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Today:  

 
• Reminder of the BSRA concept and the Business Plan 
• What’s gone well 
• What hasn’t 
• 20 mins presentation and questions at the end 



 
 
Context:  

 
• New Govt – circa 30% reduction in formula grant 
• Proposition from Cabinet to concentrate spend on areas 

local people value most 
• Trade off against those they value least 
• BSRA – 

• Concept of less for less or  
• Ford Mondeo level of service 

 
 
 
 
 



Market Research Objectives and Summary of Methodology 

Objectives: 

• Ashford Borough Council retained Facts International to co-ordinate a public consultation to inform the 
Council  on: 

• Priorities in making Ashford a good place to live 

• Identify what residents would like the Council and its partners to prioritise in terms of support for 
the local community 

• Identify on which service areas residents would like to see the Council spend more / less 

• Identify which service areas residents would like the Council to focus on over the next 5 years 

Methodology: 

• Residents had a choice of completing a survey either online or on paper. 

• Paper questionnaires were distributed in Ashford Voice and local newspaper as well as being handed out 
in various public locations in Ashford Town Centre; Online survey was hosted on Council’s website 

• Fieldwork took place between 18th February and 31st March 2010 

• 1,478 questionnaires were analysed, 1139 were postal and 339 were web based. 
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Service areas on which Council should focus 

1st Priority 2nd Priority 3rd Priority
Q6b. Please choose the top three services that you feel Ashford Borough Council should focus upon over the next five years?   
Base: All respondents (1,478) 

Recycling, street cleansing and youth activities are the most 
frequently chosen other services on which the Council should 
focus. 

Comment: 

• Men and residents aged 
35+ are more likely to 
prioritise street cleansing 
and litter than other 
demographic groups 

• Youth activities are more 
of a priority for a greater 
proportion of those aged 
under 54 

• Parks & Gardens are a 
priority for more of the 
under 35s and over 65s 
than other age groups.  
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Our Corporate Priorities: 
• Cabinet agreed 1/11/10 and unanimously agreed 

by Council December 2010 
– Recycling & environment 
– Activities for young people 
– Economic development & housing 
– Best services resources allow 

 
 
 
 

 
 

 
 



Recycling and Environment: 
• Recycling and waste contract  

– New contractor in place 
– Should save £500kpa 
– Recycling service rolled out from July 

• PV panels  
– generating £20kpa of revenue – will do more 
– CHP system – will save £1.4M over life of plant  

 
 
 

 
 
 

 
 
 

 
 

 
 



Activities for young people : 
• House operating 2 evenings per week successfully 

integrating with operators of Sk8side 
• Hang 10 youth service delivered 140+ sessions and 

worked with nearly 2000 young people across Ashford 
• Tenterden Youth café opening 22nd April for 2 sessions a 

week 
• Aspire project to give young people work experience to 

improve their prospects of securing a job – 1st cohort 
complete   
 
 

 
 

 
 
 

 
 
 

 
 

 
 



Economic development and housing: 
• Town centre 

– Outlet centre 
– Stanhope 
– Kier 
– Panorama 
– K College site 
– Office building 

• Conningbrook 
• John Lewis 
• Housing delivery 

– Farrow court 
– 50+ new affordable units per annum delivered 

 
 

 
 
 

 
 
 

 
 
 
 

 
 
 



Best Services Resources Allow: 
• Sessions at Elwick Club 
• Rationale  

– Culture change and staff commitment  
– New Members to understand scale of change 
– Staff morale 
– Identify and develop talent 
– Saving money 

• Process and selection of ideas 
 

 
 

 
 

 
 
 

 
 

 
 



How have we progressed? 
•Website/Automated Service – launched 
December 2012. The aim to increase online 
transactions and provide better access to services 
for customers.  
•Intranet - A new Intranet site is currently being 
developed and should be ready to go live by 
November.  
•Social lettings agency - scheme to reduce the 
number of homeless people going into B&B. 
 
 
 

 
 
 

 
 

 
 



How have we progressed? 
•Generic working – Restructuring service areas to help align services 
with synergy. E.G Health, Parking and Community Safety so that AMC 
and CSU sit together – Parking Attendant becomes Civil Enforcement 
Officer 
•Eyes and Ears - The “Report It” mobile app for smartphones that we 
recently launched is planned to be launched on the corporate website by 
the end of September. This app enables the public to report such issues 
as missed bin collections, discarded syringes, dog fouling, fly tipping etc. 
•Commercial charging – Charge cost of recovery for for environmental 
services e.g. rats. And increase planning fees to cost recovery level.  
•Printing – To review the amount of printing we carry out for staff and 
paperwork they generate and stop sending out printed agendas. 
 

 
 
 

 
 
 

 
 

 
 



 
 
Impact Website and Automation: 

 
• 20,000 average calls per month 
• 8-9000 visitors per month 
• 2,500 emails per month 
• Costings –  

• face to face £20  
• phone £3  
• email 30p 

 
 
 
 
 
 
 



 
 
Impact Website, App and Automation: 

• 100% increase in website traffic since new website live 
• 62% of users getting what they want in 3 clicks 
• 25-30% of calls handled by automated services 
• 15% handled by assisted self help 
• Average 80% of benefit claims done online 
• Inform - 25% of 20,000 calls per month = 3 fte or 

£6,250/month 
• Website/Report it app – If all phoned = approx 

£900/month 
 
 
 
 
 
 
 
 
 
 
 



 
 
Social Lettings, Commercial Charging & Print: 

• Social Lettings  
• circa 32 properties signed up so far 
• average cost of £1,500 based on 8 week stay - 

avoiding costs of around £2,000/month saving to 
general fund 

• 32 families and/or vulnerable people housed properly 
• Building consultancy to save around £7-10,000 in first  

year 
• Introduction of I Trent – all HR transactions online saving 

estimated £12,000 per annum 
 
 
 
 
 
 
 
 
 



What has not gone so well: 
 

• Commercial charging did not really get off the ground – 
members did not want to increase costs for rat capture, 
bed bugs etc. 

• Govt changed its mind on cost recovery for planning 
applications. 

• Under pressure (mainly) in service areas where Govt 
policy changes are starting to translate into more work 
Revs and Bens, Universal Credits etc. 
 
 
 

 
 
 

 
 

 
 



All contributed to: 
 

• Improved staff morale – “One to Watch” in Best 
Companies to work for 

• Staff sickness lowest in years – 5 days per fte in 11/12 
• Savings of £2.8m delivered in 3 years  
• Achieved budget each of the 3 years since introduced 
• Remained lowest council tax in Kent 

 
 
 



 
 
Questions? 
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