile
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Hungerford

Catchment map

Aldﬁoyﬁé s \\ &) Garston ={Chaddlew: h\\)\ Legend
4 \ E010|G237‘ -
p 'Woodlands , \\ : y Q i LIBRARY LOCATION
“ 218 E£01016304 ;, dlands = Gr D nend q @
Vi Y, M iry i 529 rd Chis ley LOWER SUPER OUTPUT AREAS 2011
A N 1y
=9 ~ W n “z- /@o;;zv;‘f‘ CATCHMENT AREA
S ( 2 Wenom A Winterbourré s X
/\\D\// ungerford \@4 b S \j[BOXf‘"d ) - Emm:z/;
Chifton” /)~ /74' Newtown chkham T3 iy
| Ffliat)) Eomuzsu A \ o
' Lz \ v \
iy K‘ e PR 4
i ) in t
‘7‘; Ha”w Y \\\ Q) P Emz:zs 3 ng' &/
10 7 —r’ E“{zﬁ’“ VN Avmgton A -y Stockcross .
\Froxﬁdd p /1 == \El’l\loiCnT \\\? e - ©
Chisbury J@: Y/ [N e
- WA 'tt!e Bedigyn )‘" Kinthurg, oo Enborne, ) i
\/ % "\\_\ ! 164 @Crownwpyngmanddglabarser
Ve~ = | eowesnr SIS m{bssoz/J A\ Flable 2021. Weet Beketire ekl
Bagshot |\' /N LOWéI\ |f|kp9.l'l/' ] Marsh %\/Av;-,a L £01016293'2 :
Green \:La y / 7 | R S B £01016285
Shialbourne = \N7 DY all ; &S
AN N X 0 L, Hill™ ~ ‘ W
\/ & 3/J Ne"‘.\i,’{\
/ }/\ 3 X
TO[HIEE]?S& 01/12/2021 ‘q‘
SN Sandham Muqt:)] 1:101000 !
.2 P hi
X3 iy \7“-‘;/15 of
'W :ﬂj Whitway[ * 69 l 3\‘;\"?[[*@; i
oc:owncopﬂwwmnng s 2021 West memclcwnelmmznst { LInkOﬂhO",— & old Burghdere De [L ? :l]!(Z
// Tideombe ¥ /| co XS S d—=tf TR Ry i

Library building

The library service now operates as part of the Hungerford Hub. The building is leased to the
Hungerford Library and Community Trust and has been managed by them since 2018. It is used,
outside of library hours, as a Hub for the people of Hungerford and the surrounding area and used to
hold events such as workshops, talks and exhibitions. There is also a shop space for local artists and
craftspeople to exhibit and sell their work. The space is also available to hire for local groups and
individuals who need a small, comfortable space for their own events. This is a good example of how
multi-purpose use in the right setting can work as a successful model.

Key data for 2019/20

9,470 1,366 40,175 26,558

Of the 1,366 active borrowers, 649 only borrowed items from Hungerford library. The most popular
alternative location was Newbury (316).

The library is open 26 hours a week and is busiest on Fridays. Its busiest time for loans is between
10am-11am or 11am and 12pm on weekdays and between 11am and 12pm on Saturdays.
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Long-term trends
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Hungerford Library Visitors e Hungerford Library Issues

Covid-19 related trends

Comparing issue data from April 2019 to October 2019 with April 2021 to October 2021 shows a

drop over the period of 26%. This is slightly below average compared with the other libraries. Its

issue rate for adults aged 20 to 69 has dropped less than other libraries — a drop of 9% compared
with an average of 24%.

Socio economic profile, based on IMD

On overall decile rank, Hungerford shows as a more deprived library catchment area compared with
others in West Berkshire. However, it is important to note that this is strongly influenced by the
living environment domain and to an extent by the income domain. On the others, it ranks close to
or above average.

IMD dimension Hungerford West Berks
Catchment average decile
decile

Index of Multiple Deprivation (IMD) 7.5 8.1

Income 7.0 7.7

Employment 8.3 8.0

Education, Skills and Training 6.7 6.8

Health Deprivation and Disability 8.7 8.6

Crime 8.2 7.9

Barriers to Housing and Services 6.8 5.7

Living Environment 4.7 6.9
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User age profile
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Library building

The library is centrally located in the main high street as part of a block housing two shops and four

residential flats above. It is leased on a long-term basis at a peppercorn rent.

Key data for 2019/20

4,245

Of the 489 active borrowers, 296 only borrowed items from Lambourn library. The most popular

alternative location was Newbury (55).

The library is open 15.5 hours a week and is busiest on Fridays, which is the day on which it is open
for longest. Its busiest time for loans on a Friday is between 11am and 12pm and on a Saturday is

also between 11am and 12pm.
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Lambourn Library Visitors Lambourn Library Issues

Comparing issue data from April 2019 to October 2019 with April 2021 to October 2021 shows a
drop over the period of 40%. This is above average compared with the other libraries. The drop for
the age group 11 to 19 has been noticeably sharp at 78%.

The Lambourn library catchment area ranks as the most deprived on all IMD domains except living
environment.

IMD dimension Lambourn West Berks
catchment average decile
decile

Index of Multiple Deprivation (IMD) 6.3 8.1

Income 5.7 7.7

Employment 7.3 8.0

Education, Skills and Training 3.7 6.8

Health Deprivation and Disability 7.7 8.6

Crime 5.7 7.9

Barriers to Housing and Services 4.0 5.7

Living Environment 5.7 6.9
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User age profile
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Library building

The library building was completely re-furbished in 2016, and is in a central location in the village.

There is a covenant on the building stating that it must always be used as a library.

Stratfield Mortimer Parish Council leases the conservatory at the rear of the building. There have
been discussions about the Parish Council taking over the management and lease for the whole

building, but negotiations have recently been paused because of the pandemic.

Key data for 2019/20

5,816 579 12,876 12,469

Of the 579 active borrowers, 299 only borrowed items from Mortimer library. The most popular
alternative location was Burghfield Common (109). It is also likely that some residents use Reading

Library Services.

The library is open 19 hours a week and is busiest on Fridays. Its busiest time for loans is between

2pm and 4pm on weekdays and between 11am and 12pm on Saturdays.
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Long-term trends
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== \ortimer Library Visitors Mortimer Library Issues

Covid-19 related trends

Comparing issue data from April 2019 to October 2019 with April 2021 to October 2021 shows an a
drop over the period of 29%. This is very slightly above average compared with the other libraries.
The drop for the age group 11 to 19 has been noticeably sharp at 79%.

Socio economic profile, based on IMD

On overall decile rank, Mortimer ranks as the third most deprived library catchment area in West
Berkshire overall on the Index of Multiple Deprivation. It is below the district average on most
dimensions, but performs noticeably better on education, skills and training.

IMD dimension Mortimer West Berks
catchment average decile
decile

Index of Multiple Deprivation (IMD) 7.7 8.1

Income 7.3 7.7

Employment 7.7 8.0

Education, Skills and Training 7.7 6.8

Health Deprivation and Disability 8.3 8.6

Crime 6.7 7.9

Barriers to Housing and Services 6.0 5.7

Living Environment 3.7 6.9
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User age profile
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Library building

A purpose-built library now 20 years old which is one of WBCs flagship buildings and located
centrally in the Wharf area of the town centre. WBC has made significant investment in the building,

most recently installing energy efficient LED lighting.

There may be a possibility to extend in line with Newbury Masterplan and Cultural Heritage Strategy
to include, for example, a makerspace or space for small and medium sized businesses to rent.

Key data for 2019/20

Catchment Active Visits Issues

population | borrowers
63,597 8,816 171,119 170,458

Of the 8,816 active borrowers, 3,768 only borrowed items from Newbury library. The most popular

alternative location was Thatcham (801).

The library is open 47 hours a week and is busiest on Saturdays. Its peak time for loans is between
11am and 12pm on most days though it remains busy well into the afternoons.
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Long-term trends
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e Newbury Library Visitors Newbury Library Issues

Covid-19 related trends

Comparing issue data from April 2019 to October 2019 with April 2021 to October 2021 shows an a
drop over the period of 34%. This is slightly above average compared with the other libraries. Issues
to children aged 0 to 10 have remained stable.

Socio economic profile, based on IMD

The Newbury catchment is close to the West Berkshire average on all domains of the Index of
Multiple Deprivation. As the catchment covers more than a third of all the LSOAs this is to be
expected.

IMD dimension Newbury West Berks
catchment average decile
decile

Index of Multiple Deprivation (IMD) 7.9 8.1

Income 7.7 7.7

Employment 7.9 8.0

Education, Skills and Training 7.0 6.8

Health Deprivation and Disability 8.6 8.6

Crime 7.8 7.9

Barriers to Housing and Services 5.3 5.7

Living Environment 6.0 6.9
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User age profile
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Library building
The library is a small building which was a former fire station. It is a good location in the centre of
the village.

Key data for 2019/20

18,751 1,085 19,388 21,241

Of the 1,085 active borrowers, 620 only borrowed items from Pangbourne library. The most popular
alternative locations were Newbury (71) and Theale (69).

Pangbourne has the lowest percentage of active borrowers per catchment population. This may
reflect its relative proximity to Caversham and Reading Central libraries, and Goring, in the
neighbouring local authority areas.

The library is open 22 hours a week. Its busiest day is Friday and it is busiest on most weekdays
between 11am and 12pm and between 11am and 12pm on Saturdays. On Mondays, it is only open
in the afternoon and is busiest between 3pm and 4pm.
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Comparing issue data from April 2019 to October 2019 with April 2021 to October 2021 shows a
drop over the period of 22%. This is below average compared with the other libraries. Issues to
children aged 0 to 10 have risen by 10% (it is one of four libraries to show an increase for this group).

Pangbourne library catchment ranks as the least deprived library catchment area in West Berkshire
overall on the Index of Multiple Deprivation. It is above average on all dimensions.

IMD dimension Pangbourne West Berks
catchment average decile
decile

Index of Multiple Deprivation (IMD) 9.4 8.1

Income 9.0 7.7

Employment 8.9 8.0

Education, Skills and Training 7.9 6.8

Health Deprivation and Disability 9.4 8.6

Crime 9.2 7.9

Barriers to Housing and Services 6.6 5.7

Living Environment 8.3 6.9
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User age profile
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Library building

The library was purpose built in the 1980s, but is now inadequate for a town the size of Thatcham
where the population has rapidly increased. The location is slightly out of town and limited signage
means that the building is hard to find as it is not on the main A4 and hidden behind a dental

practice.

In 2021 a project commenced to make short term improvements to the building using capital
funding. This involves the installation of an accessible toilet, and moving the entrance of the building

to reduce anti-social behaviour.

In the longer term, the intention is to consider building a new larger facility as part of the Thatcham
Masterplan and the need identified in the WBC Infrastructure Development Plan. This will provide
an opportunity to consider co-location.

Key data for 2019/20
Catchment Active Visits Issues
population | borrowers
28,307 2,403 41,021 45,745

Of the 2,403 active borrowers, 928 only borrowed items from Thatcham library. The most popular

alternative location was Newbury (801).
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The library is open 33.5 hours a week and is busiest on Fridays. On most weekdays, its busiest time
for loans is between 10am and 11am and between 11am and 12pm on Saturdays.
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09/10 10/11 11/12 12/13 13/14 14/15 15/16 16/17 17/18 18/19 19/20

e Thatcham Library Visitors Thatcham Library Issues

Comparing issue data from April 2019 to October 2019 with April 2021 to October 2021 shows an a
drop over the period of 36%. This is slightly above average compared with the other libraries.

The Thatcham catchment is close to the average on most domains of the Index of Multiple
Deprivation. It is well above average on living environment, and a little below on education, skills
and training, health and employment.

IMD dimension Burghfield West Berks
Common average decile
catchment
decile

Index of Multiple Deprivation (IMD) 8.1 8.1

Income 7.5 7.7

Employment 7.6 8.0

Education, Skills and Training 6.4 6.8

Health Deprivation and Disability 8.3 8.6

Crime 8.2 7.9

Barriers to Housing and Services 6.3 5.7

Living Environment 8.2 6.9
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User age profile

70% 63%
60%
50% 45%
39%
40%
30%
20%
20% 18% 17%  16%
oo ] |
0-15 16-64 65+

M This age group as percentage of Thatcham catchment general population
M This age group as percentage of Thatcham catchment active borrowers

B Percentage of Thatcham catchment general population in this age group who
are active borrowers

Page 196



Theale

Catchment map

Legend

UBRARY LOCATION

LOWER SUPER OUTPUT AREAS 2011

3

CATCHMENT AREA

|© Crown copyright and database
< [rights 2021. West Berkshire District
[Council 0100024151

30/11/2021 i
1:66200 ; k E

own coov : : g a0 X . ; 7 der x ,,»’Eom‘s:os‘ ¢ .
B i : s T \A\‘“’ LY £ L"‘,L-'%rw:,*;:,;, Y B
Eot016338 2 > fic ; o mE m?ﬁ;ﬁfﬁ S oy 7 . 22 g

Library building

The library was a dual—use facility with Theale Green School until 2016 when the school withdrew
from the agreement because of falling roll numbers. Initially there was a threat to the future of the
library as the running costs for the building would have been too high just for the library.

To mitigate this, building alterations were made, and a suite of offices created in the part of the
building formerly occupied by the school. These offices have been leased to the WBC Public
Protection Partnership since 2017, therefore creating an additional income stream to make the
current location sustainable.

Key data for 2019/20

20,589 1,171 23,562 21,504

Of the 1,171 active borrowers, 477 only borrowed items from Theale library. The most popular
alternative location was Newbury (123).

Theale has the second lowest percentage of active borrowers per catchment population. This may
reflect its relative proximity to Reading Central and Caversham libraries, which are part of Reading
Library Services.
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The library is open 23.5 hours a week and is busiest on Wednesdays. Its busiest time for loans is
between 3pm and 5pm on weekdays and between 11am and 12pm on Saturdays.

Long-term trends

60,000
50,000
40,000
30,000
20,000

10,000

09/10 10/11 11/12 12/13 13/14 14/15 15/16 16/17 17/18 18/19 19/20

e Theale Library Visitors e Theale Library Issues

Covid-19 related trends

Comparing issue data from April 2019 to October 2019 with April 2021 to October 2021 shows an a
drop over the period of 16%. This is the lowest of all the libraries. Issues to children aged 0 to 10
have risen by 25% (it is one of four libraries to show an increase for this group).

Socio economic profile, based on IMD
Theale library catchment is close the average on most of the Index of Multiple Deprivation domains.
It is noticeably below average on education, skills and training and barriers to housing and services.

IMD dimension Theale West Berks
catchment average decile
decile

Index of Multiple Deprivation (IMD) 7.9 8.1

Income 7.7 7.7

Employment 7.9 8.0

Education, Skills and Training 6.0 6.8

Health Deprivation and Disability 8.6 8.6

Crime 7.8 7.9

Barriers to Housing and Services 4.9 5.7

Living Environment 8.1 6.9
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User age profile
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Appendix Il = library catchments

The table below shows for each LSOA the percentage of active borrowers using its most used library.
This determines which catchment each LSOA falls into.

LSOA Most used library by  |% active borrowers
LSOA residents using most used
library
E01016270 Burghfield Common 89.7
E01016267 Burghfield Common 85.1
E01016268 Burghfield Common 83.0
E01016269 Burghfield Common 82.9
E01016328 Burghfield Common 64.4
E01016298 Hungerford 87.0
E01016299 Hungerford 86.2
E01016296 Hungerford 81.3
E01016297 Hungerford 81.1
E01016300 Hungerford 50.5
E01016301 Hungerford 49.5
E01016306 Lambourn 91.9
E01016305 Lambourn 83.7
E01016304 Lambourn 74.8
E01016307 Mortimer 83.9
E01016308 Mortimer 76.8
E01016309 Mortimer 50.0
E01016320 Newbury 99.5
E01016346 Newbury 99.3
E01016288 Newbury 99.2
E01016312 Newbury 98.5
E01016289 Newbury 98.4
E01016311 Newbury 98.4
E01016319 Newbury 98.3
E01016322 Newbury 98.1
E01016291 Newbury 97.8
E01016294 Newbury 97.7
E01016310 Newbury 97.7
E01016290 Newbury 97.7
E01016292 Newbury 97.2
E01016293 Newbury 96.5
E01016325 Newbury 96.4
E01016347 Newbury 96.3
E01016321 Newbury 95.7
E01016348 Newbury 95.7
E01016279 Newbury 94.7
E01016323 Newbury 94.2
E01016324 Newbury 92.2
E01016287 Newbury 91.9
E01016326 Newbury 91.1
E01016281 Newbury 91.0
E01016295 Newbury 89.7
E01016280 Newbury 89.0
E01016277 Newbury 87.2
E01016282 Newbury 82.4
E01016286 Newbury 81.5
E01016278 Newbury 80.3
E01016302 Newbury 80.0
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LSOA Most used library by  |% active borrowers
LSOA residents using most used
library
E01016263 Newbury 78.7
E01016285 Newbury 75.5
E01016283 Newbury 55.6
E01016284 Newbury 51.4
E01016303 Newbury 44.1
E01016255 Newbury 41.9
E01016313 Pangbourne 94.4
E01016314 Pangbourne 91.7
E01016318 Pangbourne 85.3
E01016256 Pangbourne 82.4
E01016316 Pangbourne 79.7
E01016317 Pangbourne 76.7
E01016349 Pangbourne 70.6
E01016315 Pangbourne 59.2
E01016258 Pangbourne 50.0
E01016257 Pangbourne 50.0
E01016261 Pangbourne 44.4
E01016262 Pangbourne 38.5
E01016332 Thatcham 77.2
E01016331 Thatcham 73.6
E01016335 Thatcham 69.1
E01016336 Thatcham 66.7
E01016329 Thatcham 66.7
E01016334 Thatcham 65.7
E01016330 Thatcham 64.6
E01016337 Thatcham 62.9
E01016343 Thatcham 61.8
E01016333 Thatcham 60.5
E01016340 Thatcham 59.9
E01016342 Thatcham 58.5
E01016338 Thatcham 56.9
E01016341 Thatcham 55.4
E01016339 Thatcham 52.1
E01016265 Thatcham 45.1
E01016254 Thatcham 37.3
E01016275 Theale 91.7
E01016276 Theale 90.9
E01016345 Theale 90.8
E01016344 Theale 90.8
E01016273 Theale 87.5
E01016274 Theale 81.0
E01016260 Theale 76.2
E01016272 Theale 75.9
E01016264 Theale 56.3
E01016271 Theale 54.5
E01016327 Theale 52.8
E01016350 Theale 52.4
E01016259 Theale 46.7
E01016266 Theale 38.1
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Appendix Il = IMD averages by catchment

The table below shows the average IMD decile ranks and scores for the LSOAs in each library catchment.

Decile rank (1 is most deprived)
Score (higher numbers indicate more deprivation)

Library catchment Index of Multiple Income Employment Education Skills and | Health Deprivation Crime Barriers to Housing [ Living Environment
Deprivation (IMD) Training and Disability and Services
(2019)
Decile Score Decile Score Decile Score Decile Score Decile Score Decile Score Decile Score Decile Score
Burghfield Common 8.40 8.14 8.20 0.06 8.60 0.04 7.60 10.10 8.00 -0.69 7.40 -0.54 6.60 17.75 7.60 11.60
Hungerford 7.50 10.89 7.00 0.07 8.33 0.05 6.67 14.04 8.67 -0.92 8.17 -0.67 6.83 17.99 4.67 26.38
Lambourn 6.33 15.70 5.67 0.09 7.33 0.06 3.67 28.09 7.67 -0.58 5.67 -0.09 4.00 25.87 5.67 18.71
Mortimer 7.67 11.25 7.33 0.07 7.67 0.06 7.67 7.64 8.33 -0.82 6.67 -0.26 6.00 21.20 3.67 27.11
Newbury 7.92 10.68 7.73 0.06 7.89 0.05 6.97 13.15 8.65 -0.92 7.76 -0.66 5.30 22.79 6.00 19.02
Pangbourne 9.42 5.51 9.00 0.04 8.92 0.04 7.92 8.26 9.42 -1.19 9.17 -1.03 6.58 17.11 8.25 9.22
Thatcham 8.06 9.68 7.47 0.07 7.59 0.06 6.35 15.07 8.29 -0.77 8.18 -0.68 6.29 18.49 8.24 9.35
Theale 7.93 10.47 7.71 0.06 7.86 0.06 6.00 16.01 8.57 -0.85 7.79 -0.70 4.86 23.59 8.07 10.79
West Berkshire Average 8.07 9.89 7.74 0.06 8.00 0.05 6.77 13.48 8.60 -0.89 7.92 -0.68 5.71 20.94 6.89 15.24
Northern (illustrative) 7.86 10.84 8.86 0.04 9.43 0.04 8.29 7.24 9.71 -1.31 7.71 -0.55 2.86 33.98 3.71 30.83
* Notes
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1. Executive Summary

The Council’s previous review of library services in West Berkshire (conducted in 2016/17)
recommended that there should be a review of the library service after three years. The
purpose of this review is to ensure the service meets the needs of residents, including any
Covid-19 impacts, and delivers on wider aims cited in council strategies and plans. Phase
1 of the current review has now been completed, with the production of the Community
Needs Assessment (CNA) by the consultants Shared Intelligence in December 2021. This
peer challenge represents Phase 2 of the library service review. The findings of the peer
challenge, along with the CNA, will inform the development of options for future service
delivery for decision by elected members in September 2022.

The recently completed Community Needs Assessment (CNA) provides a comprehensive
analysis of library usage and demographics, and identifies cross-cutting themes which the
library service should be well placed to address to help achieve wider priorities for West
Berkshire. It provides a helpful body of evidence on which to base the current review.

A new West Berkshire Council Strategy will be launched following the May 2023 local
elections. This provides an opportunity to position the library service to support delivery of
Council priorities. There is support from leading councillors in West Berkshire for the library
service and an understanding of its contribution towards the achievement of wider
outcomes in the community. However, they are looking for the service to deliver more
from within its existing resource base, including meeting the challenge of providing access
to the service in a predominantly rural area.

There may be scope to secure additional capital funding. The peer team heard that the
Council has an appetite to invest in buildings as part of a ‘one public estate’ approach to
asset management across West Berkshire. This gives scope for more co-location and
joined up service delivery with leisure and other services, leading to greater engagement
with library service users along with efficiency gains.

The Council has an ageing mobile library vehicle and recognises that decisions will need to
be made around a replacement or alternative approaches. This gives an opportunity to re-
think service provision to ensure an accessible and cost-effective service in rural areas.

There are opportunities to enhance the library services’ engagement with other Council
departments and external agencies. This should build on existing successes, such as that
of the EduCafe in Newbury library in providing access to advice and support for a range of
communities and increasing footfall through the library; the role of library staff in helping to
maintain contact with vulnerable residents during the Covid-19 pandemic; and the early
work the service is doing to promote the Health and wellbeing agenda. Such activities help
to cement the perception of the libraries service as a potential solution to other services
and partners’ challenges in accessing residents and communities.

We present some options for consideration to build on the opportunities outlined above in
providing strategic direction for the library service, including providing an accessible
service in rural areas, increasing the usage and reach of the service and potential
efficiency gains.

1
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2,

Recommendations - suggested options for the way forward

The following are the main recommendations of the peer challenge, intended to help
West Berkshire Council to develop future service options through the Library Service
Review. There are further suggestions for improvement in the body of the report.

Strategic direction

a) Establish and share a clear vision and strategy for the library service, which
supports the delivery of the refreshed Council Strategy from May 2023 and provides
the basis for the development of a combined Culture & Leisure strategy for West
Berkshire

b) Consider the location and future use of library buildings as part of a wider review of
the Council’s property assets, taking advantage of co-location with other council and
partner services and informed by the evidence gathered in the Community Needs
Assessment 2021

Providing accessible library services in rural areas
c) Consider further partnership working with Town and Parish councils, including more
shared use of village halls and the use of ‘pop-up’ library facilities

d) Clearly identify the purpose and outcomes to be achieved by the mobile or
equivalent library service to provide access to library services in the more remote
rural areas of West Berkshire

e) As part of any review of the mobile library, consider the potential for alternative
approaches to achieve these outcomes including a tailored home delivery service
which is integrated with the existing At Home service and digital offers.

Increasing usage, including engaging and retaining current non-users of the

library service

f) Ensure that libraries provide appropriate facilities and spaces for personal learning
and flexible working

g) Consider additional service offers to increase the footfall through libraries, building
on recent successes such as the Educafe and develop a clear strategy to promote
the library service to these new visitors

Potential efficiency gains to re-invest in service delivery
h) Consider opportunities to make efficiency savings in the stock ordering, delivery and
handling processes including the potential for stock delivery direct to branch libraries

i) Consider opportunities for cost savings and reduced environmental impact as part of
the review of the mobile library service

j) Consider formally constituting Friends of Library groups so that they are in a position
to bid for additional funding to support the delivery of library services

2
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3. Summary of the Peer Challenge approach

This peer challenge is part of a programme of on-line peer challenges of council’s cultural
and library services supported by Arts Council England (ACE) and provided by the Local
Government Association (LGA). These challenges follow the recognised principles
adopted across the LGA’s range of peer challenges, both corporate and service specific.
They are intended to help councils improve their cultural and library services and generate
wider learning for the sector.

3.1 The peer team

Peer challenges are delivered by experienced peers. The make-up of the peer team
reflected your requirements and the focus of the peer challenge. Peers were selected
on the basis of their relevant experience and expertise and agreed with you. The
peers who delivered the peer challenge for West Berkshire were:

» Julie Bell, Interim Director — Education, Skills & Culture, Lancashire County Council
(substantive role Head of Libraries, Museums & Culture)

» Councillor Henry Higgins, member of London Borough of Hillingdon Council
(formerly Cabinet Member for Culture, Sport & Leisure)

« David Armin, LGA challenge manager

3.2 Scope and focus

The purpose of the peer challenge was to enable West Berkshire Council to develop
options as part of its Library Services review. The Council has commissioned a
Community Needs Assessment, now completed, and intends to use this alongside the
findings of the peer challenge to develop options for the future of the library service for
decision by elected members in September 2022, to be followed by an action planning
and implementation phase. These options may range from refining the current service
delivery model to ensuring best use of resources, and to a more ambitious approach to
re-shaping the service to increase engagement and drive improved outcomes. All
options will be evaluated in the context of the constraints of existing budgets and
competing Council priorities for investment.

In particular, the Council asked the peer team to focus on the following issue:

+ How can we deliver the library service more efficiently in a largely rural area,
including innovative ways in which to ensure access?

» This should include consideration of:
— awareness raising amongst current users of what the existing service offers
— how to engage with non-users to encourage them to use and remain using
the library service.

3
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3.3 The peer challenge process

The fundamental aim of each peer challenge is to help councils and their partners
reflect on and improve their services and the outcomes they achieve for their
communities. It is important to remember that a peer challenge is not an inspection,
rather it provides a critical friend to challenge councils in assessing their strengths and
identifying their own areas for improvement, along with opportunities to learn from
practice elsewhere. The main elements this peer challenge were:

e Areview of data and key documentation, including the Council’s Community
Needs Assessment

e Virtual meetings and interviews on 215t to 22" April 2022. The peer team met
with leading members and senior officers from the Council, managers from within
the Library Service and from other services who work with the Library Service n
West Berkshire.

e Discussion of emerging findings and potential service development options with
managers from the Library Service and presentation of the team'’s key messages
to leading members, senior officers and managers

By its nature, the peer challenge is a snapshot in time. We appreciate that some of the
feedback may be about things you are already addressing and progressing. The peer
team would like to thank colleagues in West Berkshire for their assistance in planning
and delivering the peer challenge, and for their engagement and openness during the
process.

4
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4. Feedback

Context

West Berkshire is a unitary authority with a population of 158,500 (2019). Itis 272
square miles in area, which is over half of the geographical area of the historic county of
Berkshire. Nearly three quarters of West Berkshire is classified as part of the North
Wessex Downs Area of Outstanding Natural Beauty (AONB). West Berkshire is
predominantly rural area, with the market town of Newbury being the urban centre of the
district. Getting public transport to library branches can be difficult, and this presents
challenges regarding levels of accessibility to those who are not car owners or who do
not otherwise have access to private transport.

In 2016/17 West Berkshire Council conducted a review of library services based on an
independent assessment of needs carried out by consultants Red Quadrant. The review
resulted in major changes to the service which were implemented in 2017/18. These
changes included:

e 44% reduction in library staff.

e The introduction of a new operational model where volunteers support staff to
deliver the library service.

e Closure of one library service point which is now run independently by the
community.

e Reduction of mobile libraries from two to one.

e A commitment to more partnership working with local communities and town and
parish councils

The Council considers that the transformation of the library service following the
2016/17 Library Review has been largely successful. In the two years prior to the
pandemic, library usage in the district increased which is in the contrast to the gradual
decline in library usage nationally.

The outcome of the 2016/17 Libraries Review resulted in a level of library service that
could not be met by the Council’s service budget allocation alone. There was a £150k
funding gap, and it was agreed that this budget shortfall could be met by requesting that
town and parish councils consider making a voluntary contribution of £1 per resident
based on the population of each parish for the next 3 years. Contributions averaged 90k
per year for the first 3 years which created an annual budget pressure/deficit of £60k.
Since then voluntary contributions from some town and parish councils have decreased.

West Berkshire will seek to learn from the experience of other library authorities in
sharing funding pressures on the library service with town and parish councils through
other aspects of the ACE / LGA culture and libraries support programme, rather than
through the peer challenge. However, this does demonstrate the continuing pressure on
funding for the libraries service in West Berkshire which the peer challenge should take
into account.

5
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The current library service

The library service is run out of eight static libraries (the principal library being in
Newbury) together with one mobile library and an At Home scheme. There is an e-
library offering access to e-books, e-audio, e-magazines and e-newspapers.

The net budget for libraries for 2021/22 was £1,206,580. The library service is run by
46 staff (25.06 full-time equivalent posts) and 187 volunteers. The libraries budget is
comprised of 65% for staff costs and 35% for services and premises costs. Some costs
are centralised (for example book stock and IT systems).

In 2019/20 the library service had 15,648 active borrowers (who have been loaned at
least one item in the preceding 12 month period). This equates to 9.88% of the West
Berkshire population. (The Council considers the 2019/20 pre-pandemic active borrower
numbers to give the most representative picture of library usage).

The 2021/22 Library Service Review

The 2016/17 Library Service Review recommended that there should be a review of the
library service after three years. The purpose of the follow up review is to ensure the
service meets the needs of residents, including any Covid-19 impacts, delivers on wider
aims cited outlined in council strategies and plans, including the 2036 Vision for West
Berkshire produced by the Health & Wellbeing Board, the Joint Health & Wellbeing
Strategy for Berkshire West and the new Cultural Heritage Strategy.

Phase 1 of the current Library service review has now been completed, with the
production of the Community Needs Assessment (CNA) by the consultants Shared
Intelligence in December 2021. As part of their analysis, Shared Intelligence conducted
interviews with relevant West Berkshire Council Heads of Service, representatives of
community groups and services. In addition, the Council conducted surveys with the
public (users and non-library users), library staff, and library volunteers.

This peer challenge represents Phase 2 of the library service review. The findings of the
peer challenge, along with the CNA, will inform the development of options for future
service delivery for decision by elected members in September 2022 (Phase 3).
Following this, a Library Service Strategy and Delivery Plan will be developed to
implement the agreed options (Phase 4).

The findings of the peer team are presented in the following sections and provide some
reflections which should assist West Berkshire in developing options for future service
delivery.

6
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4.1 Opportunities to build on

The recently completed Community Needs Assessment (CNA) provides a
comprehensive analysis of library usage and demographics, and identifies cross-cutting
themes which the library service should be well placed to address to help achieve wider
priorities for West Berkshire. These themes are:

« Engagement (especially to address the large secondary education gap)
» Access to information and services

« Community resilience

« Skills and employment.

The peer team consider the CNA to be a significant body of evidence which should be
used to inform the development of options for the future of the library service, with the
cross-cutting themes placing it in an appropriate strategic context.

A new West Berkshire Council Strategy will be launched following the May 2023 local
elections. This provides an opportunity to position the library service to support delivery
of Council priorities. The new Chief Executive, who joined the council within the last
year, has a clear ambition for a joined-up Culture & Leisure strategy which needs to
incorporate a clear direction for the libraries service. The 2036 Vision for West Berkshire
also provides a helpful framework of outcomes to which the libraries service can
contribute.

There is support from leading councillors in West Berkshire for the library service and
an understanding of its contribution towards the achievement of wider outcomes in the
community. There is also an appreciation that the library service needs to deliver value
for money and that there will be greater priorities for increased investment of finite
council resources. Councillors are looking for the service to deliver more from within its
existing resource base, including meeting the challenge of providing access to the
service in a predominantly rural area.

However, there may be scope to secure additional capital funding. The peer team heard
that the Council has an appetite to invest in buildings as part of more of a ‘one public
estate’ approach to asset management across West Berkshire. This gives scope for
more co-location and joined up service delivery with leisure and other services, leading
to greater engagement with more potential library service users along with efficiency
gains.

The Council has an ageing mobile library vehicle and recognises that decisions will
need to be made around a replacement or alternative approaches. This gives an
opportunity to re-think service provision to ensure an accessible and cost-effective
library service in rural areas.

There are opportunities to enhance the library services’ engagement with other Council
departments and external agencies. This should build on existing successes, such as
that of the EduCafe in Newbury library (which the peer team understand is to be
expanded into several other libraries) in providing access to advice and support for a
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range of communities including the local black and minority ethnic population; the role of
library staff in helping to maintain contact with vulnerable residents during the
lockdowns due to the Covid-19 pandemic; and the early work the service is doing to
promote the Health and Wellbeing agenda. Such activities help to cement the
perception of the libraries service as a potential solution to other services and partner’s
challenges in accessing communities.

4.2 Challenges to address

Leaders and managers need to build and sustain the confidence of library staff through
the current service review and beyond. They have experience of previous reviews that
have led to a reduction in resources, in particular staffing, due to wider budget
challenges. This confidence will be aided by developing and communicating a clear
vision and ambition for the future of the service and its role in supporting wider Council
priorities.

The library service has made good and imaginative use of section 106 and Community
Infrastructure Levy (CIL) funds to invest in new ICT equipment in libraries and wider
provision of study spaces with USB ports so that visitors can make use of their own
devices to access the internet etc. This has also included self-service machines to take
out library books and access other resources. However, the peer team heard that staff
feel some frustration about aspects of the ICT infrastructure and in particular the
availability of back-office support so that library staff and users can make the best use
of the new ICT equipment. The peer team recognise that the service has taken steps to
provide more on-going support in the use of these ICT systems, which should be
sustained and further developed if possible.

There needs to be something of a shift in mindset so that the library service is more
willing to promote what it is doing to a wider audience, not just internal stakeholders
within the service so that libraries potential as a service delivery partner is better
understood by both other council services and external partners. The opportunities to
highlight existing successes and potential to do more with other Council services and
wider partners have been identified above.

The service can build on the progress made to deliver the Universal Library Offer. As
promoted by Libraries Connected nationally this identifies the four key offers as Culture
& Creativity; Reading; Information & Digital and Health & Wellbeing. Following the
Covid-19 pandemic Health & Wellbeing has acquired particular importance, along with
supporting children to catch up on missed education and development opportunities
through support with reading and school readiness work (given the adverse impact on
young children in particular). The service has focused on the important issue of school
readiness, but the peer team believe there is scope to do more around wellbeing and
the ICT agenda. The library service should build on its existing work with partners to
achieve these aims, and could link more with colleagues in other services and
volunteers to supplement its limited resources.

A key challenge will be to address the revenue gap whilst maintaining an accessible
library service. The service should seek to generate savings through efficiencies to
invest in front line, accessible services. It should also be mindful of the potential
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revenue impacts of changes to service arrangements and policies which might
exacerbate this gap. Opportunities should be taken to reframe the responsibilities of
existing staff in support of efficiency gains where this is possible. The peer team
understand that the service has taken advantage of vacancies when they arise to
review the most effective use of a post.

4.3 The way forward — strategic direction

To take advantages of the opportunities presented to the service and to address the
challenges being faced by West Berkshire’s libraries, a clear vision and strategy is needed
for the service. This needs to be well communicated so that it is understood and shared
across all staff to ensure continuing commitment. The service strategy needs to align well
with the Council Strategy due in 2023, the Cultural Heritage strategy and Leisure strategy
and support the creation of a combined culture and leisure strategy in due course. This will
provide the ‘golden thread’ from Council priorities to service delivery. The commitment of
the Leader and Cabinet members to the library service as a vehicle to help drive forward
wider council priorities will be facilitated by such strategic coherence.

It is estimated that about 80-90% of the population read and make use of books. It is well
understood that those who read contribute to society and to our culture. This is what
makes the library service important and its role in promoting print and digital literacy
remains key. It falls to senior councillors to continue to give strong leadership so that the
whole essence and ethos of the value of public libraries is recognised and maintained.

With this strategic framework established (as envisaged in Phase 4 of the Library Review),
existing staff roles should be reframed as opportunities arise to align with the strategic
vision for the library service. That vision should also enable more proactive collaboration
with partners, both within the Council and externally. Enhanced partnership working could
include greater use of volunteers to engage with specific groups or communities and
establishing more Friends of Libraries groups with clear constitutions and terms of
reference.

The peer team understand that there may well be a desire across the Council for a more
corporate approach to property management. This presents the opportunity for the library
service to be part of a wider review of assets with the potential to co-locate in more
accessible locations for library users, and to engage with a wider market of potential users
who are accessing other services through those locations. Librarians are information
management professionals so they should be able to offer sign posting and access to
other services and information as part of such co-location.

4.4 Future service delivery options — accessible library services in a rural area

The Community Needs Assessment (CNA) provides a strong analysis of existing users
and the demographics of the communities served by Newbury and the seven branch
libraries across West Berkshire. This has also highlighted the lack of a branch library to
serve large parts of the north of the area (across the North Wessex Downs). The service
has sought to help ameliorate this lack of provision by providing joint library cards with
neighbouring authorities.
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The CNA provides the evidence needed to review the provision of fixed libraries across
West Berkshire. However, this needs to be aligned with opportunities to deliver alternative
provision and decisions on other aspects of service delivery. The main factors here are:

e Potential for co-location with other council services (or other agencies);

e Partnership working with town and parish councils; and

e Decisions on the future of the mobile library service.

Further partnership working with town and parish councils should be explored. This could
include more shared use of village halls, including the potential for ‘pop-up’ libraries
provided at certain times of the week. More generally, flexible shelving can be used to
release space in a library for creative, performance and other uses.

As noted previously, the Council needs to review its mobile library provision as the vehicle
is ageing and will be in need of replacement. This review needs to begin by considering
the outcome that the mobile library service is intended to achieve — this may well be
access to library books and other library and information services in the more remote, rural
areas of West Berkshire. A secondary objective could be social engagement for users of
the service.

There may be different ways of meeting this need, such as envisaging a tailored home
delivery service linked to on-line selection of books through amalgamation with the existing
At Home service. This could be more cost effective and have a smaller environmental
footprint than a large mobile library vehicle on which users select a book or service. This
may be a more familiar concept to residents now given the experience of service delivery
through the pandemic. Figures on use of the existing mobile library provided by West
Berkshire show that of the 670 active borrowers using the service in 2019-20 (i.e. pre-
pandemic), 319 only used the mobile. By inference, the remaining 351 were accessing the
library service by other means too which could in turn be accommodated within a tailored
home delivery approach. The Council would need to explain the purpose of any re-
configuration of the mobile service to local communities and town and parish councils, and
how the desired service outcomes are achieved by a different approach.

4.5 Future service delivery options — increasing usage, engaging and retaining
current non-users

It is widely recognised that when the library service is delivered well, people love and use
their libraries a great deal and can become ambassadors for the service to others. The key
elements of a well delivered service are outlined below. Some or most of these elements
may well be in place across West Berkshire’s libraries — the peer team were not in a
position to form a view on this — but the Council should ensure that the following are in
place across all points of access to library services.

Buildings need to be attractive, safe, well stocked and welcoming for all residents and
display attractive collections of stock. The books need to be clean, abundant, well selected
and clearly laid out. They should provide facilities and flexible spaces for personal learning
and flexible working which are clean, private, dignified and well equipped. The experience
through the Covid-19 pandemic and the more widespread adoption of hybrid working
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arrangements suggests a growing demand for flexible working spaces, which could help
underpin the local economy and economic activity, including among more disadvantaged
groups.

Libraries are an ideal resource to encourage children of all ages to find what they might
enjoy reading. Popularity with children is a powerful way to market the library service, to
their parents, other family members and beyond.

Libraries need to make sure their collections address the needs of all the cultures in their
local community - at all ages and for all purposes. The success of the EduCafe in Newbury
demonstrates how to meet these needs and increase footfall through the library by a
different approach, which is now to be extended to other areas. The service then needs to
ensure that these new potential users passing through the library become regular users
through promotion of the wider service offer. Although West Berkshire has found the
installation of hot drinks machines in some libraries to be unsuccessful, in the experience
of the peer team the provision of café facilities offering coffee and cake etc. can increase
visits to libraries and provide valuable social and community engagement. Friends of
Libraries groups can be helpful partners in providing such café facilities.

The library service should continue to monitor and evaluate digital resources as they are
required to maintain a modern library service, to provide appropriate accessibility and take
account of any longer term trends emerging following the Covid-19 pandemic. The library
website is an important resource as people have become accustomed to finding their
reading material on the web. It should offer the means to find things quickly and provide
information on the full range of library services, whilst maintaining a clear link to West
Berkshire Council as the funder and responsible authority for the library service. West
Berkshire’s Libraries app is an important development to assist users in finding and
reserving books and e-books, as well as monitoring their library accounts.

4.6 Potential efficiency gains to invest in service delivery

There is scope for efficiency gains that can support reinvestment in the library service. The
following are suggested examples that flow from the previous analysis of service delivery
options.

The Council could consider different arrangements for stock deliveries, with new stock
potentially going directly to branches rather than initially to a central point for re-
distribution. This may release staff time that could be directed towards other priorities.
There will be further opportunities to continue to evaluate staff roles and reframe these so
that they can be utilised for a specific or emerging needs as the service develops.

In terms of the mobile library, we have suggested that the Council consider a smaller, more
cost-effective vehicle as part of a tailored delivery service. This vehicle (potentially a
Transit van or similar) would have scope to be used for multiple purposes, more flexible in
routing along narrow country lanes, be less expensive to run and have a lower carbon
footprint. Wakefield Libraries provides an example in practice of how smaller vehicles have
been used to replace a mobile library. With developing technology, adopting a smaller
vehicle now offers the potential that such a vehicle could be electric, with the associated
environmental benefits.
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Friends of Library groups can be used to raise funds for additional investment in local
libraries, alongside being a source of volunteer support. With an appropriate constitution to
confirm their legal status and to operate a bank account, Friends Groups can access
sources of funding which may not be open to councils. Lancashire County Council have
experience of such arrangements and will be able to share an example constitution for a
Friends Group.

4.7 Signposting to additional LGA support

The LGA has a range of free-to-access support, across the themes highlighted in the
report. It is recommended that relevant strategic officers register for the programmes
highlighted below:

Economic growth

e In July the LGA is running an economic growth round table. The topic is: supporting
small businesses with digital skills — to join the waiting list email
productivity@local.gov.uk

e A bank of economic growth case studies is available to access on the LGA
economic growth web pages

Library and cultural improvement

Working with Arts Council England, the LGA is running an online senior officer leadership
pilot, running between 6 June and 18 July 2022.

The pilot will support lead/senior officers for culture and libraries to:

e Develop a greater understanding of the role of cultural and library services in the
future economic growth of the local area

e Develop skills to lead entrepreneurial thinking within their services and the
confidence to apply those skills

e Build and strengthen their peer networks, share information, knowledge and
expertise. The pilot will be attended by both library and culture senior staff
supporting a unique opportunity for peer to peer learning across these specialisms.

e Develop a vision about how their services can contribute to tackling social
challenges in the post-COVID context, for example, mental health challenges and
social isolation

e Develop an understanding of change theory and how to apply it

e Refresh the tools and knowledge officers have to be cultural and library leaders
through peer to peer learning.

e Learn from a wide range of inspiring case studies presented by LA peers and
external speakers.

e Be more aware of the strategic work of ACE and the opportunities to work more
closely

e Explore the potential for arts, culture and libraries to work with officer and political
stakeholders to deliver across council agendas
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e Access a learning pathway through the LGA (for officers who have taken partin a
Peer Challenge or Recovery and Renewal Panel).
¢ Identify how to share their learning within the organisation and with partners

To find out more email cts@local.gov.uk

Digital

As digital services and systems have been mentioned within the recommendations, we are
including signposting to further digital support offered by the LGA:

e Join the transformation and Digital Inclusion Networks as an opportunity for peer to
peer learning and networking with other like-minded councils

e Find out more about a cyber resilience review:

e The LGA Cyber Security Programme is providing grant funding for a cohort of Chief
Executives, Deputy Chief Executives and those who have been through the
SOLACE Springboard and Total Leadership programmes, to improve their
understanding of cyber security. The funding should be used to enrol on a
university-led course for leaders. For example, Oxford University’s Cyber security
for business leaders programme, for which they have offered a discounted rate.
We're currently taking expressions of interest from those wanting to enhance their
understanding of cyber risk to enable better strategic decision making for a cyber-
resilient future. Places are limited and will be funded on a first come first serve
basis. For further information and for expressions of interest please email
LGAcybersecurity@local.gov.uk

5. Next steps

We appreciate you will want to reflect on these findings and suggestions with your
senior managerial and political leadership and partners in order to determine how the
Council wishes to take things forward through its Library Services Review.

As part of the peer challenge, there is an offer of further activity and signposting to
support you in taking forward the findings of the peer challenge. The regional Principal
Adviser, Mona Sehgal, is the main contacts between your authority and the LGA. Her
contact details are: mona.sehgal@local.gov.uk or tel. 07795 291006. Helen Hull,
Adviser, is the specific point of contact in respect of the culture and libraries peer
challenge programme. Her contact details are helen.hull@local.gov.uk or tel. 07825
531558.

In the meantime, we are keen to continue the relationship we have formed with you and
colleagues through the peer challenge. We will endeavour to provide additional
information and signposting about the issues we have raised in this report to help inform
your ongoing consideration.
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1 Purposeofthe Report

This report presents the work undertaken by the Fees and Charges Task and Finish
Group and their final recommendations.

2 Recommendation(s)

To consider the Task and Finish Group’s final proposals as outlined in Section 6 of this
report and agree whether these be referred to the Executive for consideration.

3 Implications and Impact Assessment

Implication

Commentary

Financial:

There are no financial implications arising directly from this
report, although if proposals are accepted, this may result in
financial implications which will be assessed in detalil if they are
taken forward.

Human Resource:

There are no HR implications arising directly from this report,
although if proposals are accepted, this may result in HR
implications, which will be assessed in detail if they are taken
forward.

Legal:

There are no Legal implications arising directly from this report,
although if proposals are accepted they may result in Legal
implications which will be assessed in details if they are taken
forward.
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Risk Management:

There are no risk management implications arising directly
from this report, although if proposals are accepted, this may
result in risk management implications, which will be assessed
in detail if they are taken forward.

Property: There are no property implications arising directly from this
report, although if proposals are accepted, this may result in
property implications, which will be assessed in detail if they
are taken forward.

Policy: There are no policy implications arising directly from this report,

although if proposals are accepted, this may result in policy
implications, which will be assessed in detail if they are taken
forward.

Commentary
of | 2
= © =
= = ©
(%)) > (@)
(@] [<8) (]
o z z
Equalities Impact:
A Are there any aspects X There are no equalities implications
of the proposed decision, arising directly from this report.
including how it is
delivered or accessed,
that could impact on
inequality?
B Will the proposed X The proposed decision does not have any
decision have an impact impact upon the lives of people with
upon the lives of people protected characteristics.
with protected
characteristics, including
employees and service
users?
Environmental Impact: X There are no environmental impacts
arising directly from this report.
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Health Impact: X There are no health impacts arising
directy from this report. However, if
accepted, proposals may help to increase
participation in leisure services which
would have health benefits.

ICT Impact: X There are no ICT impacts arising from this
report.

Digital Services Impact: X There are no Digital Services impacts
arising directly from this report.

Council Strategy X Setting of fees and charges is part of the

Priorities: core business of responsible financial
management

Core Business: X Setting of fees and charges is part of the
core business of responsible financial
management

Data Impact: X There are no data impacts associated with
this report.

Consultation and See full details within the report.

Engagement:

4  Executive Summary

4.1 This report presents the work undertaken by the Task and Finish Group set up by the
Overview and Scrutiny Management Commission (OSMC) to review fees and charges
across the Council, together with a set of draft proposals. OSMC is invited to review the
recommendations and consider whether these should be put to the Executive.

5 Supporting Information

Introduction

5.1 Atits meeting on 25 January 2022, OSMC agreed to set up a Task and Finish Group to
consider further options in relation to charging for West Berkshire Council’'s services.
The following were highlighted as the key areas of focus for the Task and Finish Group

and its subsequent recommendations:

e New proposals for Planning income;
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5.2

5.3

e The Leisure Strategy and fees and income potentially arising from this;

e Other opportunities for commercial charging for services, particularly those
provided by the following departments:

o Development and Regulation

o Communities and Wellbeing

o Environment
In addition to exploring further opportunities for charging for Council services, the Task
Group was also asked to consider the value for money of the fees and charges levied

and the appropriate balance between affordability and income generation.

A copy of the Task and Finish Group’s terms of reference is provided in Appendix A.

Background

5.4

5.5

5.6

5.7

The original intention was for the Task and Finish Group to report its findings to OSMC
in September 2022. This would have allowed any recommendations to be incorporated
into the budget reports to be taken to Council in March 2023.

Unfortunately, the Task and Finish Group was delayed in starting its review. This was
as a result of the need to extend the timescales for the preceding Customer Journey
Task and Finish Group, which meant that resources were not available for the Fees and
Charges review. Also officer and Member availability over the summer period resulted
in further delays. As a result, the Task and Finish Group was unable to conclude its
work by the original deadline.

It is recognised that the resulting delay means that it will not be possible to consider any
of the Task Group’s recommendations as part of the 2023/2024 budget. However, an
interim report was presented to OSMC on 29 November 2022, which set out some initial
recommendations designed to improve Member understanding of and engagement with
the Fees and Charges appendices of future Revenue Budget Reports.

The Task and Finish Group met five times between September 2022 and January 2023
to collect evidence for the review. Further details are provided in Table 5.1 below.

Table 5.1: Details of Task and Finish Group Meetings

Meeting Date Focus of Meeting Witnesses
15 September 2022 | ¢ Review of the terms of reference N/A
e Work planning
24 October 2022 e Planning Fees and Charges Eric Owens
e Fees and Charges of Comparator | Jean Marshall
Authorities
15 November 2022 | e Leisure Fees and Charges Steve Welch
8 December 2022 e Fees and Charges in the Resources | Joseph Holmes
Directorate Andy Sharp
Melanie Ellis
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e Fees and Charges in the People | Jo England
Directorate Jonathan Martin
Lisa Potts
17 January 2023 e Environment Fees and Charges Jon Winstanley

Findings

Budget Report - Presentation of Information

5.8

5.9

The initial findings were based on a review of the Fees and Charges appendices of the
Revenue Budget Report for 2022/23. Copiesof these are included in Appendix B of this
report. The Task and Finish Group also considered a selection of fees and charges
reports from other local authorities.

Overall, Members considered that it would be helpful to have additional information
within the Fees and Charges appendices of the Annual Budget Report in order to better
infform decision making about proposed changes for the coming financial year. In
particular, the following issues were highlighted:

e The level of income generated by each fee / charge and the amount of ‘units sold’
in previous years were not provided, so Members did not know:

o how demand had responded to previous changes in fees / charges,

o the relative importance of individual fees and charges to the Council’s
financial position; and

o Wwhere they should best focus their attention when reviewing the proposed
changes.

e [t was not always clear if there was a statutory requirement to levy a fee / charge
for a particular service, and if the Council had any say in setting the amount of that
fee / charge, or if amounts were also set centrally.

¢ Information was not always provided within the report as to the justification for any
changes to fees and charges, and for any variations in the level of proposed
changes across the fees and charges levied by a particular Council department.

e Similarly, where a decrease or no change was proposed, it was not clear as to the
reasons for this.

e The percentage change of each fee / charge relative to the previous year was not
provided in all cases. This would allow Members to quickly scan changes and
identify any outliers that merited further investigation.

e Where it was proposed to raise fees and charges in line with inflation, it was not
clear as to why a particular measure of inflation had been chosen, i.e. CPlvs RPI.

e Information was not provided about how recently benchmarking of fees and
charges had been carried out, or what the findings of the benchmarking had been.
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e The reports did not provide an estimation as to the likely impact of variations to
fees and charges on the amount of revenue that would be generated in the coming
year — this must be known in order to be able to build future budgets.

Planning Fees and Charges

5.10

5.11

5.12

5.13

5.14

5.15

5.16

5.17

Eric Owens (Acting Executive Director — Place) and Jean Marshall (Interim Planning
Services Lead) were invited to give evidence on Planning fees and charges.

Most Planning fees and charges are set by Central Government and they do not cover
the full costs of processing applications. Local Planning Authorities are allowed some
discretion in setting fees for pre-app advice and planning performance agreements
(PPAS).

Historically, the service has prioritised applications that have statutory timescales over
pre-apps. As a result, few developers have seen the value of paying for pre-app advice,
with most choosing instead to submit planning applications and then negotiate on the
details afterwards. This has led to lower levels of income from pre-apps than might be
expected. Pre-apps brought in just £90,000 out of £1.3 million levied across the service
as a whole in 2021/22. This approach also contributes to delays in determining
applications and may result in poorer quality developments.

Members asked if there is a financial impact for non-determination of planning
applications. It was confirmed that fees have to be returned to the applicant in the event
of non-determination within the statutory timescales unless an extension can be agreed,
but the Planning Service has strong measures in place to minimise this. Applicants can
appeal for non-determination, but this is rare.

Officers explained that a different approach is being proposed whereby developers will
be encouraged to seek pre-app advice. In future, if there are significant changes to an
application following submission, then the applicant will be given the choice of
withdrawing the application or having it refused, rather than engaging in protracted
negotiations. This change in approach will deliver additional income from pre-app fees,
reduce delays in determination of planning applications, and result in higher quality
developments.

It was confirmed that the service regularly undertakes benchmarking of pre-app fees
against comparator authorities.

PPAs are project management tools which the local planning authority and applicants
can use to agree timescales, actions and resources for handling particular applications.
They cover the pre-application and application stages, but may also extend through to
the post-application stage. They can be particularly useful in setting out an efficient and
transparent process for determining large and/or complex planning applications. Fees
for PPAs can only be set at a level to recover costs. PPAs are not currently offered in
West Berkshire as a matter of course, but this is something that the Planning Service is
working towards.

Charging for Development Viability Statements is another area where the Planning
Service has historically performed poorly, but officers provided reassurance that
performance is improving and there is potential to increase income further.
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5.18

5.19

Members asked about the potential for the Planning Service to sell specialist services
to other authorities. However, officers explained that the service lacked the capacity to
offer this, and there would be difficulties around marketing such a service.

The Task Group was informed that a ‘Place Review was underway at the time of the
scrutiny review, which would provide further detail on the changes outlined above. The
Members were content that this would help to address issues with past performance
within the Planning Service, while also helping to drive income generation, particularly
in relation to pre-application advice and planning performance agreements. No further
opportunities for charging for services have been identified.

Leisure Fees and Charges

5.20

5.21

5.22

5.23

5.24

5.25

5.26

Steve Welch (Service Director — Communities and Wellbeing) was invited to give
evidence in relation to fees and charges for Leisure Services, and potential
opportunities around the implementation of the new Leisure Strategy and Leisure
Contract. Due to the slippage in the Task and Finish Group’s timetable, the scrutiny
review was undertaken atthe same time as the procurement of the new leisure contract.

The outgoing leisure contract has an annual management fee of £50,000. This
generated 1 million visits to leisure centres and over £1 million of social value for the 12
month period to September 2022. The current operator uses a Charitable Trust model
that generates savings on business rates and VAT.

The charging model for core services is set by West Berkshire Council - this covers
activities such as swimming, gym classes, badminton and squash, amongst others. For
remaining services, the Operator is free to charge market rates.

The West Berkshire Residents Card is used to offer discounts for service users, as well
as to collect data on how people use the leisure centres. Further concessions are
offered to those aged over 60, people with disabilities and those on low incomes.

Prices are reviewed annually and although they tend to increase in accordance with the
Retail Price Index (RPI), the Council can increase or decrease individual prices by
different amounts depending on its chosen priorities. Prices are managed through the
leisure contract rather than being set in the annual Budget Report. Members felt that
this should be highlighted in the Fees and Charges appendix to the Budget Report.

Members highlighted that some of the prices on leisurecentre.com were out of date or
inaccurate. Forthe new contract, it was suggested that mystery shopping be undertaken
on a regular basis to ensure that members of the public are provided with correct
information.

Members noted from the fees and charges list that the current leisure offer does not
appear to cover some popular activities such as yoga and Pilates. Also, it was
suggested that other activities that are rising in popularity, such as racketball, could be
promoted to make better use of squash courts. It was suggested that the new operator
should take an evidence-based approach when setting their programmes in order to
increase footfall. Officers provided reassurance that this would happen.
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5.28

5.29

5.30

5.31

5.32

5.33

The new leisure contract is due to be considered by Executive in March 2023. As a
result of improved national guidance / frameworks, this will be better structured with a
different approach. The new leisure operator will be incentivised to improve
performance through profit-share. However, it was noted that energy prices would
represent a significant challenge if they remained high.

While the specifics of the new leisure contract could not be discussed with the Task
Group, general principles are that: prices should be aligned to market rates; all sections
of the community should have access to leisure facilities and health and wellbeing
programmes; and the contract should contribute to the Council’'s objectives. In
particular, there is an aspiration to encourage people who traditionally do not use our
leisure facilities, but this has to be balanced with income. Core prices will cover the
same activities as the previous contract, but the contract is open to innovation,
particularly around driving increased use through concessions.

The Task Group learned that offering concessions has unintended consequences. For
example the West Berkshire Card offers discounts to all residents regardless of income.
Further concession are offered to over 60s, but people within this demographic may be
relatively affluent. Members considered that the over 60s discount is outdated and the
age limit should be increased in line with the national retirement age (currently 66).

Pricing of leisure services is not the only factor affecting participation rates - car
ownership, public transport and social isolation are all factors. Members sought
assurance that the new contract would have more emphasis on outreach programmes
and sports development. This would help to increase both participation and fee income.
Officers confirmed that this was being incorporated into the new contract.

The Council struggles to charge market rates for leisure services due to the aging nature
of its facilities. However investment in the lido and Northcroft Leisure Centre will make
a significant difference in terms of being able to generate additional income. Members
highlighted the lack of a swimming pool in the east of the district, which means that
residents use facilities in Reading instead. Investment in a new pool could help to
encourage increased participation rates as well as boosting income

The Task Group asked whether there are any other opportunities to increase revenue
(e.g. bundled services), and suggested that benchmarking could highlight some
opportunities. Also, there was discussion about opportunities to better utilise public
open spaces — a good example is Swinley Forest in Bracknell, which has a variety of
facilities including the Lookout Discovery Centre, café, playground, mountain bike trails,
and bike hub.

In addition to looking at Leisure Services, the Task Group touched on the operation of
Shaw House. This currently runs significant programmes of resident-based activities,
which are highly valued by the community, but are low-yield in terms of income.
Members recognised that an appropriate balance is needed between a hard-line
business strategy and community uses, and they felt that Shaw House should be
considered in more detail as part of a future scrutiny review.
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Environment Fees and Charges

5.34

5.35

5.36

5.37

5.38

5.39

5.40

541

5.42

Jon Winstanley (Service Director — Environment) was invited to give evidence on fees
and charges levied by the Environment Service, which includes: Transport;
Countryside; Waste; Parking; and Highways.

Income from Transport services is relatively modest. There are fees for bus services to
call at Newbury Bus Station, provision of bus and coach stands, temporary bus stop
closures, and concessionary bus pass replacement. Fees charged to bus operators are
generally kept low due to the low operating margins.

The majority of income for Countryside activities relates to use of the sports pitches,
particularly Henwick. Sports pitch fees are regularly benchmarked. Members
recognised the need to balance income with participation rates.

The Task Group asked what advertising opportunities had been considered. Activity is
industry led and is focused on bus shelters. Bus shelters have been devolved to town /
parish councils, but there may be potential to have advertising at Newbury Bus Station.
Advertising has previously been considered for public car parks, but the income would
be marginal. Advertising around sports pitches has not yet been explored, but any
provision would need to be carefully managed to ensure that content is appropriate.

Members considered that there is limited scope to increase fees and charges within
Transport and Countryside, although tackling the shortfall in playing pitches across the
district would result in additional revenue generation.

Income from Waste activities is mostly derived from the garden waste scheme, which
accounts for £1.6 million of the total income of £1.8 million. The scheme has been a
success with the number of subscribers increasing year-on-year. However, it was noted
that subscription income does not cover the costs of the scheme. It is proposed that
fees should increase in line with inflation for 2023/2024.

There was discussion about fees for bulky waste collection. These are set on a cost-
recovery basis. There does not appear to be any correlation between increasing fees
and the number of fly-tipping incidents, which the Task Group had highlighted as a
potential concern.

Members asked if there were opportunities for profit share in relation to commercial
waste contracts. It was confirmed that this had been considered and dismissed - there
are too many constraints within the current contract, the contractor has no appetite to
pursue this, and there are too many other providers competing for contracts.

The Task Group asked about use of the Household Waste and Recycling Centres by
non-West Berkshire residents and the scope to vary the fee to attract more use. It was
confirmed that the £7 charge is more than Hampshire County Council charges non-
residents, but it has been set to cover costs. It was suggested that there may be scope
to increase use of the West Berkshire sites by reducing the charge, but it was
considered unlikely that the additional income would be significant.
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5.44

5.45

5.46

5.47

5.48

5.49

5.50

5.51

5.52

The Waste Service currently derives a modest income for disposing of certain items,
but Central Government may prevent local authorities from charging for disposal of DIY
waste in future, which would have a modest negative impact on income.

Members had noted that other local authorities charged higher fees for wheelie bins.
West Berkshire charges a one-off set-up fee of £27 for the garden waste scheme where
a bin has to be provided. This fee is kept deliberately low to encourage participation.
National frameworks are used to keep costs low, but fees will be kept under review.

In terms of Parking activities, car park charges account for the majority of income. Other
significant revenue streams include: income from Parkway; penalty charge notices
(parking enforcement); on-street parking charges; and season tickets.

The Task Group noted that parking revenues have only recovered to around 80% of
pre-Covid levels. This is due to more people working from home and shopping online.
Parking at rail stations and season tickets in Council car parks are significantly lower
than before the pandemic.

Members asked about the potential for car parks to go cashless, since eliminating cash
collections would save money. It was confirmed that cash payment has been retained,
but most ticket machines offer contactless payment and payment via mobile apps.
There is a transaction fee for payments on the parking apps, but this is absorbed by the
Council, rather passing it on to customers.

Clarification was sought around difference in charges regimes for on-street parking
across the district. Up to 30 minutes free parking is offered in roads around the edge of
Newbury Town Centre where town centre car parks provide the closest access to the
shops. This concession is not offered in Hungerford High Street, where the on-street
spaces are closest to the shops.

Members suggested that on-street parking charges for Sundays be brought into line
with other days of the week as had already been done with public car parks. It was
confirmed that this will be recommended as part of the new Parking Strategy.

The Task Group noted that Wiltshire County Council had introduced parking charges
for Blue Badge holders and asked if this had been considered for West Berkshire. It
was confirmed that this will be considered as part of the Parking Strategy. However, the
challenge is that Blue Badge permit holders can park on yellow lines for up to 3 hours,
so introducing parking charges may simply displace parking to less suitable locations.

Members asked if there was potential to derive additional income from electric vehicle
charge points. It was confirmed that while there was a small potential for profit-share,
the potential for income generation was not considered to be significant. If fees were
pushed too high, then there would be a risk of being priced out of the market. Also,
income needs to be balanced against promotion of greener travel.

Highways income is derived from a number of different activities including: highway
searches, traffic data, table and chairs licence fees, permit application fees and fines,
temporary road closures, licence charges, coring and sampling inspections, storage,
supervision of developer highway works, pre-app fees (highways and SUDS), street
naming and numbering, and sewerage treatment property charges.
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Benchmarking has shown that fees for highway searches and temporary traffic
regulation orders are below those of comparator authorities, so it is proposed to
increase these from 2023/2024. Also it is proposed to move to a flat rate for all
temporary road closures to remove the incentive for contractors to claim the reduced
emergency rate.

Members asked if town / parish councils and charities are charged for road closures for
public events. It was confirmed that there is generally no fee for these events - there
are relatively few requests, and they tend to be repeat requests that require minimal
work. However, the Council reserves the right to charge should more complicated
requests be received.

Fees for putting tables and chairs on the public highway were waived during Covid, but
itis proposed that these be re-introduced from next year.

It was noted that the Council had been unable to charge for pre-app advice on highways
and SUDs due to a lack of staff resource. However, as part of the Place Review, the
Council is working with consultants and assessing the resource required to enter into
Planning Performance Agreements and actively engage with developers on pre-apps.

There was some discussion around fees for supervision of highway works by
developers. This fee is charged at 10% of construction costs and ensures that new
highways are constructed to adoptable standards. However, developers are
increasingly choosing not to have estate roads adopted, which incurs no fee. Members
were concerned at the potential for management companies to go bust or seek to shirk
their maintenance responsibilities. It was felt that the Council should have a policy to
ensure that all new estate roads are constructed to adoptable standards.

The Task Group asked about charges for dropped kerbs and whether enforcement
could be taken where vehicles were crossing the footway illegally. It was confirmed that
there was an assessment fee of £150, with residents required to arrange and pay for
the works themselves. The Council has taken action and usually engages with residents
when undertaking resurfacing works.

Resources Directorate Fees and Charges

5.59

5.60

5.61

Joseph Holmes (Executive Director — Resources), Melanie Ellis (Acting Head of
Finance & Property), and Jonathan Martin (Senior Accountant) were invited to give
evidence on fees and charges within the Resources Directorate.

Members noted that the commercial property portfolio is the largest source of income,
however due to government restrictions, local authorities are no longer allowed to invest
in property. Land charges are also a key source of income, but removal of certain
functions of land charges to central government, will take an estimated £125,000 away
from the Council. Other significant areas of income within the Resources Directorate
include reclaiming legal costs.

The Task Group asked about how fees and charges are set. It was explained that Land
Charges fees are mostly set nationally, but the Council has discretion over certain
aspects. Income from Council Tax and Business Rates summons has to be discussed
and agreed with the Magistrates Court before they can be changed. These fees were
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calculated on a cost recovery basis, which is set at £105.50 per summons. It was
thought that the fee could be increased by £5, but this would need to be agreed with the
Magistrates Court.

COVID-19’s impact on services was examined. Most of the Resources Directorate’s
fees are in a good position and Land Charges have actually increased, because more
people moved house as a result of the Stamp Duty reduction. Income from commercial
property has been as expected. Legal and court costs have not recovered fully due to
the Magistrate Court backlog, however these will eventually catch up and estimates
suggested that court income will be £60,000 over the budgeted amount for the current
year.

Members asked whether return on existing commercial investment could be enhanced.
It was confirmed that properties could be enhanced where tenants had break clauses.
However, if properties were sold, funds could not be reinvested into commercial assets
without losing the ability to borrow from the Public Works Loan Board. However, capital
receipts could be used to fund other capital schemes or fund transformation activity.

The current non-payment figures were examined and it was stated that the main issue
within the Resources Directorate is around debt collection. Commercial property rent
collection is in the high 90%.

People Directorate Fees and Charges

5.65

5.66

5.67

Andy Sharp (Executive Director — People), Jo England (Service Lead — Adult Social
Care) and Lisa Potts (Finance Manager) were invited to give evidence on fees and
charges within the People Directorate.

Schools Trading was identified as a significant area of activity. This covers services
such as accountancy, payroll, IT, health and safety, property, legal and HR. Some
services have high levels of buy-back, but income has decreased over time due to the
formation of academies and competition in the market. However, HR contracts have
been picked up recently following a competitor withdrawing from the market. A review
of traded services found that West Berkshire Council compared well against
neighbouring authorities. The offer is regularly reviewed to ensure that it is consistent
with schools’ needs. Areas such as accountancy and health and safety are performing
particularly well. Members stressed that the Council needs to be competitive in its offer
to academies and to consider the potential to increase market share. Members asked
if services are offered to private schools and it was confirmed that they are. One area
that Members did feel could be explored further was differential charging for traded
services, including discounts for schools that buy bundles of services or the full range
of services. Also, it was suggested that schools could be charged on a per-pupil basis
rather than a flat rate for some services.

The Task Group asked about opportunities for increasing Adult Social Care fees. It was
explained that this is a challenging area, since services are focused on wvulnerable
people. Also, increasing fees too much might make some customers eligible for funded
care. Certain aspects of Adult Social Care are governed by the Care Act where Councils
cannot charge more than it costs to provide a service. Proposed increases take account
of inflation. Administration fees are already charged to those in the community and

West Berkshire Council OSMC 7 March 2023

Page 230



Fees and Charges Task & Finish Group — Final Report

officers confirmed that fees take account of all relevant officers’ time and administration
costs.

5.68 The main opportunities within the People Directorate were identified as being related to
the Leisure Centres and Shaw House. Income potential is suppressed by the existing
leisure contract and the relatively poor quality of local leisure facilities, which are older
and more costly to operate, and less attractive to customers. Steve Welch had been
appointed to maximise the benefit delivered by the leisure contract, enhance the
commercial viability of the leisure centres, and increase income from Shaw House.
Members highlighted that Shaw House had been considered 10 years ago and that
Task Group had highlighted the potential to significantly increase income, but this had
not been achieved.

5.69 Leisure and Culture income is at 80% of where it was pre-COVID-19, although this is
also expected to recover, and Shaw House income is expected to have caught up by
the end of the financial year.

5.70 The Commercial Board had considered a variety of schemes where they could
potentially derive additional income. Although government intervention means that the
Council can no longer do anything where its sole purpose would be to generate income,
there are still opportunities. For example, the Board has looked at another council that
has set up an adult social care company.

5.71 In terms of non-payment of fees, it was confirmed that Adult Social Care is aiming to
catch up on its non-payment recovery — this activity was put on hold during Covid.

6 Proposals

6.1 The Task and Finish Group wishes to put forward the following proposals for
consideration by the Executive.

Budget Report - Presentation of Information

Proposal #1 - To consider amending the fees and charges appendices of the Revenue
Budget Reports in future years to provide Members with additional information to
support decision making:

(@) Provide details of the level of income for each fee / charge in the preceding year
and (if possible) the number of ‘units sold’ — where this is not possible (e.g. due to
a lack of granularity in the cost centres used), revenues for groups of fees and
charges should be provided.

(b) There should be a clear and consistent key used throughout the document to
identify:

o which fees / charges are statutory with levels determined by legislation;
o which fees / charges are statutory with local discretion as to the levels;

o which fees / charges are discretionary and in the Council’s control.
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(c) There should be a short accompanying narrative to explain the rationale for any
increments, decrements in fees / charges, or for keeping them unchanged - if
there are variations within a group of fees / charges, the reasons for the variations
should be made clear.

(d) The percentage increase / decrease should be provided alongside the existing
and proposed fees in all cases.

(e) The reason for including a particular measure of inflation should be made clear,
and if there is evidence of changes in costs that are unique to a particular service
that are significantly different to the general inflationary figure, then consideration
should be given to tailoring proposed increases / decreases accordingly.

(H Al Council departments should be required to undertake benchmarking of fees
and charges on a regular basis and the report should indicated when the latest
benchmarking exercised has been completed in relation to each set of fees and
charges.

(g) The report should provide an estimation as to the likely impact of the changes in
fees and charges on the level of future income.

The Task Group consider the above recommendations would be relatively simple to
deliver and could be achieved with no significant financial, legal or resource
implications.

Leisure Fees and Charges

Proposal #2 — Ask Leisure Service to undertake regular ‘mystery shopper’ exercises to
ensure that online information about fees and charges provided by the new Leisure
Services Contractor is up-to-date and accurate.

Proposal #3 — Review the West Berkshire Card concession scheme to ensure that

discounts are appropriate and effectively targeted (e.g. raising the threshold for age-
related discounts in line with the increase in state pension entittement age).

Proposal #4 — Investigate the business case for investing in local leisure centres in

order to make facilities more attractive and competitive with those in the private sector
and neighbouring local authorities. This would allow for fees to be increased and would
drive additional use and income.

Proposal #5 — Investigate the business case for constructing a new swimming pool to
serve residents in the east of the district.

Environment Fees and Charges

Proposal #6 — Investigate the business case for additional advertising contracts at
Newbury Bus Station and at Henwick playing pitches.

Proposal #7 — Seek legal advice regarding mechanisms to require that all estate roads
be adopted in order to ensure they are built to an appropriate standard, while securing
the appropriate inspection and supervision fees
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People Directorate Fees and Charges

Proposal #8 — Thoroughly look at the area of Schools Trading to understand the current
proportion of academies buying services from West Berkshire Council, and consider
how the Council could gain a greater proportion of academy school spending on all
services, as well as maximising opportunities within maintained schools. This should be
presented as a future report to the Overview and Scrutiny Management Commission.

Proposal #9 — Consider the business case for bundling packages of traded services to

schools, whereby schools taking all / multiple services are offered discounts, and for
charging on a per-pupil basis rather than a flat rate where appropriate.

Cross-Directorate Fees and Charges

6.2

Proposal #10 — All Council departments should undertake regular reviews to identify
additional opportunities to charge for services. Findings should be reported to the
Portfolio Holder for Finance and Economic Development.

The Task and Finish Group also proposes that the Overview and Scrutiny Management
Commission should review Shaw House operations to understand its financial
performance in the context of the community benefits it delivers, and to investigate if
there are opportunities to further enhance income generation.

Other options considered

OSMC may choose to accept the Task and Finish Group’s recommendations in full or
in part, or amend the recommendations before putting them to the Executive.
Alternatively, OSMC may choose not to put any of the Task and Finish Group’s
recommendations to the Executive if it considers that they are not appropriate.

Conclusion
For the reasons outlined above, the recommendation is for OSMC to accept the Task
and Finish Group’s recommendations in full and put them to the Executive for
consideration.
Appendices

Appendix A — Fees and Charges Task and Finish Group Terms of Reference

Appendix B — Fees and Charges appendices of the Revenue Budget Report for 2022/23

Background Papers:

‘Fees and Charges’, Overview and Scrutiny Management Commission, 25 January 2022

‘Fees and Charges Task and Finish Group - Interim Report’, Overview and Scrutiny

Management Commission, 29 November 2022
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Appendix A

Overview and Scrutiny Review Matrix

Review Topic: Fees and Charges Timescale

Start: Aug 2022
Finish: Mar 2023

a.
b.
C.

a.

b.

Review Rationale:

At its meeting on 25 January 2022, OSMC agreed to set up a Task and Finish
Group to consider further options inrelation to charging for West Berkshire
Council's services

The OSMC report highlighted the following as the recommended areas of
focus for the Task and Finish Group:

New proposals on planning income
Leisure strategy and fees and income potentially arising from this
Other opportunities for commercial charging inthe Place Directorate

Some considerations of this review may be:

What are the current fees and charges, how have they been
determined, and do they deliver good value?

What are the statutory constraints that affect the setting of individual
fees and charges, and what scope is there to vary fees and charges
from existing levels?

How do West Berkshire’s fees and charges and associated revenues
compare to other equivalent local authorities?

Are there any services that West Berkshire Council does not charge
for, or does not currently provide?

How do the levels of fees and charges affect demand for discretionary
services and what are the likely impacts in terms of achievement of
Council Strategy priorities?

What do residents / services users think about current fees and
charges in terms of their affordability and value for money?

What is the appropriate balance between affordability and revenue
generation?

Are differentiated fees and charges appropriate for particular service
user groups in order to address issues of access, affordability and
equity?

How have historic increases in fees and charges taken account of
inflation, and which measure of inflation is most appropriate when
determining increases?
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Terms of Reference:

The Task and Finish Group will:
e Part 1: Proposals on Planning Income

Consider opportunities for new fees and charges associated with all
aspects of the Planning Service including, but not limited to: planning
enquiries; pre-planning advice; planning applications; discharge of
conditions; and S106 agreementlegal fees. Also consider the value
associated with existing fees.

e Part 2: Leisure Strategy Fees and Charges

Review the existing fees and charges associated with services
provided through the West Berkshire Leisure Contract with a priority of
delivering value. Considerthe potential to charge for additional services
required to deliver the new Leisure Strategy and also consider the
value associated with existing fees

e Part 3: Other opportunities for commercial charging

Investigate potential additional opportunities to charge for services
provided by the Place and People Directorates:

o Development& Regulation

o Communities & Wellbeing

o Environment

Also, consider whether there are opportunities to charge for services
provided in the Resources Directorate

Members will collate their findings which will then form the basis of a report to
be considered by Overview and Scrutiny Management Commission.

Review Membership: | Chairman: Councillor Tony Linden |
Councillor Tony Linden

Councillor Jeff Brooks | Vice-Chairman: N/A |
Councillor Steve Masters

Councillor Biyi Oloko | Scrutiny Officer: Gordon Oliver |

Information Required:

Current WBC fees and charges
Current fees and charges of comparator authorities /competitors

Historic fees and charges
Trends indemand / service usage
Residents survey data

Inflation calculation methodology
Current rationale / strategy for fee changes
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Documents/Evidence:

Residents Survey outcome report (2020 and 2021)
Quarterly reporting for relevant service areas

Witnesses: (Who/Why?)

Executive Director - Resources

Finance Manager

Service Director— Development & Regulation
Team Leader Development Control

Service Director— Communities & Wellbeing
Interim Consultant (Leisure)
Sports & Leisure Manager

Service Director — Environment
Waste Manager

Environment Delivery Manager
Countryside Manager

Asset Manager

Network Manager

Transport Services Manager

Other Service Directors and Officers asthe Task Group considers appropriate

Measures Available

Suite of data sets as outlined above

Desired Outcomes:

A report with a clear set of recommendations on potential changes to fees and
charges and a clear strategy for managing future increases.
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Appendix F 1

People Directorate Fees & Charges Proposals 2022/23

1 Adult Social Care

11

1.2

13

14

15

1.6

1.7

Councils have the power to charge for certain social care services, and are
required to have a charging policy that is demonstrably fair and does not
undermine the overall objectives of social care — that is, to promote both
independence and social inclusion of service users. It is recognised that
the level of fees and charges can have a direct impact on usage and take
up, and in some instances work against the Council's social inclusion
agenda by effectively discriminating against those who are less able to pay.

The Council's policy is therefore to charge service users an ‘affordable’
amount, which is uplifted by inflation each year where appropriate.
However, where other local authorities, or Health organisations, are
purchasing Council services on behalf of their service users, the charges
made to these organisations are designed to reflect the actual costs of the
service.

West Berkshire Council’'s Charging Policy for Adult Social Care services,
introduced in 2015, states the individual will have one assessed charge for
all services. All services will be added together before a service user is
financially assessed.

The guidance allows for a prescribed list of allowances, for example, rent,
mortgage, council tax, buildings insurance etc plus disability related costs,
for example, community alarm system, extra heating costs that meet an
individuals presenting care needs.

These allowances are then deducted from the total income to give an
assessable income when an individual is receiving care in a non-residential
setting.

From April 2012 any new or reviewed eligible individual requiring support
from Adult Social Care receives this in the form of a Personal Budget
through which they can arrange their support. As of 1St April 2011
individuals have been charged for each day they have booked at a
Resource Centre and only in exceptional circumstances will charges be
waived for non-attendance.

There are generally two types of charges — discretionary and statutory:
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Discretionary Charges

Unless otherwise stated, the fee increase for 2022/23 is by the annual
October CPI of 4.2%. The charge to other local authorities and Health
organisations for places in West Berkshire Resource Centres will also be
increased by 4.2% for 2022/23.

Community Based Services will be charged at the actual cost of the service,
including administration costs.

Other Day Centre and Transport will be charged at the actual cost.

Some fees have been increased by more than CPI to ensure that the cost
covers the work being undertaken.

Statutory Charges

The method of assessing contributions from clients in long-term residential
care is covered by section 14 of the Care Act 2014, the Care and Support
(Charging and Assessment of Resources) Regulations 2014, the Care and
Support Statutory Guidance and the Council's ASC Charging Policy 2015.

The charges to full cost payers in WBC Homes, and to other local
authorities who access services run by West Berkshire Council, are based
on current information in respect of cost and the estimated number of
clients using the service. The proposed full standard charge for WBC
Homes is to increase by 4.2%.

Deputyship Fees are set by the Court of Protection.
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Adult Social Care

Description Fees 2021/22 Proposed Fee 2022/23
Residential care independent
sector homes Actual cost Actual cost

- full cost per week *

Residential care WBC Homes
- full cost per week *

Willows Edge £839
Notrees £839
Walnut Close — Home closed
Birchwood £870

Willows Edge £874
Notrees £874
Birchwood £907

Nursing care WBC Homes
- full cost per week *

Birchwood £870
excludes
Funded Nursing Care

Birchwood £907
excludes
Funded Nursing Care

Meals provided in WBC Resource

Centres * £5.30 £5.50
WBC Resource Centre outreach £19.80 £20.60
workers per hour *

WBC Transport - maximum £8.90 £0.30
charge per journey *

WBQ Foot Care senice regular £91.40 Senice ceased
appointment *

WBC Foot Care Equipment * £13.00 Senice ceased
External day activities * Actual cost Actual cost
WBC Resource Centres - charge

to other Local Authorities and

Clinical Commissioning Groups

per day

- Older People £69.30 £72.20

- Learning Disability £112.60 £117.30

- Physical Disability £104.50 £108.90
Charges to any organisation

using WBC Resource Centres Actual cost Actual cost
per day

Greenfield, Hungerford & Phoenix

WBC Resource Centres - charge £49.80 £51.90

per day *

Administration fee for
commissioning care for full cost
clients *

£231 per annum

£241 per annum
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Set up fee for deferred payers * £151 £157

Administration fee for deferred

. £251 per annum £262 per annum
payers

Next of kin support administration
following the death of a £103.50 per hour £107.80 per hour
Deputyship client

Support in making a Lasting

Power of Attorney application £156 £163

Support in making a Deputyship

application £352 £367

Residential and Nursing care
WBC Homes - charge the
assessed contribution whilst in Assessed charge Assessed charge
hospital if bed retained at the
home *

Residential and Nursing care
WBC Homes - charge the
assessed contribution from date
of admission even if client
subsequently decides to leave
the home during the review
period *

Assessed charge from date of | Assessed charge from date of
admission admission

Transporting clients from care
homes to resource centres Actual cost Actual cost
(charge to provider) *

£109.50 per week for a full

X £114.10 per week for a full
time placement.

time placement.

Shared Lives £32.80 per week for an

: ) . £34.20 per week for an
— management fee * overnight respite session.

overnight respite session.

£4.30 per hour for day
support.

£4.50 per hour for day support.

Statutory Charge *
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Resource Centre - Rental Charges

Fees 2021/22 Proposed Fees 2022/23
. Half . Half
Daily Hourly Daily Hourly
Room Rate Day Rate Rate Day Rate
Rate Rate
Phoenix Resource Centre
Ground floor woodwork room £58.00 £29.60 | £10.40 Not available
External car washing facility £58.00 | £29.60 | £10.40 Not available
From From From From From From
Ground floor Theatre (with £87.70 £45.90 | £21.80 £91.40 £47.80 £22.70
lighting and audio system) to to To to to To
£153.50 | £82.20 | £39.40 £159.90 £85.70 £41.10
Audience seating (setting up £82.20 | £82.20 | £82.20 | £75.00 | £75.00 | £75.00
and taking down)
First floor Theatre office £16.40 £16.40 | £16.40 £17.10 £17.10 £17.10
Ground floor frailty and £60.30 | £32.80 | £12.10 | £90.90 | £47.70 | £15.90
dementia suite (Lilac Lounge)
Ground floor physical disability £58.00 | £29.60 | £10.40 | £60.40 | £30.80 | £10.80
suite (Sunshine Room)
gg’rt‘]”d floor sensory cooking £58.00 | £29.60 | £10.40 | £60.40 | £30.80 | £10.80
Ground floor sensory room £58.00 | £29.60 | £10.40 £60.40 £30.80 £10.80
Ground floor optimusic room £58.00 | £29.60 | £10.40 £60.40 £30.80 £10.80
Ground floor dining room £87.70 | £45.90 N/a £91.40 £47.80 N/a
Ground floor dining room and £98.60 | £51.50 | N/a | £102.70 | £53.70 N/a
kitchen
gg’#}”d floor small activity £28.80 | £14.80 | £6.50 | £30.00 | £15.40 | £6.80
First floor Craft activity room £58.00 | £29.60 | £10.40 £60.40 £30.80 £10.80
First floor computer suite £58.00 | £29.60 | £10.40 Not available
First floor Movng and Handling N/a N/a N/a | £134.10 | £109.00 | £37.10
training room 1
E:]rl‘;t floor training room 1 —room |\, N/a N/a | £67.00 | £55.70 | £19.30
First floor activity / office space - Not available
full space (large) £114.00 | £58.00 | £20.80
First floor activty /office space — | ra7 70 | £4500 | £16.40 Not available
(medium)
First floor Art room £58.00 £29.60 | £10.40 Not available
First floor large meeting room
without equipment £36.20 | £18.60 | £7.60 £37.70 £19.40 £7.90
First floor large meeting room £47.10 | £22.90 | £9.10 | £49.10 | £23.90 | £9.50
with equipment
First floor small meeting rooms £21.80 | £11.40 | £4.20 £22.70 £11.90 £4.40
Accessible shower facility and N/a N/a £0.80 N/a N/a £10.20
personal care rooms

Statutory Charge *
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Fees 2021/22

Proposed Fees 2022/23

. Half . Half
Daily Hourly Daily Hourly
Room Rate Day Rate Rate Day Rate
Rate Rate
Hungerford Resource Centre
S):;’r‘:]”d floor main activity £101.90 | £51.50 | £18.00 | £106.20 | £53.70 | £18.80
Ground floor computer suite £52.00 | £26.20 | £9.10 £54.20 £27.30 £9.50
Ground floor quiet room £26.20 | £13.60 | £5.40 £27.30 £14.20 £5.60
S;E)L:]”d floor hairdressing £26.20 | £13.60 | £5.40 | £27.30 | £14.20 | £5.60
First floor meeting room 1 £52.00 | £26.20 | £9.10 £54.20 £27.30 £9.50
First floor meeting room 2 £52.00 | £26.20 | £9.10 £54.20 £27.30 £9.50
Accessible shower facility and N/a N/a £0.80 N/a N/a £10.20
personal care rooms
Fees 2021/22 Proposed Fees 2022/23
. Half . Half
rae | O | oo | Raw | 2| Rate
Rate Rate
Greenfield Resource Centre
Atrium £101.90 | £51.50 | £18.00 £106.20 £53.70 £18.80
Computer suite £52.00 | £26.20 £9.10 £54.20 £27.30 £9.50
Frailty and dementia suite £76.70 | £38.90 | £13.60 £79.90 £40.50 £14.20
Physical disability suite £76.70 £38.90 | £13.60 £79.90 £40.50 £14.20
Learning disability suite £52.00 | £26.20 £9.10 £54.20 £27.30 £9.50
Optimusic / sensory room £52.00 | £26.20 £9.10 £54.20 £27.30 £9.50
Small office £26.20 | £13.60 | £5.40 £27.30 £14.20 £5.60
Accessible bath facility and
personal care rooms N/a N/a £9.80 N/a N/a £10.20
Security opening and locking £18.60 | Nia Na | £19.40 | Na N/a

building at weekends

Hourly rate applies for bookings of between 1 and 2.5 hours, all bookings over this time duration

are charged as a half day.

Statutory Charge *
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2

2.1

2.2

2.3

Education: Family Hubs

The Family Hubs may enter into hire agreements in order to deliver
services to children, young people, families and the local community.
Family Hubs are non-profit making organisations and as such it is agreed
that West Berkshire Family Hubs have a reduced charge for statutory
providers for use of the Centres’ facilities where they are delivering services
for families with children 0-5 years that fall within the remit of Family Hubs
e.g.

e Family Groups and contact visits held by Children Services

e Clinics and drop-in’s held by Health Professionals

The Family Hubs started to charge for activity sessions provided to the
general public in 2018/19. These activities are pre-booked via an online
booking system. Activities are allocated to a pricing band, depending on
their nature.

The Family Hubs increased the room hire charges for 2019/20, which is the
first increase for a number of years. It has therefore been decided to not
increase the charges in 2022/23 in recognition of the challenges our hirers
have had since the Covid pandemic.

Family Hubs Fees and Charges (charges per hour)

Family Hubs
Fees 2021/22 Proposed Fees 2022/23

Room Hire Non profit Profit Statutory Non profit Profit Statutory

Organisation | Organisation | Services | Organisation | Organisation | Services
East District £10 £20 £6 £10 £20 £6
- Calcot
Central
District -
Thatcham £10 £20 £6 £10 £20 £6
Park Lane

Note: contributions are accepted for Stay and Play activities towards refreshments.

Family Hubs Additional Fees and Charges (Out of hours)
**Charges after 6pm Weekdays and on Saturdays

Fees 2021/22 Proposed Fees 2022/23
Room **Caretaker **Caretaker **Caretaker **Caretaker
Hire Opening Waiting Time | Opening Charge Waiting Time
Charge Charge Charge
1 Hour £10.00 N/A £10.00 N/A
2 Hours £10.00 £7.00 £10.00 £7.00

Page 245



3 Hours £10.00 £10.50 £10.00 £10.50
4 Hours £10.00 £14.00 £10.00 £14.00
5 Hours £10.00 £17.50 £10.00 £17.50
6 Hours £10.00 £21.00 £10.00 £21.00

Family Hubs Activity Sessions

Proposed Fees
Fees 2021/22 2022/23
Band £ £
A £0 - £3 £0 - £3
B £3.01 - £10 £3.01 - £10
C £10.01 - £20 £10.01 - £20

Name of session/Group Charging Basis

Band
All Stay, Play & Learn A Per family per session
Groups
Messy Play A Per family per session
All Baby Groups A Per family per session
Post Natal Group A Per family per session
Family Learning Courses B Per learner per session
Paediatric First Aid B Per adult one off session
Baby massage B Per family per session
Little Stars C Per family per 6 week course

Education: Hometo School Transport

The Standard Rate has increased by £36 per year from £804 (academic
year 2021/22) to £840 (academic year 2022/23) to reflect increasing
transport cost. The Rate represents £4.42 for a return journey per school
day. The Rate applies across West Berkshire so that rural communities
are not disadvantaged with a higher price.

Home to School Transport Fees and Charges

Home to School Transport
Banding Fees 2021/22 Fees 20212/23
Standard rate £804 £840
Replacement bus pass admin £15 £15
fee
Rail pass admin fee £20 £20
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4  Communities & Wellbeing: Culture

Culture

Description

Fees and Charges
2021/22

Proposed Fees and
Charges 2022/23

Shaw House

Fees and Charges

Proposed Fees and

2021/22 Charges 2022/23
Shaw House - Room Hire Charges:
Registered Charity per hour £20 - £32 £20 - £32
Public Sector and Community use per hour £26 - £39 £26 - £39
Commercial use per hour £33 - £51 £33 - £51
Museum

Fees and Charges

Proposed Fees and

2021/22 Charges 2022/23
West Berkshire - Archaeological Archive Box Fee
Fieldwork Fee
This charge cowers the fieldwork natification and
processing of the Archaeological deposit and includes £50 £50
issuing of an accession number and subsequent
administration. Non-refundable.
Deposit Fee
This charge includes the provision of up to three standard £101 £101
size boxes and the ongoing care and management of the
archaeological deposit. Non-refundable.
Additional Boxes
Full Box 0.4 x 0.25 x 0.22m =0.022m3 £71 £71
Half Box 0.4 x 0.25 x 0.11 =0.011 m3 £31 £31
Quarter Box 0.4 x 0.125 x 0.11 =0.00275 m3 £20 £20
Eighth Box 0.2x 0.125 x 0.11 m= 0.00275m3 £10 £10
Sixteenth Box 0.1 x 0.125 x 0.11 m 0 0
oe 0.2x0.63x0.11 = 0.001375m3
Skull Box = 1/2 Box 0.2 x 0.2 x0.25 = 0.012m3 £34 £34
Human Bone =1 1/2 Box 0.6 x 0.25 x 0.25 = 0.039m2 £103 £103
Map Rolls per 100 grams3 £2 £2
Archive Box deposit charges £0 £0
Full Box 0.4 x 0.075 x 0.27m =0.0081m3 £25 £25
Half Box 0.4 x 0.045 x 0.27 =0.0049 m3 £15 £15

Heritage Service - Use of Image
Collection

If supplied for private personal use only the image productio

both an image production fee and a reproduction charge.

n fee is payable. Images sup

plied for publication incur

Image Production Fee

Photo Print - up to A6 £5.20 £5.20
Photo Print - up to A5 £10.00 £10.00
Photo Print - up to A4 £16.00 £16.00
Laser Scan - up to A4 £5.20 £5.20
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Digital Scan - to CD

£16.00

£16.00

Digital Scan - to CD - Discounted rate for West Berkshire
non-profit making organisations

Free

Free

Fees and Charges

Proposed Fees and

2021/22 Charges 2022/23
Reproduction Charges
Commercial Publication:
Up to full page, B&W or Colour £42 £42

Up to Full Page B&W or Colour - Discounted rate for the
promotion of culture in West Berkshire

£15 one image; £5 for all
subsequent images

£15 one image; £5 for all
subsequent images

Cower (front or back)

£78

£78

Cower (front or back) - Discounted rate for the promotion
of culture in West Berkshire

£30 one image

£30 one image

Local Publication

£16

£16

Local Publication - Discounted rate for West Berkshire
non-profit making organisations

£15 one image; £5 for all
subsequent images

£15 one image; £5 for all
subsequent images

Academic Publication

£31

£31

Academic Publication, etc. - Discounted rate for West
Berkshire non-profit making organisations

£15 one image; £5 for all
subsequent images

£15 one image; £5 for all
subsequent images

Magazine or Newspaper

£42 £42
Adwertising or Brochure £78 £78
Exhibition Use £42 £42

Exhibition Use - Discounted rate for West Berkshire non-
profit making organisations

£30 one image £10 for all
subsequent images

£30 one image £10 for all
subsequent images

Website (3 year use) Per 3 Years £78 £78

Website (3 year use) - Discounted rate

for West Berkshire non-profit making £30 one image £10 for all | £30 one image £10 for all

organisations subsequent images subsequent images
Per 3 Years

Supply fee

Image already in our catalogue and

supplied in a physical format £15 £15
Plus Postage

New photograph required taken in-

house and supplied digitally £50 £50

Per Object

New photograph required taken in-

house and supplied in a physical format Per Object, £65 £65
plus postage

Copying and laminating charges

These charges are common with the library senice

A4 Photocopy b/w £0.10 £0.10

A4 Photocopy colour £0.60 £0.60
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A3 Photocopy b/w

£0.30 £0.30

A3 Photocopy — colour £1.00 £1.00
Libraries
Description 00 vz | Charges 2020193

Request Charges
Items available in SELMS libraries £3.00 £3.00
Owverdue Charges
Owerdue Books for children per day £0.10 £0.10
Owerdue Books for Adults per day £0.25 £0.25
DVDs per day £0.25 £0.25
Admin fee for debt recovery process £12.00 £13.00
Printing and Photocopying charges
A4 B&W £0.10 £0.10
A4 Colour £0.60 £0.60
A3 B&W £0.30 £0.30
A3 Colour £1.00 £1.00
Microfilm Copying £0.20 £0.20
Other Charges for Library Services
Lost Tickets £3.00 £3.00

Reference and Research enquiry
charges

NWN enquiries: £20 per
half hour, (WB library
members get first half

hour free). Copying
charges are additional
and there is a £3 admin

charge for postage.

NWN enquiries: £20 per
half hour, (WB library
members get first half

hour free). Copying
charges are additional
and there is a £3 admin

charge for postage.

Book group senice (per annum)

£26

£27

Vocal Scores

£6 per month per set of
20 scores from SE region.
(Loans in multiples of 20.)

£6 per month per set of
20 scores from SE region.
(Loans in multiples of 20.)

Orchestral sets from SE region per month £15 £16
Play sets from SE region per month £6 £6
Hire charges

U Cert DVDs per week £1 £1
Other Cert DVDs per week £2 £2
Room Hire

Newbury Library - Carnegie Lounge

(reduced rate available for charities/ £18 £19
local non-profit organisations). per hour

Newbury Library - Advice point -small

meeting room (reduced rate available for per hour £10 £10
charities/ local non-profit organisations).

Theale Library (reduced rate available

for charities/ local non-profit per hour £18 £19
organisations).

All other libraries per hour £10 £10
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Culture for the purposes above, includes the arts in all its forms, events and festivals, tourist attractions,
the historic and “natural” landscape (buildings, places, open spaces), parks and gardens, libraries,
museums and museum collections, local customs and folklore, the culture of food and the diversity of the
people who live here.
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Appendix Fii

Place and Resources Fees & Charges Proposals —2022/23

1.

11

1.2

1.3

2.1
1)

Introduction

The starting point for the base budget for the 2022/23 budget build is that fees and
charges should increase at least in line with inflation in order to maximise income
accepting that:

e Fees and charges can have a direct impact on usage and take up.

e In some circumstances the Council is providing services in direct competition to
the private sector. Where this is the case, price is likely to have a direct link with
demand and it is important that the Council does not price itself out of the market.
In some areas benchmarking has taken place to ensure West Berkshire can
compete with other authorities.

e Raising fees and charges can in some instances work against the Council’s social
inclusion agenda by effectively discriminating against those who are less able to

pay.

e For some services there is a clear expectation that fees and charges will reflect
the costs incurred in providing the service; the Council may be subject to legal
challenge if increases in fees and charges cannot be justified.

Statutory fees are not set by the council and may be subject to change during the
year.

Fees below are correct at the time of publication, some may change during the year
for operational reasons, subject to the appropriate authorisations.

Proposals— Place Directorate

Development and Regulation

Housing

Temporary accommodation is charged in line with Local Housing Allowance (LHA)
rates which have not yet been released for 2022/23. Do It Yourself Shared
Ownership (DIYSO) leases will be increased in line with the rate of CPl inflation as at
October 2021 (4.2%); the rental costs of Gypsy and Traveller accommodation owned
or let by West Berkshire Council are also to be increased in line with CPIL.

The Council also charge for homeless households placed in Bed and Breakfast
accommodation. Households will need to claim Housing Benefit, or will be charged
up to the amount Housing Benefit would pay, if they were eligible. In addition
households will need to pay the ineligible charges, mainly breakfast. These charges
are proposed to increase inline with inflation at 4.2% for 2022/23.

The Council may also charge applicants placed in emergency bed provision at Two
Saints Hostel. Applicants are unable to claim Housing Benefit when placed in an
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emergency bed. A charge of £1 a night may be made for emergency bed provision
for people who are not employed and £5 a night for people who full or part time
employment. However the process for charging for emergency accommodation at
Two Saints Hostel is under review with a view to bringing the process in line with that
for other types of temporary accommodation.

In some instances, the Council provides transport to temporary accommodation for
households who have no other means of getting to that accommodation. The cost of
providing the transport will be recharged, in full to the client.

The Council can assist with providing removals and/or storage for homeless
applicants. The full cost of providing this service will be recharged to the client.

The Council can assist with securing cattery or kennel provision for homeless
applicants in temporary accommodation, as pets are not permitted in temporary
accommodation. The full cost of providing this service will be recharged to the client.

The Council provides repairs and maintenance to a small supply of temporary
accommodation, including an out-of-hours service. In the event that a tenant or
licensee uses the emergency service for a non-emergency repair, or fails to attend
an appointment for a contractor to attend to a repair, a charge will be made to the
tenant to cover the call-out costs. Where repairs arise as a result of neglect or
damage caused by the tenant or licensee, or a member of their household, or a
visitor to their home, the full cost of the repair will be recharged to the tenant or
licensee.

Housing related support services will be charged at the actual cost of the service
received.

For 2022/23 the council will charge an agency fee of 12% to any application for
grants or loan where these are overseen and managed by the Home Improvement
Agency.

Description Fees and Charges 2021/22 Proposed ;Z;:/ggd Charges
Copy of housing assessment No Charge No Charge
Average rent for temporary accommodation per week In Line with Local Housing Allowance | In Line with Local Housing Allowance
Do It Yourself Ownership rent (DIYSO) rent 0.5 % increase on individual contracts 4.2°% mcrs:rs;az:smmwdual
Transport costs to temporary accommodation (TA) Actual cost Actual cost
Gypsy Traveller rent (Per week, per plot) £94.00 £98.00
Home Improvement Agency (HIA) fee for private adaption 12% of total cost of works to eligible | 12% of total cost of works to eligible
work clients clients
Failed call out charges Actual cost Actual cost
B&B charging

Ineligible Charges for Bed and Breakfast Accommodation
Heating, lighting and hot water per week per Family Unit* £40.20 £41.90
Breakfast per person, per week £3.50 £3.60

* Statutory fee

** Family Units Include: Single person, Couple - no children, Couple with 1-4 children, Single person with 1-4 children.

2 Development Control
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Fees for planning applications are set centrally by the Department for Levelling Up,
Housing and Communities. For invalid applications, 25% of the set fee will be
retained by the service after the 3rd failed attempt.

A new fee structure for Pre-application planning fees is proposed for 2022/23 to
better reflect costs to the Council and nature of advice provided, as shown below.
The more detailed charging structure for 2022/23 does not have a direct equivalent
from 2021/22 and so no comparative chares are shown here.

Fees and Charges
2022/23

Planning Applications Government set fees

25% of Government
set fee after 3 failed
attempts

Invalid applications charge

Pre-Application Advice: Minor Operations

L . P dF d
Application Type Type of Advice gﬁ;%sfs 2033722n_
including VAT
\Written Advice Only £160
\Written Advice after a Site Visit. £257
\Written Advice with a follow up meeting — No SV £257
Householder
\Written Advice after S/Visit + Follow Up meeting £349
\Written Advice Only £250
\Written Advice after a Site Visit. £347
\Written Advice with a follow up meeting — No SV £347
Adverts
\Written Advice after S/Visit + Follow Up meeting £444
\Written Advice Only £178
\Written Advice after a Site Visit. £275
Works/Extns to Listed  |Written Advice with a follow up meeting — No SV £275
Buildings
\Written Advice after S/Visit + Follow Up meeting £365
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Application Type

Type of Advice

Proposed Fees and
Charges 2022/23 —

including VAT
\Written Advice Only £120
\Written Advice after a Site Visit. £180
General LB or \Written Advice with a follow up meeting — No SV £180
Conservation Advice
\Written Advice after S/Visit + Follow Up meeting £290
\Written Advice Only £178
\Written Advice after a Site Visit. £300
Change of Use (Land) |written Advice with a follow up meeting — No SV £300
\Written Advice after S/Visit + Follow Up meeting £406
\Written Advice Only £186
\Written Advice after a Site Visit. £283
Telecommunications  |Written Advice with a follow up meeting — No SV £283
\Written Advice after S/Visit + Follow Up meeting £396
\Written Advice Only £221
\Written Advice after a Site Visit. £294
\Written Advice with a follow up meeting — No SV £294
Shopfronts
\Written Advice after S/Visit + Follow Up meeting £366
\Written Advice Only £222
\Written Advice after a Site Visit. £444
Agricultural Notification |written Advice with a follow up meeting — No SV £444
\Written Advice after S/Visit + Follow Up meeting £554
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Pre-Application Advice: Residential Development

Application Type

Type of Advice

Proposed Fees and
Charges 2022/23 —

including VAT

\Written Advice Only £240

\Written Advice after a Site Visit. £300
1 new residential \Written Advice with a follow up meeting — No SV £300
dwelling

\Written Advice after S/Visit + Follow Up meeting £380

IAdvice in Principle only £120

\Written Advice Only £480

\Written Advice after a Site Visit. £540
2-4 new residential \Written Advice with a follow up meeting — No SV £540
dwellings

\Written Advice after S/Visit + Follow Up meeting £640

IAdvice in Principle only £240

\Written Advice Only £960

\Written Advice after a Site Visit. £1,080
5-9 new residential  \written Advice with a follow up meeting — No SV £1,080
dwellings

\Written Advice after S/Visit + Follow Up meeting £1,300

IAdvice in Principle only £480

\Written Advice Only £1,680

\Written Advice after a Site Visit. £1,860
10-25 new \Written Advice with a follow up meeting — No SV £1,860
residential
dwellings

\Written Advice after S/Visit + Follow Up meeting £2,020

IAdvice in Principle only £840
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Application
Type

Type of Advice

Proposed Fees and
Charges 2022/23 —

including VAT

26-49 new Detailed Written Advice with meeting and Site Visit £3,300
residential
dwellinas

IAdvice in Principle only £960
50-99 new Detailed Written Advice with meeting and Site Visit — Initial payment of
residential Based on maximum of 30hrs work, additional hours £4,500
dwelling charged at £150 per hour

IAdvice in Principle only £1200
100-199 Detailed Written Advice with meeting and Site Visit — Initial payment of
new Based on maximum of 30hrs work, additional hours £5,500
residential charged at £150 per hour
dwelling

IAdvice in Principle only £2000
200-499 Detailed Written Advice with meeting and Site Visit — Initial payment of
new Based on maximum of 30hrs work, additional hours £7,500
residential charged at £150 per hour
dwelling

IAdvice in Principle only £2500
500+ new Detailed Written Advice with meeting and Site Visit — Initial payment of
residential Based on maximum of 30hrs work, additional hours £8,500
dwelling charged at £150 per hour

IAdvice in Principle only £3000
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Pre-Application Advice: Non-residential Development

Application Type

Type of Advice

Proposed Fees and
Charges 2022/23 -

including VAT

Less than 249sgm \Written Advice Only £265

\Written Advice after a Site Visit. £350

\Written Advice with a follow up meeting — No SV £350

\Written Advice after S/Visit + Follow Up meeting £496

IAdvice in Principle only £128

\Written Advice Only £480
Between 250 —499  |written Advice after a Site Visit. £540
sgqm

\Written Advice with a follow up meeting — No SV

\Written Advice after S/Visit + Follow Up meeting £820

)Advice in Principle only £240

\Written Advice Only £960
Between 500 - \Written Advice after a Site Visit. £1,080
1000sgm

\Written Advice with a follow up meeting — No SV

\Written Advice after S/Visit + Follow Up meeting £1,200

Advice in Principle only £360
Between 1000 - Detailed Written Advice with meeting and Site £2,400
2,499sgm Visit

Advice in Principle only £480
Between 2,500 — Detailed Written Advice with meeting and Site £3,300
4,999sgm Visit

Advice in Principle only £540
Between 5000 — Detailed Written Advice with meeting and Site  [£4,400
9999 sgm Visit

)Advice in Principle only £680
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Application Type Type of Advice Proposed Fees and
Charges 2022/23 —
including VAT
Greater than Detailed Written Advice with meeting and Site  [£5,500
10,000sgm Visit
IAdvice in Principle only £810

Charge

Cost (including VAT)

Basic Enquiries Charge (including, but
not limited to (i) planning history searches,
(ii) advice on how to check our records to
establish whether permitted development
rights have been removed from a
residential dwelling, (iii) general advice on
the procedure for discharge of conditions
or non-material amendments to existing
permissions, (iv) advice on how to seek
pre-application advice, fill out application
forms and fees)

£50 - £150 (covers up to an hour of an
Officer’s time)

For more complex requests which will take
more than one hour to complete, a bespoke
fee will be agreed in advance based on the
likely time taken and the level of experience
of the Officer required to provide any such
advice.

General Planning Policy Advice

£150 (covers up to an hour of an Officer’s
time)

For more complex requests which will take
more than one hour to complete, a
bespoke fee will be agreed in advance
based on the likely time taken and the
level of experience of the Officer required
to nrovide anv such advice

Ecology Advice

£150 (covers up to an hour of an Officer’s
time)

For more complex requests which will take
more than one hour to complete, a
bespoke fee will be agreed in advance
based on the likely time taken and the
level of experience of the Officer required
to provide any such advice.
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The involvement of a more senor manager
to assist with negotiations where a request
has been made by the applicant/agent and
is not included in a Planning Performance
Agreement.

Senior Manager attendance

Development & Regulation Service
Director - £200 per hour

DM Service Manager - £150 per hour

DM Team Leader - £100 per hour

£150 (covers up to an hour of an Officer’s
time)

For more complex requests which will take
Confirmation of compliance with a S106 more than one hour to complete, a

compliance with a notice bespoke fee will be agreed in advance
based on the likely time taken and the
level of experience of the Officer required
to provide any such advice.

Pre-Validation Checking Service: £60 (covers up to an hour of officer’s time)
A technical officer will check the following for N
common errors, omissions or disclaimers: Each additional hour charged at £60

e Application Form o Householder, advertisement and prior

* Certificate(s) notification applications — 1 hour

e Location/Block Plan « Minor and similar applications — 2 hours
e Cil Form o Major and similar complex

e Plan(s) applications — 4 hours

Two Strikes — Invalid submissions (if an
application is not validated in two successive
submissions) 25% of Application fee

o Householder, advertisement and prior

Charging for invalid applications (that notification applications — £60
have not been made valid within 28 o Minor and similar applications — £110
days) o Major and similar complex

applications — £250

£150 (covers up to an hour of an Officer’s
time)

) o For more complex requests which will take
Advice which is not covered by any of more than one hour to complete, a bespoke
the above Categories fee will be agreed in advance based on the
likely time taken and the level of experience
of the Officer required to provide any such
advice

Copy of Decision Notice, TPO, Appeal £30
Decision Notice, Enforcement Notice
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3)

Public Protection Partnership

The Public Protection Partnership (PPP) provides chargeable services on behalf of
West Berkshire Council and Bracknell Forest Council. The proposed fees for
2022/23 have been agreed by the Joint Public Protection Committee and the relevant
licensing committees of the two councils.

e All statutory fees and those linked to national schemes are based on fees
published on 16 August 2021 and may be subject to change by Central
Government or the management of the schemes.

e Statutory fees are as marked below.

e The chargeable hourly rate for PPP is £59 per hour (ph), which is unchanged
from 2021/22.

e Fees for taxi and private hire vehicles, drivers and operators will be reviewed
in January 2022 by the Council’s Licensing Committee.

LICENCES, REGISTRATIONS AND CONSENTS

Pre Application Advice

We provide chargeable pre-application advice for the following licences and
consents:

License/Consents Fees and Charges Proposed Fees and
2021/22 Charges 2022/23
Gambling Act £59 ph £59 ph
Licensed Premises Notifications £59 ph £59 ph
Licensing Act 2003 £59 ph £59 ph
Scrap Metal £59 ph £59 ph
Sex Establishments £59 ph £59 ph
Skin Piercing & Dermal Treatments £59 ph £59 ph
Street Trading Consents £59 ph £59 ph
Animal Licences
Animal Licences — (Class A — Fee Discretionary)
**The granting fee includes initial inspection and mid- Fees and Proposed Fees
term inspection totalling 4 hours (unless stated Charges and Charges
differently). Inspections required beyond this due to 2021/22 2022/23
additional visits, abort