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Meeting of the Task and Finish Forum:
Business
Tuesday 11 December 2012 at 6.00pm; Council Chamber, Knowle,
Sidmouth
Members of the Council who do not sit on this Committee are welcome to attend as
observers.
Members of the public are welcome to attend this meeting.




There is a period of 15 minutes at the beginning of the meeting to allow members of
the public to ask questions.
All individual contributions will be limited to a period of 3 minutes – where there is an
interest group of objectors or supporters, a spokesperson should be appointed to
speak on behalf of the group.
The Chairman has the right and discretion to control questions to avoid disruption,
repetition and to make best use of the meeting time.

Councillors and members of the public are reminded to switch off mobile phones during the
meeting. If this is not practical due to particular circumstances, please advise the Chairman in
advance of the meeting.
AGENDA
Page/s
1.

Public question time – standard agenda item (15 minutes)
Members of the public are invited to put questions to the Forum through
the Chairman. Councillors also have the opportunity to ask questions of
the Leader and/or Portfolio Holders during this time slot whilst giving
priority at this part of the agenda to members of the public

2.

Chairman’s opening remarks

Chief Executive: Mark Williams
Deputy Chief Executive: Richard Cohen
Deputy Chief Executive and Monitoring Officer: Denise Lyon
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3,

To receive any apologies for absence.

4.

To receive any declarations of interest relating to items on the agenda.

5.

To agree any items to be dealt with after the public (including the press)
have been excluded. There are no items that the officers recommend
should be dealt with in this way.

6.

Agreement on the scope of the Forum

4-5

7..

Council Plan

6 - 37

8.

Background Information on the East Devon Business Forum

38 -39

9.

Case Files of 5 different examples of Business in the Country

40 - 91

10.

Business Forum Mid Devon Constitution and Background

92 - 109

11.

Proposed date of next meeting:
Wednesday, 23 January 2013 – 6.00pm in the Council Chamber

Decision making and equality duties
The Council will give due regard under the Equality Act 2010 to the equality impact of its
decisions.
An appropriate level of analysis of equality issues, assessment of equalities impact and any
mitigation and/or monitoring of impact will be addressed in committee reports.
Consultation on major policy changes will take place in line with any legal requirements and
with what is appropriate and fair for the decisions being taken.
Members will be expected to give reasons for decisions which demonstrate they have
addressed equality issues
Members and co-opted members remember!
 You must declare the nature of any disclosable pecuniary interests. [Under the Localism
Act 2011, this means the interests of your spouse, or civil partner, a person with whom
you are living with as husband and wife or a person with whom you are living as if you are
civil partners]. You must also disclose any personal interest.
 You must disclose your interest in an item whenever it becomes apparent that you have
an interest in the business being considered.
Make sure you say what your interest is as this has to be included in the minutes. [For
example, ‘I have a disclosable pecuniary interest because this planning application is
made by my husband’s employer’.]
 If your interest is a disclosable pecuniary interest you cannot participate in the discussion,
cannot vote and must leave the room unless you have obtained a dispensation from the
Council’s Monitoring Officer or Standards Committee.
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Getting to the Meeting – for the benefit of visitors
The entrance to the Council Offices is located
on Station Road, Sidmouth. Parking is limited
during normal working hours but normally
easily available for evening meetings.
The following bus service stops outside the
Council Offices on Station Road: From
Exmouth, Budleigh, Otterton and Newton
Poppleford – 157
The following buses all terminate at the
Triangle in Sidmouth. From the Triangle, walk
up Station Road until you reach the Council
Offices (approximately ½ mile).
From Exeter – 52A, 52B
From Honiton – 52B
From Seaton – 52A
From Ottery St Mary – 379, 387
Please check your local timetable for times.

© Crown Copyright. All Rights Reserved. 100023746.2010

The Committee Suite has a separate entrance to the main building, located at the end of the
visitor and Councillor car park. The rooms are at ground level and easily accessible; there is
also a toilet for disabled users.

For a copy of this agenda in large print, please contact the Democratic
Services Team on 01395 517546
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Scoping template

Overview and Scrutiny Committee
Scope of work for scrutiny:
Broad topic area:

How the Council engages with Business (Business TaFF)

Specific areas to
explore within topic
area:

How EDDC engages with business
East Devon Business Forum membership/constitution
East Devon Business Forum role in facilitating link between
EDDC and business
Links with Chambers of Commerce and other similar
federations

Areas NOT covered
by the review:

Individual planning applications
Planning policy
East Devon Local Plan
Individual contracts between the Council and contractors
and/or suppliers

Desired outcomes
of the review:

Improve communication between business and the Council
Consider if the EDBF should be replaced, and if so, what
with?
Suggestions to the EDBF on how membership can be
increased
Suggestions to the EDBF on changes to their constitution
Suggestions to the EDBF on topics for debate to help inform
the work of the Council relating to its priority of “Working in this
outstanding place”

Who should be
consulted to obtain
evidence (e.g. Ward
Member, officers,
stakeholders)

East Devon Business Forum
Local Enterprise Partnership
Educational institutions providing vocational training (such as
Bicton College)
Federation of Small Businesses
Business Information Point
Chambers of Commerce
Associated East Devon Chambers of Commerce
Blackdown Hills Business Association
Invited members of the public

What evidence
already exists
(consultation, good
practice examples)

Mid Devon Business Forum
Other forums nationally

What experts are
needed to help with
the review:

Nigel Harrison, Economic Development Manager

4

What other
resources are
needed:
Undertaken by the
Committee or is a
TAFF required:

Task and Finish Forum comprising:
Councillors Graham Troman, Mike Allen, Vivien Duval Steer,
Claire Wright, Steve Gazzard and Peter Burrows.

Timescale including
start date:

First meeting 11 December 2012
4/5 meetings concluding July 2013

Who are the
recommendations
being reported to:

Overview and Scrutiny Committee before going to
Cabinet/Council. Recommendations on amending the
constitution and/or operation of the East Devon Business
Forum can only be suggestions because the Forum is not
under the direct control of the Council.
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East Devon – an outstanding place
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This document has been produced by East Devon District Council.
All information is correct at time of production.
For the most recent version of this document, please visit
www.eastdevon.gov.uk/shapingourfuture or call 01395 516551.
If you have any questions about our Council Plan or would like any
further information, please see our contact details on page 28.

To request this information in an alternative
format or language please call 01395 516551
or email csc@eastdevon.gov.uk.
We consider requests on an individual basis.
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Working for this outstanding place
Foreword by Paul Diviani, Leader of the Council and
Ray Bloxham, Corporate Business Portfolio Holder

Thank you for entrusting us with the care of East Devon, which we
all know and love. From the spectacular Jurassic Coast, through the vast
heathlands and steep wooded combes of the East Devon aonB, to the
beautiful Blackdown Hills, we are truly blessed with wonderful
surroundings. This is a neighbourhood that is not just about the way it
looks, but the way it works.
We will deliver a sustainable working legacy to our future generations
and this is how we shall do it:
• So that we can share the coast and countryside we enjoy with our
visitors, we will conserve and enhance our ﬁnest assets, without
detriment to those living and working there.
• So that young people and families can live here, we will ensure enough
aﬀordable homes are built.
• So that we have jobs that enable our working population to be part of
a diverse, balanced, and thriving economy, we will ensure employment
land is available in the right place.
• You want us to retain the character and distinctiveness of our
neighbourhoods, so we will do so whilst ensuring they remain an
outstanding place to live, work, and play.
• We will design and deliver our services in a way that suits your needs.
Our eﬀorts in creating Cranbrook as a self-suﬃcient, low carbon new
town – the ﬁrst stand-alone settlement in Devon since the Middle Ages
– have won national acclaim. A sustainable community located close to
real employment opportunities – among them a signiﬁcant number of
highly-skilled jobs – will be an exemplar for green travel. Other major
initiatives that we are tackling include the expansive regeneration of the
coastal resorts of Exmouth and Seaton.
This is the way out of the current economic gloom and forward to a
brighter future.
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Working for this outstanding place
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Introduction

Our ambition is to
keep East Devon an
outstanding place

The Council’s ambition
The Council is ambitious for the district and its residents. We live in a
beautiful part of the world, with much of the district being in an Area
of Outstanding Natural Beauty – the designation given by Natural
England to the UK’s ﬁnest landscapes. Our appreciation of this runs
through the culture of the Council and is reﬂected in our ambition to
keep East Devon an outstanding place. At the same time, we must look
after our residents’ needs for jobs and homes and will continue
to plan for a sustainable future.

East Devon boasts some of the
most beautiful coastal and rural
scenery in the land, which appeals
to residents and visitors alike

The Council’s purpose
To achieve our ambition and to meet the expectations of residents,
businesses, and visitors, we have agreed two clear purposes that
underpin all the work of our services and councillors: delivering
outstanding service and planning for the future of our district.
We run outstanding services that deliver directly to customers –
providing homes and beneﬁts for people, making decisions about
applications for planning permission requests, and designing and
maintaining beautiful parks, gardens, and nature reserves. These
frontline services have been completely redesigned to cut out waste
and tailor service delivery to what matters to each person. We call
this ‘systems thinking’.
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Our purpose is to deliver
outstanding service and
to plan for the future
of our district

Sidmouth is a tourist hotspot with
many independent businesses

This focus on the customer has led to better customer satisfaction,
more eﬃcient services, and happy staﬀ who know that they now
compare with the best in the country. (Please see our performance
reports to Scrutiny Committee and Cabinet on our website for more
information.)
We plan for the future of the district – pulling in private and public
sector money to make sure there are the jobs, homes, and quality
places for a balanced population, healthy local economy, and outstanding
environment. We support our town centres and are investing in the
new community at Cranbrook, and are supporting infrastructure to
put jobs close to the people. We have also invested in Local Nature
Reserves and in our countryside and coast to enhance people’s
enjoyment of our wonderful natural assets. So what’s next?
The Council’s priorities
We are in challenging ﬁnancial times and in such an uncertain world we
need to deliver the right cost eﬀective services and look forward with
realistic and resilient plans.
To meet this purpose and help us to achieve our ambition, we have
listened to the public and reﬂected your wishes in the priority work and
projects set out in this plan. We believe that a good quality of daily life,
a vibrant local economy with a variety of job opportunities, a beautiful
environment, and a highly eﬃcient Council delivering what matters to
residents and customers are key priority areas. Our drive, focus, and
ambition will be towards delivering these priorities to create an
outstanding place to live, work, and enjoy life.
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Opening of new social housing in Upottery

Our drive, focus,
and ambition will be
towards delivering our
priorities to create an
outstanding place to
live, work, and enjoy life

Our plan only includes work and projects that are achievable and
funded. Anything planned for beyond 2013 is likely to be ﬁrmed up over
the next year or two, as Government budgets are announced and
legislation is passed. Once we are sure we understand the implications,
we will add new ideas and projects to the plan.
The Council’s values
Our values must reﬂect the fact that we are an organisation that exists
to serve its communities. We have consulted widely on what people
think our values should be and have agreed the following:






Accountable
Open
Listening
Caring
Looking forwards
We take pride in our beautiful
countryside
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Each element of the
Council’s organisation
plays its part in a
joined-up approach
to service delivery

About this plan
Running a successful business and delivering services to thousands of
customers every day is a challenge for any organisation. Doing so within
the public sector, especially with ever-tightening constraints on funding,
requires a dedicated team of professionals who are well-managed,
well-informed, and highly motivated.
East Devon District Council is just such an organisation and is
constantly making adjustments to make sure that it is run in the most
businesslike way and is best prepared to deliver value for money services
at the highest possible level of eﬃciency and eﬀectiveness.
The Council is proud to have Investors in People status and that
several of its services have been recognised with certiﬁcation for high
levels of customer satisfaction. These are proof that we have the
framework, the people, the skills and the culture to deliver our promises
and meet new challenges.
A strong management team made up of members who set policy
and oﬃcers who deliver on the ground is not enough. These people
also need to have a clear view of the road ahead, know what their
destination is and how they are going to get there.
On the facing page is a diagram showing how each element of the
Council’s organisation plays its part in a joined-up approach to service
delivery – from the Council Plan setting out our purpose and priorities
to individual performance reviews to conﬁrm that everyone is doing
their bit. In this way, we can be conﬁdent that our Annual Report will be
able to look back on a year of successful service delivery and
improvements to our outstanding district.
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How does our Council Plan fit in with our organisation?
Focus: broad
Purpose: strategic

Focus: speciﬁc
Purpose: operational

Local Plan
Sets out the
development
framework for
the district

This DocumenT
Council Plan
Sets out East Devon
District Council’s
purpose and priorities

Service reviews
Making sure service
design delivers what
customers need
in the best, most
eﬃcient, way

Service plans
Sets out the
operational priorities
of all our services

Performance
Excellence Reviews
Set out individual
actions to achieve
the priorities in the
Council Plan and
service plans

Homes and Communities Plan Living in this outstanding place

Economy Plan Working in this outstanding place

Environment Plan Enjoying this outstanding place

Finance Plan Funding this outstanding place

Annual Report
Sets out what the
Council has achieved
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Our district
East Devon is a beautiful part of the UK. It’s not just that East Devon feels like a nice
place to live – it oﬃcially is! Not only did our residents tell us this in a national survey
run by the Government, we are also blessed with the fact that two-thirds of the district
lies in Areas of Outstanding Natural Beauty – what’s more, the Jurassic coastline of
East Devon makes up part of the only World Heritage Site in England
that is recognised for its environmental importance.
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WORLD
H E R I TAG E S I T E

Developments in Exmouth
In partnership with schools and Britain
in Bloom volunteers, we are proud
of our colourful Manor gardens, a
regular green Flag Award winner.
17

E N G L I S H

C H A N N E L

Exeter Airport The new Flybe
academy, providing jobs and training,
is just one of several major West
End projects.

New community at Cranbrook
A visual of how some of the new
homes at Cranbrook could look.

S O U T h

Axminster Opening of the Millwey
Play Area, Axminster – a project
where the community was involved
right from the start.

S O M E r S E T

yarcomBe

BL ACKDOWN HIL LS
AONB

Honiton East Devon District
Council’s recently refurbished
Thelma hulbert gallery is a hit
with adults and children alike.

all saints
hawkchurch
AxMInSTEr

W E S T
D O r S E T

O n

Ottery St Mary In a scheme
jointly funded by East Devon
District Council, Devon County
Council and others, Ottery St Mary
has a super new bridge so that
pedestrians and cyclists can cross
the river Otter.

colyton

SEATOn
Beer

Budleigh Salterton Britain in
Bloom award-winning town where
the countryside and river meets the
sea beneath East Devon’s iconic red
cliﬀs.

Sidmouth The Connaught
gardens are a regular green Flag
Award winner. The town also boasts
an improved play area at The ham
and a new community centre at
Stowford.

Seaton visitors who enjoy
Seaton’s pebble beach can also enjoy
the popular Axe Estuary Wetlands
nature reserve which is improving
year on year, with further
developments planned.
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Balanced communities
are key to a
sustainable future

Living in this outstanding place
You have told us that by far the most important issue you want us to
tackle is to help with aﬀordable housing so that young families and
people with low incomes can still aﬀord to live here. Our Housing
Market Assessment gives us a guide to what ‘aﬀordable’ means – it is
where housing costs are no more than 25 per cent of the household’s
gross income. Balanced communities are key to a sustainable future,
which is why we are investing in this area. We recognise that to meet
the needs of young people in the district, we need to provide sites for
aﬀordable housing and improve job opportunities.
You have also asked us to invest in our main towns to make sure
they remain attractive places to live and visit, to retain our excellent
council housing service, and to continue the good work we do in
keeping the place beautiful, safe, clean and tidy.
So we will still run our day-to-day services that help make our residents’
lives better, including:
• collecting your landﬁll rubbish and your recycling (thank you for helping
us reduce the former and increase enormously the latter!)
• inspecting all food places to encourage high standards of hygiene
• preventing homelessness wherever possible and ﬁnding accommodation
for those who do become homeless

Opening of the education centre at
Seaton Marshes

new council homes with sustainable
Features in Waggs Plot, All Saints
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new seating in the Strand at Exmouth is
part of a £3 million enhancement scheme
with Devon County Council and Exmouth
Town Council

• managing council homes that oﬀer excellent quality and value for money
• funding home adaptations so elderly and disabled residents can stay in
their own home
• improving the energy eﬃciency of homes through investing in insulation
and energy saving technologies
• making the process as easy as possible for you when you apply for
permission for an extension on your house
• looking after the parks, gardens, and beaches, and funding the
countryside education rangers and activities
• promoting and improving our town centres to encourage community
identity, local services, more trade, and stronger businesses.

What else are we planning?
By 2012

 Finalise the blueprint for the future of Exmouth reﬂecting the views

of both residents and local businesses.
 Sign oﬀ the deal with Tesco in Seaton securing signiﬁcant regeneration

funding.
 Have all the infrastructure in place (over £50 million invested) or

underway so that we can build the new and modern market town of
Cranbrook, where a signiﬁcant proportion of the homes will be
aﬀordable to those on low incomes.
 Have the redeveloped Strand in Exmouth completed through our

partnership with Devon County Council and Exmouth Town Council.
 Deliver on our housing promise by building at least 100 aﬀordable

new homes and ensuring that people can live in some of the empty
homes in the district.
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Living in this outstanding place
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 Hold talks with the Town and Parish Councils to secure the budget

for our teams who keep the district clean, beautiful, and safe by agreeing
priorities and funds with partner organisations, and have agreement on
where future regeneration priorities in the district lie and in particular,
explore further with Axminster and Honiton the potential for making the
most of development opportunities.
 Hold talks with the community in Seaton to agree how to spend
community money from the Tesco development.
 Agree a plan for best use of the Council’s portfolio of assets so that

communities are best served by buildings and land in public ownership.
Part of this work involves a review of our car parks and to make sure
we best use the land and have an appropriate ticket pricing policy.
 Reﬂect in the Housing Business Plan the landmark changes, announced
by Government in 2011, to how we will ﬁnance the Council’s landlord
services.
 Operate the CosyDevon scheme to improve the thermal eﬃciency of
homes in the district.
 Be in the top ten areas in the country for producing the lowest
Computer-generated visual
of how the new town of
Cranbrook could look

amount of waste that has to go to landﬁll and run a trial to extend the
range of recyclables that we collect.
TAYLOR WIMPEY
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StreetScene staﬀ keep parks, gardens,
and roadsides looking good

By 2013

 Have an agreed way of working with community health, faith, and

voluntary organisations who wish to develop the Government’s Localism
agenda in East Devon.
 Invest in supporting communities to plan out their future by helping

them create neighbourhood plans and by continuing to develop our
neighbourhood initiatives.
 Have an Adopted Local Plan and Community Infrastructure Levy

Charging Schedule in place to manage, and draw beneﬁt from, new
housing and commercial development over the next ﬁfteen years.
 Require sustainable design and construction methods for all new

development.
 See the nucleus of the new Cranbrook community, with a primary
school and community building (incorporating a library) starting to
emerge.
The bustling ﬁshing village of Beer is a
magnet for tourists
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Working in this outstanding place

The Council is here to
accommodate, guide,
and work with the local
business community

We know how important it is to have a thriving, competitive local
economy. East Devon has 445 registered businesses and around one in
ten people in East Devon run their own business. Through our Business
Centre and business parks, our planning role, and our projects and
services, the Council is here to accommodate, guide, and work with the
local business community across the district.
The delivery of the West End developments is a vital part of our
Local Plan strategy to help create investment and well-paid jobs. For the
last few years, we have also concentrated resources, time, and eﬀort on
helping Exmouth and Seaton maximise their potential.
We will still run our day-to-day services:
• Working with employers and training providers to give our workers
and young people a competitive edge in going for local jobs and
volunteering opportunities – bringing and retaining more money into
the district, keeping skilled workers here, and giving young people more
reason to stay here, work, and raise families.
• Supporting the visitor economy and increasing the number and variety
of job opportunities by using the natural assets of the district – this will
strengthen and widen our tourism base throughout the year without
damaging the outstanding beauty of the East Devon environment.
• Providing business support, innovation ideas, networking opportunities,
and training for small and medium size businesses and lobbing on their
behalf for important infrastructure and funding.
• Making sure that the family farms and estates of the district are
supported.
local traders at the Exmouth Festival,
which attracts tourists and visitors
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Artists’ impression of the e.on energy
building that will provide heating and
energy for Cranbrook and Skypark
ST. MODWEN – THE UK’S LEADING REGENERATION SPECIALIST

• Lobbying for better and comprehensive broadband coverage to
support the rural community and home working.

What else are we planning?
By 2012

 Agree a budget to start work with our other main towns – Honiton,

Sidmouth, and Axminster – to make sure they also maximise their
potential.
 Work with partners using funds raised from major developments to

pursue comprehensive and professional marketing campaigns to support
the tourism industry and attract businesses and visitors to the area.
 Find ways to promote new inward investment.
 Promote a green industry agenda for the district and its potential to

secure a sustainable future for the East Devon community.
 Extend the sWiTch project providing employment skills for young
people outside Exmouth and promoting apprenticeships in association
with Bicton College and other educational institutions.
 Work with the new Local Enterprise Partnership to help deliver
economic growth.
 See the e.on combined heat and power plant completed to service

Cranbrook, Skypark, and the Intermodal Freight Terminal.
 We are partners to the roll-out of super-fast broadband Internet

connections and will work with Devon County Council to make sure
East Devon gets the beneﬁt.
By 2013

 Have secured funds to maintain a Revolving Infrastructure Fund to

support incoming housing and commercial development in the district.
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Enjoying this outstanding place
We are lucky to be able to live in such a naturally beautiful part of the
country but we must work hard to keep that quality in a changing
climate. The Council’s role is to help residents and businesses make best
use of this outstanding environment and to bring in investment that
enhances our natural assets.
We also want to encourage cultural and leisure activities that cater
for diﬀerent age ranges and interests. Our Towns and Parishes, as well
as local community schools and voluntary organisations, are all partners
in helping deliver community events and celebrations that promote East
Devon at its best.

We help residents and
businesses make best
use of this outstanding
environment and to
bring in investment
which enhances our
natural assets

We fund teams that work in our communities to promote a great
range of activities and natural assets for residents and visitors to enjoy
including:
• a partnership arrangement with Leisure East Devon Charitable Trust
whom we fund by over £1 million each year to run our sports centres
and swimming pools around the district
• a Countryside Team engaging children and young people in events all
year round on our nature reserves and our beaches
• support to the Areas of Outstanding Natural Beauty and Jurassic
Coast partnerships to realise the environmental assets of our district.

What else are we planning?
By 2012

 Complete the ﬁrst stage development of new facilities on the Axe

Estuary Wetlands nature reserve, which will deliver local economic
beneﬁts, increased educational and volunteering opportunities.
Enjoy a leisurely tram ride through the
stunning Axe Wetlands wildlife reserve
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East Devon District Council’s
Countryside Team are passionate
about protecting, enhancing, and
studying the natural environment
for the beneﬁt of all generations

 Deliver our strategy of creating opportunities for a healthy lifestyle

by providing sport and play facilities, wide open public spaces with easy
access, a network of cycle, bridle, and footpaths, and clean and safe
bathing beaches.
 Develop an Environmental Strategy that will deliver ways to enhance

East Devon’s environment and tackle future challenges.
 Support a tourism and marketing campaign to promote East Devon’s

outstanding coast and countryside in order to help increase visitor
numbers.
 Develop a Local Nature Reserves Strategy that will a provide a

framework for the future management, promotion and engagement
of local people in Local Nature Reserves.
 Agree a Strategy for increasing the diversity of the ﬂora and fauna of

both the natural and built environments by creating or enhancing their
habitats.
 Provide activities and opportunities for young people to support and

complement Devon County Council’s Youth Service.
 Put resource into the South West Coast Path to maintain National

Trail quality standards and provide a high quality visitor destination, as
well as beneﬁts for the local economy.
 Prepare a Green Space Strategy to manage, provide and enhance our

green infrastructure.
 Promote the Axe Estuary Wetlands as a regionally important wildlife
destination through partnership working and joint marketing ventures
that delivers the target of 60,000 new visitors to the site and an
additional £50,000 into the local economy.
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Messing about on the beach
appeals to children of all ages

 Establish an East Devon Environment and Wildlife volunteer Network

to consolidate volunteer support and provide opportunities for working
on our Local Nature Reserves.
 Establish in partnership with Exeter University a student work

placement arrangement to provide undergraduates with the opportunity
to develop work experience in all aspects of countryside management.
 Secure the future of the Thelma Hulbert Gallery by ﬁnding ways to

generate more income and exploring whether it is possible to achieve
trust status.
 Engage with the Health and Wellbeing Board at Devon County

Council and develop an approach to improving the health of our
residents.
By 2014

 Review and update the East Devon and Blackdown Hills Areas of

Outstanding Natural Beauty management plans.

The beautiful and peaceful Axe
Wetlands is a magnet for wildlife
and birds, and is very popular with
birdwatchers
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Funding this outstanding place
Our Financial Plan is a separate comprehensive document, available
for anyone who wishes to ﬁnd out more. Like our other service plans,
it is available online or by contacting us. This part of our Council Plan
highlights the key issues taken into account by councillors and oﬃcers
when they are planning how to deliver services this year, next year, and
into the future.
What are the principles we base our strategy on?
Underpinning the plan, these fundamental principles have been adopted
by the Council:
• Annually a balanced revenue budget will be set with expenditure to be
limited by the amount of available resources.
• The General Fund balance will be maintained at the adopted level.
• Resources will be redirected from low to high priority services to meet
objectives set out in the Council Plan.
• Council Tax increases will be kept within annually announced
Government guidelines
In considering the capital budget, the Council will continue to follow the
method of scheme scoring and prioritisation. The Council will also seek
to maximise the use of its assets.
What are the issues that will impact our budget?
One of the most signiﬁcant impacts on the Council’s ﬁnances has
come from the Comprehensive Spending Review 2010 in which the
Government cut local authorities funding as part of their programme
of tackling the national debt problem.
This Council has had a £1.068 m reduction in formula grant for
2011/12, with a further reduction announced for 2012/13 of £0.31 m.
Over the two years this equates to a 26 per cent reduction in funding.
Further reductions are expected in the remaining two years of the
spending review (2013/14 and 2014/15).
Other factors that have had a negative eﬀect on the Council’s ﬁnances
include:
• low interest rates (which reduces the income on savings which are
used to keep Council Tax as low as possible)
• the eﬀect on funding in the removal of the responsibility for the free
bus travel scheme
• increased running cost of services.
Together these factors required the Council to make tough decisions in
order to ﬁnd £2.4 m savings to set a balanced budget for 2011/12.
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Good financial planning
means we have
balanced the budget
without cutting
frontline services

Going forward, the Council will continue to ﬁnd it diﬃcult to aﬀord its
spending plans against further government spending cuts, the added
pressure of increases in costs due to inﬂation, continued low investment
income, an increasing call on services and the Council wishing to keep to
moderate or no increases in Council Tax and other fees and charges.
Through its ﬁnancial planning the Council has completed the diﬃcult
task of balancing its current year budget and has also considered future
year challenges with the inclusion of initiatives to reduce costs going
forward. It has monies available in reserves to bring about changes as
necessary in order to drive down costs or increase receipts to help meet
the continued pressure of balancing its budgets.
In looking to the future, we have considered areas where the
Government is introducing, or has introduced, changes which will aﬀect
the ﬁnancial position of the Council.
What considerations need to be made for the future?
The local GoveRnmenT Finance RevieW This is underway with the
ﬁrst stage relating to the issue of a recent consultation paper, to be
followed by eight technical papers, on the retention of business rates.
This proposes signiﬁcant change to the formula grant methodology
and the relationship with business rates.
The scheme being consulted on will, it appears, result in winners
or losers based on business growth in the area. The implications are
diﬃcult to assess without the full details which are still to be released
and knowing what the ﬁnal scheme will be. With the business
developments planned in the East Devon area, it would be reasonable
to assume the Council could beneﬁt from the new proposals in the
medium term.
WelFaRe ReFoRm Bill With the introduction of the Welfare Reform Bill,
the Government plans that local authorities will no longer, from April
2013, be responsible for the administration of Housing Beneﬁt payments.
Beneﬁts payments will in future form part of the Universal Credit
proposals amalgamating a number of welfare payments into one system
administered directly by the Department of Works and Pensions (DWP).
This brings with it uncertainties for customers, council staﬀ and
ﬁnancial uncertainty in understanding clearly the role the Council will
play in the future and during the long transitional arrangements that are
proposed past 2013.
The current administration of the scheme in theory is cost neutral
when taking direct grant and formula grant together, although as always
with formula grant, individual service grant is not identiﬁable. There is a
risk in the calculations to be used by Government to reduce funding to
reﬂect the stopping of this responsibility that the Council could be
disadvantaged.
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We don’t yet know
what decisions the
Government will make,
so there is some
financial risk for us

neW homes Bonus (nhB) scheme The introduction of this scheme
addresses an anomaly in the current formula grant calculation whereby
additional housing growth is counted as additional income to the
authority in its council tax base and deducted from grant payable as
assumed income raised locally.
The introduction in April 2011 of the nhB rewards housing growth
with a six-year payment of an average Council Tax per additional
property. With the housing development planned in the East Devon
area, the Council should see additional monies under this proposal but
a signiﬁcant risk to the ﬁnancial position of this scheme is that funding
comes from top slicing the formula grant to those categories of councils
that beneﬁt from the scheme. There is a risk that payments received
under the scheme are not greater for a council than the reduction in
formula grant.
localisinG suPPoRT FoR council Tax As part of the Welfare Reform
and linked with the Local Government Finance review, the Government
has issued a consultation paper on Localising Support for Council Tax.
The proposals are that the Council will become responsible for assisting
those on low incomes to help meet their Council Tax liability, not only
in terms of administration a scheme but actually setting the scheme
details locally.
Financial risks associated with this relate to how the Council will be
ﬁnancially reimbursed for the payments made under the scheme and the
cost of administration. Under the current system of Council Tax Beneﬁt
payments made are reimbursed to the Council based on actual cost,
proposals suggest this will change to an annual allocation not tied to
actual costs thereby giving signiﬁcant risk to local authorities on potential
costs incurred.

An East Devon District Council
ﬁnance oﬃcer at an exhibition
highlighting the service
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The Government’s ﬁnancial target of introducing this change is to
reduce overall expenditure by 10 per cent, thereby putting local
authorities into a diﬃcult position of having to reduce beneﬁts/discounts
to those on low incomes compared with the current scheme or fund
costs locally.
leGislaTion chanGes Legislation is imminent on changes to how local
authorities charge for planning applications to a basis of cost recovery.
This should be beneﬁcial to the Council as the service is currently
subsidised (£1.2 m). Realistically it would be sensible to assume the new
regime will not be in place until April 2012, although it may be possible
to implement at an earlier stage, this will be dependent on how quickly
the legislation is passed after the summer recess.

The savings we made
last year amounted
to £982,741

How have we made the savings to balance the budget?
The Council has taken some tough decisions in balancing the books.
There is overwhelming support to protect for as long as possible the
frontline services that you tell us are important to you. So far, we have
been able to do this, although it has been diﬃcult. We have been
reducing the number of staﬀ we employ for several years and taken
a robust approach to moving the budget to clearly agreed priorities
which have been openly debated.
In the last year, we restructured to slim down our management
structure and staﬃng costs. This, together with the sharing of two posts
(including the Chief Executive) with South Somerset District Council,
means a total annual saving amounting to £982,41.
Our Financial Plan outlines the other ways we are exploring to reduce
overheads, such as:
• shared support services
• relocation of the Council oﬃces to a more eﬃcient building
• mobile working
• improvements to our website to encourage more people to contact us
in this way
• continued redesign of remaining services using systems thinking
principles
• making sure we are using council assets in the most eﬀective and
eﬃcient way.
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We have achieved
unprecedented
improvement in our
ability to deliver what
you told us was
important to you

An outstanding council
We were judged a ‘good’ Council by the Audit Commission under the
previous Government and have continued to improve services. Our
aim has been to design both our service delivery and forward strategy
around what matters to our residents and customers.
Decisions are evidence-based and the measures we use tell us
whether we’ve achieved what you said was important. We have
achieved unprecedented improvement in our ability to deliver what you
told us was important and, as a result, customer satisfaction with our
frontline services is at the highest it has ever been. At the same time, we
have become highly eﬃcient and managed to substantially reduce costs.
Thanks to our ‘systems thinking’ approach, we have been in a strong
position to cope with major reductions in the Government’s funding
of public services. The period of 2011 to 2013 will see a 26 per cent
reduction in grant, equating to a cash reduction of £1.8 million, despite
still having to fund our plans to achieve what is right for the future of
the district. Our Financial Strategy is designed to continue to achieve
best value for money and protect as far as possible our frontline services
and the high standards our residents rightly expect.
In this plan, we also outline our intention to make the most of
technology so that we can put services online for those customers who
choose this method of contacting us and make it easier for our staﬀ to
access our computer systems while they are around the district
delivering services.

East Devon District Council involves
parents and children in deciding the
design of play areas funded by new
builds
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We are proud that, despite these very challenging economic times,
we can still oﬀer:
• the lowest Council Tax in Devon and be in the top 25 per cent of
councils nationally for collection rates
• the fastest decision-making time in Devon for people who contact us
to apply for Housing and Council Tax Beneﬁt (and third nationally out
of 39 councils)
• a super-eﬃcient planning service that ‘says “yes” to good development’
in the majority of cases and has satisfaction levels running at over
90 per cent
• a leap to the top 25 per cent of districts nationally in residents’
recycling levels
• top ten position in Decent Homes standard of repair and maintenance
of our council-owned properties.

What plans do we have in place to make sure we don’t have
to stop running the services you want to continue, and
maintain these high standards?
By 2012

 Complete the restructure of the Council’s services to be certain that

services are ﬁt for purpose and as cost-eﬀective as possible.
 Operate Tenant Scrutiny of the Council’s landlord services.
 Completely revamp the Council website so that it works the way our

customers told us they wanted it.
 Complete the redesign of all our services so that we are sure they are

delivering what people want at the lowest possible cost.
The Council has completed the
introduction of a new waste collection
service that is boosting recycling and
cutting landﬁll
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East Devon District Council staﬀ work with
partners in the Police and other councils to carry
out neighbourhood assessments so residents can
feedback on any issues of concern

 Develop a better understanding of why communities feel they are
not able to inﬂuence the Council and act on this information.
 Exploit technology so that our oﬃcers can access computer systems

with their mobile phones or laptops wherever they may be.
 Explore the potential for Devon councils to work together as a

mutual organisation to deliver computer services.
 Explore the potential for sharing or outsourcing our support services.
 Agree a standards framework for the Council to reassure the public

that councillors properly uphold their duties and responsibilities.
 Complete an assessment of the Council’s approach to equalities to

make sure we are a fully inclusive council.
 Decide how we may make the most of any opportunities oﬀered

by the Localism legislation.
 Assess whether there is a business case to move the Council’s
premises to a more eﬃcient building and deliver more eﬀective and
accessible ways of working.
An East Devon District Council
housing oﬃcer visits a tenant in her
home
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How to find out more
Viewing our plans
The most recent version of this document and our service plans are
available at www.eastdevon.gov.uk/shapingourfuture, where you can
also ﬁnd supporting information.
This barcode contains a link to our Council Plan on
our website, which can be read by a mobile phone
with a barcode-reading application.

If you would like to view our plans in another format, please
contact us.

How to contact us
If you have any questions or feedback on our Council Plan or if you
would like any further information, please contact us.
Telephone
visit or write

01395 516551
East Devon District Council
Knowle
Sidmouth
EX10 8HL
Oﬃces open Mon – Fri, 8.30 am – 5 pm

Email

csc@eastdevon.gov.uk
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East Devon Business Forum
Background
The East Devon Business Forum originally existed in the form of the East Devon Business
Council, set up of representatives from local business for the purpose of consultation on
the setting of rates. The EDBC had a paid secretary, funded by EDDC.
In 2005, the organisation was developed to become a Forum, opening up the scope to
improve communications between businesses here in East Devon, local government and
those external bodies that influence the economic health of the area. Their aim is to foster
local economic resilience and sustainable business growth. The constitution is set out
below:
To act as a forum in which business organisations, major employers and the District
Council can meet on a regular basis and agree, so far as possible, a common
approach and policy on matters relating to the economy, prosperity and well-being
of East Devon.
To facilitate the communication of views and opinions between the business
community and the District Council (and any other relevant local government and
public bodies) and through an effective partnership with local government to
promote the prosperity of the District.
Specifically, to advise on the preparation, adoption and performance of an
Economic Development Strategy for East Devon and the Council's annual service
plan for Economic Development; to facilitate development and implementation of
the East Devon Community Plan; and identify or promote by other means, issues
relevant to the economic well-being of people living and working in East Devon.
Current operation
The Forum is currently chaired by Councillor Graham Brown, with Mr Roy Stuart, a private
business man, as Vice Chairman. They set the agenda for meetings, working closely with
the Economic Development Manager. The Forum meets eight times each year, minuted
by a Democratic Services Officer. The District Council directly funds the administration of
the Forum at a budget of £5,250 each year, which covers aspects such as room hire and
website hosting.
The Forum has a website, http://www.eastdevonbusinessforum.org.uk/ which contains
links to those businesses and organisations that form its membership; the minutes of the
Forum are published on the Council’s website and accessible from
http://www.eastdevon.gov.uk/east_devon_business_forum_minutes
Attendees over the past two years have included:
Taylor Catering Foods
Blackdown Hills Business Association
Peninsula Enterprise
Greendale
EEDGP
Stuart Partners
Bell Cornwall
NFU
A E Stuart & Sons
Budleigh in Business
Stonesmiths

Federation of Small Business (ED)
Crealy
All Wood Buildings
Fords and Sons (Sidmouth Ltd)
Tru Homes Limited
Bicton College
Devon Cliffs Holiday Park
Supacat
Everys
Devon Contractors Ltd
Project Cosmic
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A E Carter & Sons
Clinton Devon
East Devon Business Centre
WPA
Stuart Partners
Stags
May Gurney
Otter Nurseries
EABP Group
Aylesford Newsprint
Greendale Leisure Ltd
Heart of the South West LEP
ARA Architects
Devon & Cornwall Business Council
Tancock Estate Agents
KUR Public Relations
Bourne Leisure
Exeter and Heart of Devon Employment and
Skills Board

Oaklands Farm Shop
Honiton Development Trust
Peninsula Enterprise
Pecorama
University of Exeter
BHBA
East of Exeter Growth Point
Waitrose
Exeter Airport Business Park
Worldwide Trading
Denway Farms Ltd
Ladram Bay
Halse of Honiton
KOR Communications
EDAL
Mills & Sons
Outside Adventure Consultants Ltd
Energy Saving Trust
E.ON UK
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Sedgemoor Economic
Development Conference 2012
Wednesday 14 November 2012
Showcasing Economic Growth
The messages coming out loud and clear from Sedgemoor District
Council's Economic Development Conference were that the district
is a place where 'things are happening' and that it is bucking the
economic trend.
More than 130 people were in the audience to hear a succession of
speakers talk about their aspirations for schemes in the area, some
of which are already underway and others which are still on the
drawing board.
First to take the stage was Sedgemoor District Council Strategy and
Business Group Manager, Claire Pearce who said the council's
approach was one of 'doing not just talking' and working with others
to provide solutions and bring in more investment.
An example of this new investment is Mulberry and the conference
heard from Ian Scott, Group Supply Director, that construction was
starting on the new factory in Bridgwater which would be known as
The Willows. Recruitment for the 300 jobs there is underway. (Mulberry video available below.)
Mike Robbins, Principal of Bridgwater College, explained how the college was helping prepare people to
take advantage of the opportunities that the new investment in the district was bringing by working with
employers to find out what skills they needed. This had led to a curriculum which is the most
comprehensive in the region. (Bridgwater College video available below.)
Among the other speakers were Geoff Revell of Miller Turner Investment Management talking about the
proposals for offices and industrial units at junction 24; Tom de Pass of Yeo Valley who spoke about the
family values of the company and its determination to stay close to its roots and Frazer Greenshields,
project director of the scheme to turn Cannington Court into a national training centre for EDF Energy.
There was a glimpse into a possible future where more than five per cent of the UK's energy could come
from a barrage across the River Severn if the scheme promoted Hafren Power came to fruition.
Summing up the day, Doug Bamsey, Regeneration Director at Sedgemoor said the conference had been
the most interesting yet and it looked as if the next one would be even more so with people lining up
already to present their projects.
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business, import/export, recruitment, sales and
marketing and insurance and risk. Local businesses
can access the support service through 1:1 drop in
surgeries or by contacting the partners directly. The
partnership has flourished and one of the partners
has even relocated to the Maylands Business
Centre to be on hand whenever they are needed.
Feedback from businesses in the borough has been
overwhelmingly positive with a high number stating
that they would use the service again.

Case Study 2 - Business support, care
and retention

Signposting and advocacy – Dacorum Borough
Council has long believed in building strong
relationships with the local business community and
offers an advice and signposting service to local
businesses. Due to the strength of these
relationships, the Council has been able to lobby on
behalf of local businesses and implement changes
and projects to support them where necessary.
Examples include:

Business Matters – Dacorum Borough Council is
keen to attract businesses into the area and support
them to grow. To that end, the Council has built up
strong working relationships with the local business
community which recognise the importance of
involving them in the development of the services
provided to them. The Council has developed a
flexible and comprehensive care and retention
package and ensures that local businesses are kept
up to date with news and events through enewsletters, forums and partnerships.
The Dacorum Business Exchange – The
Business Exchange consists of free monthly
networking events which are themed around topics
to encourage business success and growth. The
events bring together local businesses and public
agencies to share information and work together.
Since the launch of the Exchange, attendance has
been consistently high and there is a steady sign up
rate of new companies. Feedback from attendees is
positive and indicates a desire to see the events
continue.
The Maylands Business Centre – The Maylands
Business Centre provides an incubator facility for
start-up businesses and those wishing to move into
their first commercial premises. Established by
Dacorum Borough Council in June 2010, the centre
provides a mixture of light industrial units and office
space on flexible leases. There is onsite advice and
assistance available to businesses throughout the
borough and the centre acts as a focal point for
existing businesses.



Working with Hertfordshire County Council
and the MP for Hemel Hempstead to
improve broadband provision to the
Maylands area. The work involves
lobbying BT to upgrade the current service
to Infinity and sourcing funding to make
infrastructural improvements.



Working with Hertfordshire County Council
and Hertfordshire Highways to investigate
and try to resolve issues with serious
accidents caused by speeding and
problematic HGV parking.



Working with the Police to discuss and
identify deterrents for business areas
suffering high levels of crime.



Bringing businesses together for mutually
beneficial schemes such as the sharing of
car parking space and the short-term
leasing of surplus storage/warehouse
space to local companies who may require
extra space from time to time.

The future is bright for businesses in Dacorum. The
Council will continue to maintain and improve
existing projects and are constantly looking at other
schemes to encourage and nurture the business
community to strengthen and grow. The Council will
continue to engage with the businesses to find out
what is important to them and work towards
delivering services which reflect this.

Dacorum Business Support Partnership –
Following the closure of Business Link, the Council
identified a gap in assistance to business and
established the Business Support Partnership to fill
it. The partnership is made up of local organisations
and companies who have come together to provide
free advice and support to the Dacorum business
community through the Maylands Business Centre.
The partnership advises on a diverse range of
issues including: banking, finance, starting a
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Customer led transformation programme
Case study – Central Bedfordshire Council
Business engagement
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About Central Bedfordshire

The Customer Led
Transformation Programme

Central Bedfordshire is a Unitary Authority in
the East of England, to the north of London.
The area is mixed: to the North a large part
of the area is rural with a number of small
towns and villages, while in the South there
are larger much more urban areas such as
Leighton Buzzard and Dunstable.

Central Bedfordshire’s work has
been funded under the Customer Led
Transformation programme. The fund aims
to embed the use of Customer Insight
and Social Media tools and techniques as
strategic management capabilities across
the public sector family in order to support
Place-Based working.

Central Bedfordshire has a population of just
over 250,000 people, over half of whom live
in the rural areas. But the area is changing
and has one of the most rapidly growing
populations in the country.

The Customer Led Transformation
programme is overseen by the Local
Government Delivery Council (supported
by Local Government Association).

Central Bedfordshire has good north to
south road links including the M1 in the west
and the A1 in the east. Other transport links
include good regional and national rail lines
and the nearby airport at Luton.

The fund was established specifically to
support collaborative working between
local authorities and their partners focused
on using customer insight and social
media tools and techniques to improve
service outcomes. These approaches offer
public services bodies the opportunity to
engage customers and gather insight into
their preferences and needs, and thereby
provide the evidence and intelligence
needed to redesign services to be more
targeted, effective and efficient.

People who live in the area tend to be white,
British and younger when compared with
other parts of the country. But this is likely to
change over the next fifteen to twenty years
with a higher proportion of older people living
in the area.
Central Bedfordshire Council (CBC) was
created from the merger of Bedfordshire
County Council, Mid Bedfordshire and South
Bedfordshire in April 2009.
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Background
Central Bedfordshire is strategically
located on the northern fringe of London
and connecting via road, rail and air to the
gateways to Europe and beyond. Over
the last two decades, its location plus its
attractive environment has led to strong
levels of population growth within the area.
However the rate of job creation over this
period has not matched the population
expansion leading to increasing numbers
of residents not being able to work and
live locally. With 26,000 new homes being
anticipated over the next 10–15 years this
mismatch is likely to increase, with more and
more people living in the area but commuting
out of it to work, unless the number of local
jobs can be increased dramatically.
In order to support the creation of more jobs
CBC needed to build a more informed picture
of the needs, aspirations and issues of the
business community. The council started this
research by undertaking a Local Economic
Assessment for the area. This included a
SWOT analysis:
“We are open for business. In order
to deliver on that, the contribution that
this project makes is to put us in a
position that we can get alongside either
businesses that are here already, or that
might want to come here and create
the kind of one stop shop, rather than
a business that needs to interact with
us having to find their way around our
organisation.”
Richard Carr, Chief Executive,
Central Bedfordshire Council.

4

Business engagement

Strengths
• world leading education Institutions and
businesses
• strategic location, with strong transport
links (M1, A1, A5, A6), rail and London
Luton Airport
• positive business views of Central
Bedfordshire and optimism for future
growth prospects
• relatively low levels of unemployment and
historic high levels of economic activity/
employment
• strong growth in employment floor space
• high levels of managerial, professional and
skilled occupation in the economy
• high levels of business and job growth.
Weaknesses
relatively low level of highly paid job
opportunities for Central Bedfordshire
residents
• low level of productivity
• lack of enterprise facilities
• significant leakage of retail and leisure
spend
• poor business experiences of engagement
and red tape
• pockets of deprivation in urban and rural
areas
• low level of higher skills (level 4) relative to
the wider South East
• low level of business employee training
and engagement with education institutions
in parallel
• around a quarter of businesses report hard
to fill vacancies and skills gaps.
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Threats
• public sector funding availability to
deliver necessary infrastructure and
economic programmes to meet Central
Bedfordshire’s ambitious growth targets

Opportunities
• high quality environment and major new
tourist facilities for developing rural and
visitor economy
• high levels of business growth supported
by a proactive, enabling model of business
engagement supporting an ‘open for
business’ reputation

• ongoing uncertainty on wider
macroeconomic conditions, including
business finance availability

• major housing and population growth
increasing demand for labour, goods and
services

• increasing global and local competition in
attracting new investment and employment
opportunities

• existing education, business and
infrastructure strengths in high value
manufacturing/ engineering and emerging
low carbon technologies, particularly
around renewable energy generation and
low carbon automotive sectors

• a continued increase in those not
participating in the labour market, either
through lack of training or availability of
opportunities.

• new forms of public, private and voluntary
sector partnership initiatives to stimulate
local employment growth and development
• a number of significant town centre and
employment land scheme initiatives
bringing in a step change in town centre
performance and new private sector
investment.

In addition to these economic considerations
there was a realisation, within the newly
formed CBC, that although the council had
numerous support offerings businesses did
not appear to utilise them extensively. It
was also clear, to those working in business
support within the council, that council
departments were not sharing information
about businesses and did not provide a
joined up cohesive service.
Setting these issues against their ambition
both to grow indigenous businesses and to
attract inward investment caused CBC to
launch this project to identify the reasons for
this under-utilisation, to ensure that providers
of business support worked together to
provide a cohesive and rationalised service
and to address any other issues, problems
and barriers identified.
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Objective

Approach

Central Bedfordshire Council and its partners
(eg the Chamber of Commerce) interact
with businesses in many different ways. This
project sought to identify these interactions,
analyse their effectiveness and to seek
opportunities for cooperation resulting in the
improvement and streamlining of service
delivery and identified resource savings.

Initial research
CBC commissioned Live|work to undertake
some initial research to get a general picture
of the current take up, by the business
community, of business support services
from the council – which it was believed
was quite low. To achieve this Live|work
undertook 250 ten minute telephone
interviews with business owners or senior
managers of businesses in April 2011 and
presented their findings to CBC in May 2011.

To achieve this end the project piloted a
new ‘total place’/‘say it once’ approach to
businesses and sought to:
• improve service delivery by developing
a more tailored and joined up approach,
reducing the time and effort it takes
businesses to access council and partner
services
• maximise the use of electronic channels
and streamlined information provision to
identify and capture measurable savings
• increase business involvement in council
decision making
• increase uptake of council and partner
services to businesses.

Segmentation
Using the Live|work results as a starting
point, CBC sought to drill down to get a more
detailed picture.
To do this it would be necessary to undertake
more detailed research with a smaller
number of businesses because, with some
11,500 businesses already operating within
Central Bedfordshire, it would be impossible
for this project to consult them all.
Consequently, the pilot project focussed on
three key groups:
• 100 pillar companies
At the outset of this project the council
was already working to identify the top 100
strategically important companies within
the area. These were not necessarily the
biggest companies but were those that
would have a significant impact on the
local economy if they were to leave the
locality. From this group the project set out
to engage with a cross section of about 20
for in-depth consultation.

6
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• Questionnaires
Following on from the focus groups wider
questionnaire based research was carried
out, with approximately 250 businesses, to
further probe and provide answers to some
of the key issues, such as:

• Business start ups
There is a plethora of often confusing
advice available for start ups both from the
council and from a wide range of business
intermediaries. The pilot aimed to work
with a cross section of about 20 for indepth consultation.

ºº the attitudes of businesses to CBC

• Business rates
A wide range of businesses contact the
council for business rate information and
this group would provide access to a wide
cross section of businesses in the area.
The project aimed to undertake in
depth consultation with a selection
of approximately 10 businesses that
contacted the council in this way and to do
more generic research with a wider group
of approximately 40 businesses.

ºº how account management processes
could be utilised
ºº optimum contact methodologies and
channel usage at different business life
stages
ºº what do businesses feel about how CBC
currently engages with them
ºº how do businesses want CBC to engage
with them
ºº what needs to change to achieve
excellent business engagement

Customer insight
Having selected the pilot groups the
project utilised a range of customer insight
techniques in order to understand the views
of businesses and to identify issues and
barriers to their growth:

ºº linkages between service areas within
CBC.
• Process mapping
A number of processes within Business
Rates and Property Services were mapped
for information. This allowed the council to
highlight how information could easily flow
from these teams to the Economic Growth
Skills and Regeneration team (EGSR).

• Focus groups
Focus groups were run for about 20
intermediaries (ie businesses providing
services such as accountancy, property
management etc to other businesses in
the area) and for approximately 30 other
businesses. These were used to test basic
hypotheses about the services businesses
wanted and to help identify issues and
barriers.

“We have about 11,500 businesses in
Central Bedfordshire and we wanted
to understand what those businesses
wanted from the council, how they
wanted to engage with us, how they
wanted to talk to us and how better we
could work with them.”
Helen Shore, Head of Business
Investment, Central Bedfordshire
Council
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• Customer journey mapping and
touchpoint analysis
Customer journeys and touch points were
mapped across business facing teams of
the council to enable the identification of
issues and hence to facilitate the creation
of a Service Blueprint which outlines how
the council can achieve customer service
excellence.

8
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Findings

2. Complexity and confusion

The key research findings were:

Much of businesses’ frustration lies in the
confusion over complex regulations and
different departments. Many businesses
deal with a number of Council departments
and may not realise how the different
departmental functions are related or how
council processes work. Nor do businesses
recognise that the Council would want to be
proactively engaged with them.

1. The business perspective
Typical comments received during the
consultation included:
“I’ve done business in America and
Australia, there’s nothing they won’t
do to help you get it up and running.
Here all they want to do is throw
brickbats.”

Complex regulations and confusing
processes can lead to bad experiences
which make engagement over positive
activities such as skills development or
growth programmes a difficult sell.

“It seemed like we had to go through a
lot of unnecessary hoops. There was
a lack of understanding about us as a
business.”

Handovers and referrals between service
areas within the council are a vital point of
possible service failure, but also a golden
opportunity to engage with businesses
proactively at the point where the businesses
themselves have the most to gain from that
engagement and so are likely to be receptive.

Businesses want the Council to understand
their situation and value their contributions to
the economy and community.
Businesses feel that they pay high rates and
expect enquiries and applications to be dealt
with effectively and efficiently. Where they
are not, regardless of the reason, it makes
ALL Council service areas loose credibility.
Businesses are not saying that they expect
the Council to agree to everything that they
want but in the very least to look at it from
their perspective. This means that individual
interactions with council service areas need
to be much more joined up and coordinated
– 65 per cent of those questioned wanted a
single point of contact case officer.

Complexity increases many times over when
processes include partner organisation
offers to business. The consultation for the
All Age Skills Strategy has highlighted that
businesses are often confused by the plethora
of advice and the sheer choice of providers all
offering a seemingly similar service.
Typical comments received during the
consultation included:
“They’re all in different departments,
no-one speaks to each other.”
“A number of businesses think the
Council don’t realise the constraints
businesses are under, don’t have time
to wait, need to grab opportunities and
run with it...”
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3. Size matters
Typical comments received during the
consultation included:
“We just don’t have the resources or
the time to deal with it all”
Businesses of different sizes have very different
needs, and in Central Bedfordshire they are
mostly small and very small companies. The
research has shown that there is a critical size
(approximately 6-10 employees) where the
founder/owner is still very much in charge but
bearing the burden of sorting everything and are
therefore struggling more than other businesses,
larger or smaller than them.
The research shows that these businesses
have the greatest propensity to grow but
across the board Central Bedfordshire
Council is consistently rated as providing
poor service to this group.

10
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4. Relevant and timely support and
information
Businesses at different stages have unique
concerns and need specific advice and
experience. In developing engagement
plans and activity there is a need to track
businesses over their lifecycle and to target
relevant and timely information to them.
There are just over 11,000 businesses in
Central Bedfordshire, it would be almost
impossible to maintain a relationship with
each of these businesses. The research has
identified that Central Bedfordshire Council
needed to be much smarter in choosing who
to engage with to ensure that information is
timely and relevant.
The research has also shown that there are
groups of people that businesses trust. These
include intermediaries such as Accountants,
Bank Business Advisors and providers of other
business services. There are approximately
300 such businesses in the area.
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A mapping exercise has identified who
internally and externally has engagement
with these companies to enable the council
to build an account management process
that utilises existing relationships.

Typical comments received during the
consultation included:
“You want to talk with other people
that know your problems – most of
these things you go on – it’s general
thing specific.”

It is interesting to note that there is actually
very little engagement with the major
employers in the area, especially from
partner organisations. Therefore, account
management represents a great opportunity
as these are the companies that are likely
to have internal structures to enable them
to manage skills development activity or
apprentices easily.

“I had a chap come here, a retired
colonel from British Aerospace! Trying
to advise small businesses!”
Building relationships with these ‘trust
points’ and channelling information to them
to disseminate to their clients in the wider
business community was identified as being
a cost effective and efficient method of
engagement.

It also represents an ideal opportunity to
develop a joint approach or offer of relevant
information to these companies without
bombarding them with information from a
number of organisations. There are issues
with this as a number of the partners are
in ‘competition’ with each other to provide
a range of support services, including
financial, business, property management,
etc. The Council is considering undertaking
an initial ‘diagnostic’ visit to look at skills,
apprenticeships and general growth before
coordinating partners.

The research has also looked at which
businesses are important to Central
Bedfordshire Council. It has enabled CBC
to identify the 100 most strategically
important employers. These are companies,
who if because of their size or their position
in the market, would cause disruption to the
economy if they moved out of the area.
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5. Deal with each business as an individual
Communications need to be focused on
issues that businesses are most concerned
about (usually the bottom line) and to be as
flexible and individually targeted as possible.
Understanding how businesses operate and
what is important to them means building
relationships with them, listening to what they
are trying to achieve and helping them to
accomplish their goals.

6. Networking and peer groups
Businesses find networking and sharing with
their peer groups to be a valuable way of
keeping an ear to the ground. An important
aspect of the Employer Engagement process
for Central Bedfordshire Council must be to
work with these groups.
Typical comments received during the
consultation included:

Businesses see themselves as experts in their
fields and value straightforward, practical and
relevant advice about how CBC can impact
on their business. They want clear timeframes
and accurate and timely information.
This helps explain why start ups are more
receptive as they don’t yet feel like experts.
Businesses want to feel like they are dealing
with an organisation that values their activities
and wants to see them succeed.
Typical comments received during the
consultation included:
“You have to talk to them – a business
doesn’t want to talk to a leaflet”

“I’ve not particularly noticed any
information from the council’s
business services.”

7. Awareness of offer
Businesses are unaware that the Council
is interested in working with them and lack
knowledge about the services that it can offer.
The research has also shown that there are
many opportunities to raise the awareness
of the offer through business facing statutory
teams who ‘have’ to go out and visit
businesses or who interact with them on
a regular basis.

“It’s like having a champion – where
possible they will help you. All you
would want is for them to make an
effort.”

12
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Outcomes
The findings from this project helped
the council better understand how the
different services they offered businesses
were perceived and why take up was so
poor. Consequently, the project enabled
the delivered a range of short term
outcomes, both within the council and for
the businesses within the area, as well as
contributing to the longer term development
of economic strategy.

8. Work in partnership
Whilst the Council already works closely
with a range of public and private partners,
this research shows that this must be
developed further and strengthened to fully
realise the potential for partnership working
to deliver real improvements in the area.
Key groups that are essential to the
delivery of jobs growth include private sector
businesses, the voluntary sector, social
enterprises and education partners. The
strength of this partnership approach is
that it can deliver satisfaction and value for
money in an era of diminishing resources by
moving the solving of problems from the local
authority towards harnessing the innovation and
skills of partners, businesses and residents.

Service blueprint
In direct response to the findings from
this project and the feedback from the
consultation with the business community,
LiveWorks worked with the council to
develop an operational blueprint that would
enable it to improve its delivery of services
for the business sector. This blueprint
described how a range of services and
interactions would be managed.
It categorised the work of service
provision into 6 areas:
• awareness
• initial contact
• response
• assessment
• resolution
• conclusion.

Typical comments received during the
consultation included:

For each of these the blueprint:

“We’re doing clinics first so
businesses can think, ‘do we want
them?’ – they will choose the people
they respect.”

• describes typical scenarios

“I meet most other dealers at auctions,
there’s a social side, it just comes on
naturally.”

• highlights significant barriers

• describes interactions across 5
communications channels (telephone,
email, web, print and face to face)
• describes the necessary back stage actions.
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Implementation of this blueprint included a
restructuring of its Business Growth Team,
creation of a Business Engagement post and
the introduction of an account management
process to assist businesses in their
interaction with the council. All staff have key
skills in employer engagement, marketing and
are building skills in account management.

The changes delivered through the
implementation of this blueprint and account
management process have had a direct
impact on the service delivered to individual
businesses. For example:
Chessum Plants grows roses and
supplies them to large retail outlets. It
started in the 1960’s as a family firm,
growing roses in the owner’s garden, and
over a number of years has grown into a
multi-million pound business employing
20 full time and up to 200 seasonal staff.

The EGSR team has also built much closer
links with other business facing teams
within the council, such as the property and
business rates groups.
The new structure has allowed CBC to focus
on key areas of activity. Customer insight
has transformed the way that the section
works enabling them to take a total of £100k
out of their base budget for 2011/12 and
12/13. This has been done by moving away
from direct delivery of skills activity and
encouraging the private sector to provide
these services through Business Timebanks.

The next stage of its planned growth
depended on a planning application. This
was on the brink of rejection because
of issues raised by the highways
department of the council.

The insight informed CBC that businesses
did not necessarily value a local authority
providing this service, they needed it but
were wary of local authority provision.
The Welcome project and e-news system
allows CBC to tailor targeted and specific
information to businesses without a
‘scattergun’ approach. Purely focusing on
intermediaries saves a huge amount of money
in marketing terms as it is a much smaller
group to market to than 11,500 businesses.

Karen Gill, Managing Director Chessum
Plants, explains that the company didn’t
know “how to navigate the council
minefield”. As a result of its new working
practices the business group became
involved and ‘account managed’ the
relationship. The resulting discussions led
to the identification of a solution which will
transform the way that the company is
operated and create up to 200 jobs. Karen
says “I would never have gotten to the
bottom of this without this help”.

The identification of 100 Strategic Accounts
and resultant account management process
includes a business visit programme. All of
the 100 companies have a dedicated account
manager within the Business Investment
Team. Visits to key employers also include
the Chief Executive and key senior
Councillors. Chessum Plants below are one
of the Strategic Accounts and have benefited
from the Account Management process.
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Previously, the council would have tried to
provide this advice directly and this clearly
highlights a fundamental shift in the way that
business support is offered by utilising the
private sector rather than competing against it.

Support services
One key finding from this project was that
the council appeared to be competing
with a number of other service providers.
In particular with a range of business
intermediaries that were known and trusted
by businesses in the area.

During a pilot run (October to December)
there were 62 ‘interactions’ within the
Business Timebank. As a result of the pilot
CBC have ironed out a few issues and a
full launch and marketing will take place in
February 2012.

Consequently, the council decided that
a cooperative, rather than a competitive
approach would be beneficial to all
concerned and therefore it created a
Business Timebank whereby trusted
intermediaries within the area (eg experts
on finance, insurance, property, etc)
provide some initial professional advice to
businesses at no cost.
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Initial feedback regarding Timebank is very positive:
Business TimeBank stories
One of the service providers which specialises in sales training and helping people to win
sales met with a company who do commercial blind cleaning. The client wanted to look
at improving their sales and marketing. The initial Business TimeBank session went well
and since then the service provider and client have met a couple of times. The service
provider has helped the blind company to make some leads with a leading hotel chain.
The service provider and client are now working together on an ongoing basis.
Running alongside the Business TimeBank programme, is our high growth programme.
Companies on this programme get four interactions with the Business TimeBank. One of
the companies on the programme specialises in emergency vehicle conversions. They
identified a need for some marketing support, particularly with online marketing and
therefore had a Business TimeBank session with an online marketing service provider.
They found the meeting extremely useful and have since decided to have their website
redesigned with the service provider. Through the high growth programme they have
received a business growth voucher to help towards the redevelopment of the website,
which will hopefully lead on to new business with an increased web presence.
A teleconferencing/telephone court hearing company contacted us from reading about
Business TimeBank and the high growth programme in our News Central magazine.
Through discussions with them, they decided they needed some marketing support. They
had an initial Business TimeBank session and have since decided to have their email
newsletters designed with the company. They are using their business growth voucher
towards this work.
“The meeting was constructive and happily the client stated several times that he found
the content helpful. We began to construct a low cost plan to build referrals and gain
recommendations with other businesses that in turn have already won contracts and
gained the trust of the types of business and domestic clients that he needs to win
business from.”
Rob Harris, Synergy 7
“The Timebank scheme is an important new contribution to the local business community.
Keens Shay Keens recognise that SMEs (Small and Medium Enterprises) are the
cornerstone of the UK economy and are delighted to support this initiative that will enable
them to obtain the expertise they need to develop and grow.”
Keens Shay Keens, Biggleswade
“It’s a great opportunity to engage with local businesses. Entrepreneurs are the life blood
of the economy and we are happy to be involved in helping to foster growth within the
community.”
Woodfines Solicitors, Sandy
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CBC has also launched a Welcome project
for new businesses in the area. This provides
the new business with an initial ‘light touch’
welcome pack under the banner of ‘Lets Talk
Business’. This pack includes a memory stick
allowing access to a web site which offers them
the opportunity for ongoing support, advice and
information through a registration service.
However the main point of the Welcome
webpage is to get businesses to register
on the council’s alert system. This
registration means that the council gets
all the segmented information that they
need about the business, including what
they are interested in hearing about and
whether they are a business start up or an
inward investment. This allows the council
to welcome them properly and to keep them
updated with relevant opportunities and
information.

Information and communications
In response to the findings from this project
CBC has redesigned its business focussed
pages on its web site to ensure that all
the information required by businesses is
available at a single point.
The site can be seen at:
http://www.centralbedfordshire.gov.uk/localbusiness/business-information-and-advice/
default.aspx
The council is trialling a Golden Number for
businesses by telephone.
Another new way of working has included
the analysis of all of the business networking
groups in the area. Specific networks have
been targeted based on size and type of
member and are now regularly attended
by the Business Investment Team. This
activity is a very quick and simple method for
engaging with large numbers of businesses
in a forum that they value.
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Benefits
For businesses
This project has delivered clear benefits to
individual businesses, such as Chessum:Plants.
Another example of the success of the
changed working practices introduced by CBC
as a result of this project, concerns a business
based in the town centre. Unfortunately, for
commercial reasons, it is not possible to
identify some of the businesses receiving
help from the team – so this example will be
referred to as Company X.
Company X, a retail business based in the
town centre, was struggling in the current
economic climate and was looking for ways to
grow its turnover. When it received a regular
copy of the ‘Lets Talk’ e-newsletter issued by
CBC it contacted the Business Investment
Team (BIT) for advice and guidance.

to on-line sales. To take this forward,
Business Timebank was used to identify an
intermediary with on-line sales expertise and
a meeting arranged between Company X
and the Business Timebank member. As a
direct result of the support offered by the BIT,
Company X has now enhanced its web site
and moved into on-line sales to complement
its town centre retail outlet.
Successes of this type have been recognised
by bodies representing businesses in the
area, for example (see over):
Richard Carr, Chief Executive,
Central Bedfordshire Council
“This project has contributed to idea
that Customer Insight must underpin all
aspects of our work within the council and
has helped to make it a major plank in our
corporate thinking.”

The BIT undertook diagnostic work and
identified potential opportunities relating
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The council has set the following target for
this channel shift:

Bedfordshire Chamber of Commerce and
the Learning Partnership have worked
with Central Bedfordshire to understand
the insight that they have gathered from
local businesses. This has supported
us in our thinking as we develop new
business support products for our
members’ particularly small companies.
We have developed a close working
relationship with the Team and are
supporting the ‘Let’s Talk Business’
project ensuring that our members are
receiving timely and informative news
from Central Bedfordshire Council’

Channel

Cost
£

Baseline Target
%
%
2011/12

Face to face

7.80

1.5

1

Phone

4.00

57

10

Email

4.00

33.5

15

Web

0.17

8

74

It is too early yet to measure this change, but
if it can be achieved then it would generate a
saving of approx. £28,000 pa.
Customer insight
In addition, the project has also supported
the use of Customer Insight across the
council.

Justin Richardson
Finance Director
Bedfordshire Chamber of Commerce
Cost savings
Based on this project the council has already
made around £100,000 of efficiency savings
within their Business Growth/Investment
budget. This is mainly due to changing the
way that they work. Through the introduction
of the new service blueprint the council is
moving away from direct delivery to working
through intermediaries both for business
support and inward investment.

Within Central Bedfordshire Council a new
corporate Chanel Shift project is underway.
This aims to transform the Council’s webpresence and increase on-line transactions.
The Business Facing Teams Workshops
have also highlighted many ‘urban myths’
within the Council. Addressing these will help
in improving CBC’s Customer Service.
For example, at one of the workshops a
Customer Service Officer indicated that
it was frustrating that they were asked
many, many times to recommend traders
such as builders and plumbers. They had
been told that that could not do this. In
the workshop, which allows interaction
between the business facing teams a
Trading Standards Officer was able to
respond to this and explain the Trading
Standard’s Approved Scheme

It is anticipated that further savings will be
generated in future years as a result of
channel shift.

Customer Service now has the knowledge
and a process to recommend local
businesses to local residents.
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Strategy development
Looking to the future, this project has
contributed to a greater strategic and policy
interest in business engagement from across
the council and has fed directly into the
recently developed Economic Development
Plan (EDP).
The EDP is Central Bedfordshire Council’s
response to reaching their full economic
potential and meeting the challenge of
creating 27,000 new jobs by 2026 and sets
out what they plan to do to achieve this.
The EDP outlines how they will work in the
short to medium term (three years) to ensure
Central Bedfordshire is recognised as a
leading location for business investment –
a place where existing companies thrive
and new entrepreneurs are freely able to
start up and grow.

Local people must be appropriately
equipped to be able to benefit from new
business growth, through having the skills to
prosper and being fully able to access new
employment opportunities. In an increasingly
global economy, where investment and
jobs are more mobile, Central Bedfordshire
will need to differentiate itself from other
locations by building a positive reputation as
a place open for business.
The EDP draws on a detailed evidence
base contained within a Local Economic
Assessment. The EDP identifies four
interrelated priority themes where action is
required to drive economic growth for Central
Bedfordshire.
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Providing a range of
land and premises

Governance

Resourcing

Governance has been very difficult. Internally
a project board met intermittently and regular
briefings to the Portfolio Holder for Economic
Development and updates and presentations
to the Environment and Economy Thematic
Partnership were undertaken.
In addition to the CBC the following partners
were involved in the project:
• East England Development Agency
(EEDA)
• Business Link East
• East of England Invest (EEI)
• Skills Funding Agency (SFA)
• Chamber Business.
EEDA, EEI and Business Link were a core
part of a number of areas of this project. It
is with these partners that CBC developed
a new jointly funded account management
process. This was very much part of the
‘legacy’ of all 3 organisations who wanted to
share their investor development experience
with the local authority. This has really
shaped the way that the council approaches
relationship management and deals with key
employers as ‘Strategic Accounts’.
A 3 month pilot programme between the 4
organisations was developed where a ‘virtual
team’ managed company visits. The learning
was absolutely invaluable for the local authority.
Both the SFA and Chamber Business were
keen to share their knowledge and processes
with regards to employer engagement. The
Chamber has particularly supported the
development of the Business Timebank and
as they are progressing business support
diagnostic methodologies they are now
looking to utilise the Business Timebank
providers to deliver some of this support.
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Income
Grant from CLT

£67,500

Matched funding

£57,500

Total

Expenditure

£125,000

Market research
and consultation

£20,000

Journey and
touchpoint
mapping

£20,000

Lifecycle
research and
analysis

£10,000

Development and
test of an account
management
process

£7,500

Development
of workshops
and training for
business facing
staff

£7,500

Marketing and
promotion of the
new services

£10,000

Additional Insight
related research

£10,000

Customer
management
system –
specification
and systems
requirements

£10,000

Additional PR
and marketing

£10,000

Welcome pack
development

£5,000

Business
timebank
Total

£15,000
£125,000
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Challenges and lessons learnt
This project faced a number of challenges
and valuable lessons have been learnt which
can be applied to future projects:
• During the consultation, a number of
businesses reported that they felt that
a range of public sector bodies were
bombarding them with information
regardless of whether it was suitable
or not. The introduction of an account
management process within CBC has
already started to help with this by
providing a filtering mechanism. However,
another factor which might contribute to
this rationalisation has been the disbanding
of a number of public sector bodies, by the
coalition government, some of whose remit
may led to duplication and overlap.

• This project has allowed CBC to capture
and absorb information and learning
relating to employer engagement from
regional agencies into local systems as
part of their legacy.
• To be ‘Business Led’ means a change of
culture internally which means a change
of attitude by the public sector. The idea
that “the public sector enables and the
private sector delivers” requires a complete
mindset change – from the public sector
providing a solution for businesses to the
private sector taking it on and leading it.

• During the period of this pilot the council
was in a state of flux with extensive
reorganisation, rationalisation and realignment of services and individuals. As a
result, the project management could have
been strengthened by a corporate sponsor
and a stronger multi agency working
group. Consequently, the success of the
project depended on the enthusiasm and
hard work of a number of individuals who
‘just got on with it”.
• Work in parallel on a corporate CRM,
to include business contacts, has not
progressed as quickly as was envisaged.
Consequently, the ESGR team has had to
build a number of interim spreadsheets to
record information about their customers.
Although this has worked in the short term,
for obvious reasons, such as duplication
of data, difficulties with maintaining and
sharing information etc, this is not the
preferred long term option.
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Next steps

• Implementation of CRM system for
business facing teams.

A number of actions will flow from this
project and the most important is for
CBC to continue to deliver the Employer
Engagement Framework which is part of
the action plan that has resulted from the
EDP which was adopted by the Council in
November 2011.

• Continued delivery of an Employer
Engagement Framework to take many of
the initiatives started during this project
into a policy framework sitting beneath
the Economic Development Plan. This
outlines the medium and long term aims
for employer engagement and processes
for doing so.

Other short term actions include:

• Introduction of better service measures of
business satisfaction – currently looking at
how we can use ‘NET Promoter’ scoring
– a simple 1-10 scale which measures
satisfaction by asking the question ‘would
you recommend x?’

• Use of Google Alerts to alert the business
support staff of important developments
that might impact upon their customers.
• Use of software resources such as
TRAKUR to monitor social media ‘chatter’
about businesses and services.

• CBC has signed the Federation of
Small Businesses Accord showing our
commitment to consult and engage with
businesses.

• The development of a training package for
staff who are interacting with businesses,
other than those in the ESGR team – the
aim is to change the mindset of those
individuals so that, for example, if a business
falls behind on payment of its rates the first
reaction is to try to support and help them
rather than just sending in the bailiffs.
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Temporary Event Notice
Before completing this notice please read the guidance notes at the end of the notice. If you
are completing this notice by hand please write legibly in block capitals. In all cases ensure
that your answers are inside the boxes and written or typed in black ink. Use additional sheets
if necessary.
You should keep a copy of the completed notice for your records. You must send two copies
of this notice to the licensing authority and an additional copy must be sent to the chief officer
of police for the area in which the premises are situated. The licensing authority will endorse
one of the two copies and return it to you as an acknowledgement of receipt.
I, the proposed premises user, hereby give notice under section 100 of the Licensing
Act 2003 of my proposal to carry on a temporary activity at the premises described
below.

1. The personal details of premises user (Please read note 1)
1. Your name
Title
Mr
Mrs
Miss
Ms
Other (please state)
Surname
Forenames
2. Previous names (Please enter details of any previous names or maiden
names, if applicable. Please continue on a separate sheet if necessary)
Title
Mr
Mrs
Miss
Ms
Other (please state)
Surname
Forenames
3. Your date of birth
Day
Month
Year
4. Your place of birth
5. National Insurance Number
6. Your current address (We will use this address to correspond with you unless
you complete the separate correspondence box below)

Post code

Improvement

Post town
7. Other contact details
Telephone numbers
Daytime
Evening (optional)
Mobile (optional)
Fax number (optional)
EMail Address
(optional)

Customer led transformation programme
Case study – Lichfield
Business matters

9/58
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About the Business
Matters project

The Customer Led
Transformation
programme

Business Matters (BM) is a unique
partnership based in the West Midlands that
is working to help public sector providers
deliver more focused services to businesses
in this area in more efficient and effective
ways.

Lichfield’s work has been
funded under the Customer Led
Transformation programme. The fund
aims to embed, at a strategic level,
the use of customer insight and social
media tools and techniques across
the public sector to support placebased working.

Established in 2005, Business Matters
originally set out to better understand
the needs of local businesses and has
developed standards for capturing data
about businesses in a consistent way
across the partners which makes it easier
to exchange that information using simple
low-cost technology solutions. This enables
a much more rounded view of the way these
partners interact with business customers.
This is the sixth project in which the Business
Matters Project Board has participated.

The programme is overseen by the
Local Government Delivery Council
(supported by LG Improvement and
Development).
The fund was established specifically
to support collaborative working
between councils and their partners,
focussing on using customer insight
and social media to improve service
outcomes. These approaches should
improve customer engagement by
gathering insight into preferences and
needs, the evidence and intelligence
needed to redesign services to be
more targeted, effective and efficient.

The Business Matters project grew out of
the original e-Government ‘Working with
Business’ National project and continues to
be the leading project in the UK to progress
data sharing between councils, businesses
and related other agencies with the aim of
improving services to businesses.
Partners include:
Lichfield District Council: the lead authority
for the Business Matters project. The council
covers a population of approx. 97,000 spread
over both urban and rural environments
in Staffordshire encompassing 3,500
businesses. Lichfield District Council has
won a significant number of awards over the
years reflecting its profile and status as an
energetic, innovative and pace setting district
council.
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Dudley Metropolitan Borough: based in
the heart of the Black Country, the Council
serves 310,000 residents in the Dudley
area. Dudley is home to 16,000 businesses
many of which are small businesses and the
economic prosperity of the borough is very
important to the Council.
Birmingham City Council: a principal
partner in the Business Matters project and
the largest council in the United Kingdom.
According to Birmingham City Council’s
segmentation, 43,000 businesses operate in
the area covered by the authority.
Solihull Metropolitan Borough Council:
as an area is an integral part of the West
Midlands economy and the most productive
in the region. Solihull has over 7,100
businesses which collectively support
around 103,000 jobs within the Borough.
There are also approximately 12,600 people
self employed. Solihull has several key
assets in the West Midlands including the
National Exhibition Centre and Birmingham
International Airport, along with two strategic
investment sites, Birmingham Business Park
and Blythe Valley
Other organisations participating in the
project include Staffordshire County
Council, Sandwell MBC, Shropshire
Council and Business Link West
Midlands.

2
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Background

So far very little work has been done by any
council or agency to apply Customer Insight
to business customers and understand how
they want to access services, what different
customer segmentation models could apply
and what opportunities exist to better design
and deliver services to them.

The overarching rationale for the project is to
help councils understand the needs of local
businesses in order to support:
1. economic development and regeneration
re-design of services to be more effective
and efficient through targeting resources and
removing duplication.

“The project is all about how
do we understand, identify
and improve services to
businesses as a customer
group.”
Rita Wilson, Strategic Director
Organisational Development

Council resources available to support
businesses are limited and an improved
understanding of the needs of local
businesses will help them decide how best to
target the support they can provide.
Councils wishing to apply customer
insight tools and techniques to help them
understand citizens can purchase off the
shelf segmentations. In contrast, there is no
public sector business segmentation readily
available. The challenge is that businesses
can have multiple locations, multiple facets,
and multiple contacts.

“The way we generally find
out that a business has
closed in Trading Standards
is when we visit the
premises to conduct some
form of intervention like an
inspection, and we arrive
to find there’s no longer
a business. For example,
close to 10 per cent of high
risk visits to premises end
when we arrive and find the
business has moved out.”
Trish Caldwell, Trading Standards,
Staffordshire County Council

Given the difficult economic climate,
understanding how best to support the
growth of new businesses as well as the
needs of those facing decline, in order to
target services and resources accordingly
is crucial. This is an area that the West
Midlands Business Matters project is
seeking to address.

Furthermore, churn can be high – with
up to 20 per cent of businesses coming and
going each year. Therefore for a council
to provide support and deliver appropriate
services, they will need to capture this data
and use it effectively.

The project’s ambition is to set the foundation
and provide a framework to enable councils
to segment, identify and understand the
needs of businesses. The long term object is
to get a better understanding of the business
sector’s customer needs and therefore how
a council can serve them better.
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The segmentation that the partnership has
delivered will help to support a number of
initiatives designed to improve services to
businesses. These include:

“The only way we find out if
we’ve lost a business is by
phoning the property agent
and finding out when the
property’s available. I know
that that business has either
shut down or moved out.”

• Supporting work of the Local Enterprise
Partnerships, following the proposed
ending of the regional development
agencies and the regional Business Link
organisations.
• Facilitating single-point of contact,
communication and information for
business and (local service providers –
see ‘Think Local’ below)
• Improving the efficiency of Regulatory
Services by enhancing data sharing and
reducing unnecessary inspection visits.
º For example, Staffordshire County
Council Trading Standards report that
10 per cent of high risk, and 13 per cent
of medium risk inspector visits arrive to
discover that the business is no longer
trading
• Mapping the segmentation to the Local
Authority A-Z. Different types of business
will require different types of services. For
example, if a graphic designer starts working
from a residential property Environmental
Services and Business Rates do not need
to be informed. However, if that home-based
business was a mobile food seller, then
Environmental Services would have a role.
The Local Enterprise Partnership has an
interest in supporting both.
• Enabling risk-based approach to service
delivery (see ‘Outcomes’)
• Identifying fast-growing business, or those
that have the potential for fast growth, to
ensure they have the greatest chance of
success potentially through facilitating
mentoring and networking across the local
business sector (see ‘Think Local’ under
Outcomes)
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Approach
services to identify recommendations on
how council services can be redesigned
to meet customer needs.

The project has had three strands of work:
1. Undertaking research and producing best
practice models in relation to business
customer segmentation. There is a
need to understand what are the key
characteristics and attributes to form
judgements about business needs and
services. For instance if a business
location is the head office for a company,
the relevant council now has regulatory
duties under the recent Primary Authority
regulations that can be negotiated to
extend across the whole business, not
just that site.
2. Analysis of customer needs in relation
to the business lifecycle, drawing out
common needs. We would expect to
understand the demographics of our
citizens but do not look at businesses in
the same way. Businesses may have
similar characteristics but be at different
stages in relation to growth/decline and
the ways in which this can be assessed
and responded to need to be identified.
By understanding the business lifecycle
councils can start to understand the
services that a particular business may
need and also importantly through early
intervention may stop a more costly
interaction with a business customer
at a later stage when they may have
not understood a requirement from the
council.
3. Take a specific group of business
customers and work with them to detail
the issues and improvement opportunities
they experience in accessing services
and information from the council. The
project looked at business start-ups,
undertaking consultation with businesses
and analysis of Business Link/Council

6
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Where possible the project has built on
existing work and incorporated best practice
from a wide range of sources from across the
public sector. For example, the project drew
on the segmentation work which has already
been carried out at Birmingham City Council
(Appendix E: Final Report). The project also
incorporated some work being done at a
localised level by the Tamworth and Lichfield
Business and Economic Partnership.
Business Customer Segmentation
The project’s segmentation work sought
to identify and understand the key
characteristics and attributes of businesses
to form judgments about business needs and
the services they need from the council.
The project sought to understand what
business customer segments can be
identified, how businesses want to access
services and what opportunities exists to
design and deliver services to them more
effectively.
The purpose of any segmentation is to
organise people/customers/organisations
by similar characteristics or needs.
Segmentations can range from simple to
complex, depending on available data,
number of segments and the objective of the
segmentation.
Segmentation is the process of splitting
customers, or potential customers (in this
case businesses), in a market into different
groups, or segments, within which customers
share a similar level of interest in the same
or comparable set of needs.
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A business’s ‘Stake in Birmingham’ is gauged
by the number of sites and employees a
company has in Birmingham and whether
the decision making is in the area or not.
For example, McDonalds Food is a large
company and has a stake in the Birmingham
area. However they would be referenced
as a site rather than company within this
segmentation as a result of legal status
and head office location. Head office will
be responsible for business development,
and may opt to work with another council as
Primary Authority (as its source of specialist
advice about compliance with trading
standards, licensing and environmental
health regulations). In contrast, a
manufacturing company may have a head
office in a locality, but all its operations may
be elsewhere.

Two segmentation models were reviewed to
inform the development of the model:
1. Birmingham City Council’s segmentation
of business customers in Birmingham.
2. BusinessLink.Gov segmentation of
businesses across the UK.
Birmingham City Council
Business Segmentation
When developing the segmentation, a key
principle for Birmingham City Council (BCC)
was a company’s stake in Birmingham and
the businesses relationship with BCC.

A council will have a
different level of dialogue
with a business depending
on whether they have a head
office in your area,
or six premises.

The business segmentation model is based
on business data provided by pH Group
(a subsidiary of Experian) and has been
refined by applying Council internal data
to the business segments. It classifies all
companies (legal entities) and sites (no
legal status) into distinct categories created
hierarchically based on the company
size, company structure and sectoral
classification.
Business Link.Gov Segmentation
Business Link.gov (BL) developed their
segmentation in order to classify all UK
businesses from SME’s to large businesses
and employers. The model developed is
based on ‘complexity’ (outlined below).
Business Link.gov needs to understand the
complexity of a business because their belief
was that the more complex a business the
less relevant advice from Business Link.gov
website would be, essentially because
a complex company would likely employ
professionals dedicated to key roles and be
less in need of Business Link’s support.

76

Case study – business matters

7

Complexity in this segmentation is a score
determined by the following variables:

As with BCC’s segmentation the source of
data was from the pH group.

• number of employees

Having reviewed and discounted a number
of other segmentation models, (see Final
Report, Appendix D) the project concludes
that the segmentation of the whole business
universe is challenging, and proposes using
a combination of the Birmingham City and
Business Link segmentations according to
purpose.

• number of sites
• group status
• international trade
• legal status
• regulatory complexity (defined by BL).
In summary a value has been applied to
each of the above variables and the sum
of the values determines a company’s
complexity and their segment as:
• very simple
• simple
• some complexity
• complex

For example, based on the data analysed
Small Local Employers make up 50 per cent
of the Birmingham company segmentation.
This segment can be further sub segmented
using BL segmentation and SIC segments.
Further value would be attained when
overlaying a business life cycle stage and/
or a growth profile to the segmentation (see
‘Business Life Cycle’).

• very complex
• dormant – a separate segment for
a company not currently trading.

BCC segment

Small local employer

Catering

Retail

SIC divisions/
class

Bookshop

Stationery
shop

Ice cream
van

Restaurant

Business Link
segmentation

Some
complexity

Simple

Simple

Complex

Source: Business Matters Project. Final Report, Appendix D page 12
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Reversible

SIC section

This model presents the user with a way
of grouping businesses together using
whichever factors are of particular interest.
So, for example, if the user wanted to identify
all those business regulated by the Licensing
Act – such as a restaurant – then the user
could search by SIC code, and then by the
legal status of their location.
Business Customer Consultation
A major piece of work undertaken for the
project was to go out to local businesses
within the area to better understand their
service needs. The project took data from the
pH group and Business Link West Midlands
(BLWM) in order to gauge the approximate
size of population for the sample group.
The council partners were not in a position
to produce a comprehensive list of their
resident businesses, therefore the pH group
was asked to provide an up to date list which
the partners compared theirs against. A
master list was then compiled.

the response rate to be negligible. Following
this, the project contracted a firm of specialist
telephone interviews who successfully
gathered 300 responses.
Following these interviews, a series of focus
groups were run with volunteer businesses.
The focus groups gave the project detailed
information about business experiences
of using the council advice services when
established. A report detailing the key steps
in place and the experiences of the business
at each key stage is included in Appendix H
to the Final Report (accessible from the Local
Government Improvement and Development
Community of Practice website).
The diagram overleaf demonstrates all the
possible touch points between the council
and the business.

This data collection in itself gave rise to an
incredible statistic. When a master list of
business-related data was drawn up and
the Business Link West Midlands (BLWM)
data was compared with the pH group data,
from a file of 1864 records, BLWM had 909
of these on file (so 955 which came from pH
were new to BLWM) in addition BLWM had
an additional 2310 records of businesses
which started up in the previous 12 months.
This demonstrates the power of joining up
data-sets and data-sharing; almost instantly
the amount of “known” data doubled for each
organisation involved in the sharing.
The project designed an online survey,
asking businesses about their experience
of the key stages in establishing a business
(gaining finance, registering for VAT, finding
premises) and where they turned to for
advice. However, Business Matters found
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The project also utilised findings of a survey
conducted by the Tamworth and Lichfield
Business and Economic Partnership (BEP).
Whilst being a smaller more focused
study around business engagement,
similar themes were found regarding the
expectations of businesses to understand
better what support is available, and a
general lack of awareness regarding how
councils can provide support and guidance.
The results of this survey are captured both
within the Guide to Journey Mapping and
also the Lichfield Case Study (see Appendix
G & J of the final report).

Business rates

Building control

Business
support

Venues
Trading
standards

Commercial
waste
Exhibitions

Training
Tenders

Grants
Health and
services

Regulations
Recycling

NNDR
Land and
premises

Pollution

Licences

Planning
Parking
Source: Final Report:
Appendix G Page 17 Year tbc
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Markets

Figure 1. Who do new businesses find helpful sources of advice when starting-up?
Source: Appendix, Page 8

An accountant

66%

A solicitor

56%

Business Link West Midlands

Work colleagues

39%

Business Link website

19%

36%

My bank

36%

My local council

33%

Very helpful

17%
35%

47%

14%

55%

36%

Other websites

7%

33%

45%
40%

15%

38%

49%

Tax Office, HMRC helpline

3%

28%

55%

Friends or family

6%

36%

61%

A local advisory service

Other government agency

27%

47%

17%

48%

16%

46%
41%

Quite helpful

Business Lifecycle
The objective of this work stream was to
design a model to capture business lifecycle
characteristics, differentiating between
different stages of maturity, to help better
understand the needs of businesses and to
then look at how better to design access to
services and information to help them get
the support they need more effectively either
by self service or contacting the appropriate
officer.

6%

18%
26%

Not particularly helpful

“The issue of demographics...
We wouldn’t dream of
looking at citizen data without
having some idea of who’s
old, who’s young, so we
wouldn’t suggest that we were
providing services equally for
the elderly and for children,
but we do for businesses.
We don’t actually have any
real understanding of the
demographics of businesses.”

This work builds on the previous
segmentation and business consultation
work, and when used in conjunction with
the segmentation model gives an excellent
indication of what the business needs are
dependent upon its life-cycle stage.

Rita Wilson, Strategic Director
Organisational Development
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Businesses may have similar characteristics
in terms of size, turnover, number of sites
or employees but be at different stages in
relation to growth/decline. Differentiating
between different stages of maturity will help
councils to better understand the needs of
businesses. For example, a fast growing
start-up may require mentoring or assistance
with taking on employees, whereas a large
company experiencing difficulties may be
looking for financial support business rates.
Having reviewed a range of life cycle models,
the project developed the following model:

Seed

Exit

Start-up

Declining

Established
and declining

Growing

Established
and stable

Established
and growing
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Findings

The lifecycle model is the final piece in the
jigsaw – providing the basis for a holistic
view of the business landscape. This lifecycle model attempts to classify as much of
the business population as possible by using
data items that are available on the majority
of businesses (employment size, age,
premise type and legal status).
The model gives the user a good indication
of the ages and stages of the business
population, much as say a population
pyramid would give you this data for citizens
in a given geographical area. Having
collected all this information it is now possible
to start thinking about the way in which
services are funded, allocated and delivered
to the business community.

Segmentation analysis
The analysis of the segmentation in
Birmingham City revealed that a large
proportion of the lower performing
businesses have 50 plus employees – being
large does not exempt a business from low
performance. The project also compared the
city to eight other major cities and found for
example that Manchester has got double
the number of head offices and half the
number proportionally of small businesses.
As a result, local businesses may be more
likely to seek out networking and mentoring
opportunities in Birmingham, or employer’s
advice, than in Manchester – while
Manchester needs to ensure its business
districts are attractive places to locate a
Head Office.
Surveying
The telephone survey produced the
following findings:
• most of the council services provided to
businesses are premises based or about
business growth, but 96 per cent of those
surveyed are micro business and 28 per
cent are home based and these services
are not deemed relevant by respondents
• the services that are provided by councils
are not visible to local businesses
• the ‘front-end’ of the council is not inviting
for business, there is currently a bias
towards regulation and compliance
• there are many other organisations such
as BusinessLink, HMRC and Banks that
provide this information already however,
the different offers are not clear.
One of the unexpected insights that arose
regarded the difficulty businesses have
comprehending business rates. Whereas
the councils were specifically seeking to
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understand the different touch points these
business customers had and therefore
had expected to hear views on regulatory
services and business support, the main
theme of the interviews, invariably was about
the complexity and uncertainty of business
rates.
After having mapped the key stages that
business go through when starting out, it was
possible to deduce some important facts for
the council partners:
• local authorities are not usually considered
at the initial ‘idea’ stage of a business
• other sources of information including
BusinessLink, HMRC and Banks are more
widely used
• when seeking advice on grants and
funding, businesses are usually redirected
to business link by the council and no real
engagement is made with the business at
that time
• an accountant or solicitor is often the first
or key point of contact for a new business
• telephone surveying is a much more
effective way of soliciting the views of
businesses than online surveying.

Outputs
The Final Report includes the following
outputs
How to guides
There are three “How to Guides.” The
“How to Guides” describe the work behind
developing the three models, their testing
and the outcomes? They are designed to
be easily replicated by others. These “How
to Guides” can be found in the following
appendices of the report:
• Appendix D – How to Approach a Business
Customer Segmentation
• Appendix F – How to Conduct a Business
Lifecycle Analysis
• Appendix G – How to Conduct a Journey
Mapping Exercise
Case studies
The project has included a review of some of
the work undertaken in relation to business
customer knowledge, which is contained in
Appendix I of the Final Report.
There is also a series of mini case studies
summarising each of the partners’ work
in relation to this project, setting out why
they have been involved and some lessons
learned. This covers looking at some of the
challenges around having accurate data on
who the businesses are, as well as different
aspects of customer insight. The case
studies on this project are in the Final Report
as follows:
• Lichfield DC

Appendix J

• Birmingham MBC Appendix K
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• Dudley MBC

Appendix L

• Solihull MBC

Appendix M

• Staffordshire CC

Appendix N
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Project governance

Outcomes

The Business Matters Project has been
governed by a formal Project Board with
representatives from all of the partners.
The governance structure is well-established
with the team having won the NLPG/NSG
Best Partnership Between Organisations
2009 Award. A dedicated project manager
was appointed who provided progress
reports to monthly meetings of the Project
Board and was supported by specialist
resources with expertise in customer insight.
The original timescale for completing the
work was slightly extended as a result on the
online survey having a poor take-up and the
need to undertake a telephone survey with
over 300 businesses.

The main recommendation from the Project
Board’s final report was to review the way
in which council services are currently
delivered to business start-ups. There is
often no direct contact with the council
until regulatory services become involved.
However, there is value in the council making
closer links with local accountants, business
formation agents, banks and others in the
private sector to enable them to highlight
the services that the council can provide.
Lichfield District Council’s ‘Think Local’
website facilitates relationships between
local public and private service providers and
local businesses (See text box ‘Think Local’).
The other major achievement of the project
is in making central government departments
understand that location has to be a key
identifier as it can provide a common thread
or anchor point for other data relating to
a business. Furthermore, many services
(such as premise inspections) are delivered
at location level – therefore being able
to identify geographic concentrations of
businesses with similar requirements could
potentially help both regulatory service
planning and economic development.
With the demise of the regional development
agencies and the regional Business Link
organisations, and the creation of Local
Enterprise Partnerships, local authorities
have a central role in delivering services to
business. Understanding local need will be
critical, a number of the partners are working
on a website ‘Think Local’, designed to be
a single point of contact and channel for
communication between businesses and the
public sector agencies serving them.

Project information and data is also available
on the www.workingwithbusiness.org.uk
website.
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There is also the potential for risk-based service delivery, where services are targeted based
on an evaluation of the risks. For example, an area might have two factories with identical
characteristics but one of them manufactures fireworks, while the other produces plastic
buckets. A risk-based segmentation would help regulatory services target their resources
efficiently.

Think Local
“The Think Local website is informed by the conclusions from the Business Matters
work on Segmentation and Lifecycle. Think Local has been set up to encourage
businesses to register their services and their needs not just for the benefit of the
authorities, but to encourage business to business trading in the area and to coordinate the various offers of support from the public sector overall.
A key aspect of Think Local is businesses ‘self serving’ in terms of keeping their
details current. Businesses are encouraged to amend or supplement their details on
Think Local, since by ‘self-serving’ in this way, rather than relying on a point in time
when they need to access council services, we are able to capture a richer and more
extensive amount of useful information and intelligence about a business, such as
sectors of activity and business specialisms. In addition, this means we are able to
become aware of a greater number of business changes in circumstances, making
the business dataset much more current than otherwise would be the case.
This additional Think Local data will also feed into the Council’s internal data
verification and sharing processes as an additional source, which will further
strengthen and supplement cross departmental working and data sharing, ultimately
improving service delivery through greater business intelligence.
Think Local is not just about capturing business data. Through the current
redevelopment of its website, it is to become an interactive portal where businesses
will be encouraged to share good news stories, innovations, product developments,
business problems and issues and to generally network with each other in a virtual
environment.
This business networking activity will capture a vast array of qualitative information
about businesses, which will allow us to better identify businesses in terms of where
they are within the Lifecycle spectrum. It will also help identify potential high growth
or potential high growth businesses that require targeted support, in addition to
businesses who may have specific issues holding back their development, enabling
appropriate local support interventions to be developed.”
James Roberts, Economic Development and Enterprise Manager,
Tamworth Borough Council and Lichfield District Council Shared Service
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Location is a way of bringing
together different views of
the same role or objective.
So in our case we may
find that different business
systems will register it as
F Smith or Fred Smith but
by using location, we can
actually synergise and
collate that. Then HMRC,
who was quite dismissive
initially of location at best,
recognised that location
is actually a way of
reengineering some of their
business processes to bring
them together in a more
cohesive way.
Brian Higgs, GMIS Unit Manager,
Dudley MBC
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Lessons learnt
Segmentation
Segmentation requires a high level of data
integrity, and a large amount of specific data
such as business name, address, parent
company, turnover, number of employees,
and type of business. Most councils do
not hold data in a way it could be readily
analysed. The Business Matters partnership
produced the Business Description Schema
to provide a common standard for the
capture of data around businesses (available
from www.workingwithbusiness.org.uk/
schema/).
Councils need to be encouraged to
consolidate their data sources and begin to
build up a ‘one version of the truth’ for their
business customers before any real value
could be gained from integration.
Surveying
The initial approach to the survey was to
write to just over 2,200 business startups with the link for the online survey
questionnaire and ask them to respond.
There were under 40 responses using
this method. The group then employed a
specialist tele-survey company who were
able to elicit just over 300 responses to
the survey. From the 300 respondents, 40
volunteered to take part in further focused
work by attending one of three planned focus
groups. These focus groups would be used
as an opportunity to look more in depth at
some of the issues facing small businesses.
However, despite a large number of
volunteers, few actually attended on the
given days. There were no financial or other
incentives used. A total of seven businesses
responded to the focus group questions.
Four of those responded by email and three
attended a focus group.
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Life cycle
An understanding of the life-cycle of business
will help the authorities to identify the fastest
growing businesses and those most likely to
produce employment opportunities for local
residents. The life-cycle model could also
indicate where businesses are in decline,
which would provide councils with the
opportunity to provide support (or at least
incorporate the information into their planning
assumptions).
However, using the life-cycle model requires
a high level of data integrity. But, most
councils do not hold information in a way it
can be readily analysed. The life-cycle model
should not be used in isolation, as it is of little
value without segmenting the data initially.
It would currently be difficult to apply this
model successfully in many councils due to
the high level of data integrity required.
In the project’s view, the most useful part
of the work has been ‘How to understand
Business Lifecycle’ and this is the work that
should if possible be taken forward above all
others. The reason for this is simple, at the
moment within a council there is no way of
determining if a business is succeeding or
failing and what help could be provided if it
were. Given that the local economy is one of
the most important drivers for employment
and prosperity councils need to nurture
businesses where possible and be able to
identify and help those businesses that are
going to be the stars of the future.
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Opportunities for service transformation
After completing the work on customer
segmentation, life-cycle and business
consultation it has become apparent that
there are several opportunities for service
transformation.

“We have the opportunity
to grow the Think Local
4 Business infrastructure
– currently covering East
Staffordshire, Tamworth and
Lichfield – as a local delivery
vehicle for all business
support across the wider
LEP area, and thus help
to make our LEP area the
easiest in which to set up
and grow a business. This
will be underpinned by the
further development of the
Business Matters Project
to share business data and
intelligence across the LEP
area.”

• The most immediate and obvious
area for change discovered during the
research, was that councils, were in effect,
“competing” with other agencies when
trying to provide advice to business startups. However, the removal of the Regional
Development Agencies and regional
Business Link will alter the landscape
significantly, resulting in a change in
roles for councils. The lesson to be taken
into the creation of the Local Enterprise
Partnerships is that the co-ordination and
signposting of services between agencies
needs to be clear if we are going to provide
the support and advice these business
customers will need.
• There was a high degree of overlap
between regional business link and the
council, as well as other agencies, for
example, local chambers of commerce,
the Prince’s Trust and the banking/
accountancy sectors. The majority of
businesses interviewed were not aware
that a council was in a position to offer
advice to business start-ups; therefore,
the services available are not currently
accessed in a meaningful way. If the
council were to focus on awareness raising
with other agencies, businesses could be
effectively sign-posted to the council when
required.
• Compliance with the European Services
Directive; there should be a single point of
contact by electronic means which enables
interested parties to obtain information in
order to engage with relevant organisations
for effective trade. This depends on
having an understanding of the services
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that would be linked to particular types
of businesses and characteristics, for
instance being able to tie up to the esd
toolkit business services categorisation list.
• Knowing your business demographics
helps determine where the council’s
resources should be allocated. For
example, the council may achieve a better
“return of investment” for their locality by
focusing their resources on fast growing
businesses, or developing a risk-based
approach to regulatory services.
• Clearly technology is an enabler in this
situation, going forward councils must
maximise the use of the technology
available to them so that support is
given to multiple organisations from one
source (and meets the needs of the local
businesses – see ‘Think Local’ on page
17). This approach ties in the with the
larger Business Matters vision of having
a single trusted source of data. Currently
there are too many repeat contacts and
multiple data collection and storage which
are inefficient both for the council and
the customer. If efficiency gains are to be
made in this area then the total number of
data transactions that happen manually
must be reduced.
Other recommendations include:

Benefits
The segmentation model provides a
foundation and framework – where quality
data is available – that would enable a
council to:
• Improve efficiency and effectiveness of
service delivery by understanding the key
characteristics of a business and how that
would link to service needs.
• Develop a needs matrix, so for example,
where there are emerging industries;
economic development teams could target
inward investment strategies.
• Collect evidence of the economic base
(business start ups/rationalisation etc) to
feed into our Local Economic Assessment
that is passed to our partners and council
members to inform/influence the strategy
and delivery of services.
• Identify all the businesses which have a
head office in their area. This links in with
the Primary Authority 2 principle promoted
by the Local Better Regulation Office.
Map business demographics, to enable a
targeted approach to business support.
• Attract inward investment. Having a
sound knowledge base of emerging and
established businesses demographics will
allow better promotion and influence for
business investment.

• Work in partnership across local
government and service boundaries to
develop responsive services meeting the
needs of the local business community.

• Measure business birth rates by population
and geography in a consistent and robust
method, influencing the business start up
packages to achieve Local Targets.

• Identify the service gaps using the tools
and begin to plug the gaps.

• Join-up working – allow information to be
passed freely within council departments,
aiding joined up working to ensure better
efficiency and the resolution of enquiries.

• Remove overlaps, not only within the
organisation but also from outside.
• Consider whether the council should
provide certain services which are
available elsewhere. Use this information
to inform service planning and delivery.
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Next steps
• Make the necessary improvement to how
business customers access services and
information so more effective and efficient.
• Use the insight to inform the work being
undertaken to develop Local Enterprise
Partnerships. Since this work started
a key development has been that of
the Local Enterprise Partnerships. The
Local Enterprise Partnership submission
for Birmingham & Solihull with East
Staffordshire, Lichfield & Tamworth
contains the following reference.
• Engage with the business community to
involve them in the design and delivery of
services.
• Build on the relationship with businesslink.
gov to work towards a unified approach,
particularly in terms of the front end web
services available to business.
• Promote the work of the Business Matters
project at every opportunity with national
and local government to encourage as
many councils and national government
agencies as possible to take up the
opportunity of data sharing as described on
the website
www.workingwithbusiness.org.uk
More specifically, Dudley MBC is undertaking
some work to map the segmentation to an
A to Z of services. Hence, the segmentation
becomes an information management trigger.
A business of a particular type will have need
for specific services, and the model can be
used to proactively inform those services.
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Business Forum Mid Devon
Background information from Jim Enright, Chairman of the Executive
Committee of BFMD:

The BFMD was launched in July 2011 to an audience of some 80 local business
leaders, councillors and council management. It has been set up as an
Unincorporated Association with the full backing of MDDC and is managed by an
Executive Committee.
MDDC paid for the initial mailing, a few ads and the first two events.
Since then we have been self funding.
We are helped by the Tiverton Hotel providing the room and buffet at no charge. If
not there would need to be an attendance charge.
Only expense in our first year has been setting up the management software, about
£400. With a charge of £35 pa membership we have over £2500 in our bank
account.
The website (http://www.bfmd.org.uk/ ) was designed free by a member and all of
the Executive are unpaid.
The key is to have it commercially run.
MDDC are now only involved in that the Chief Executive and the Leader are both on
the Exec and attend all meetings.
There is not a top table so everything is democratic.
We also make sure that only a few minutes is given over to Council news and then
only for business initiatives.
We start with 30 minutes of mix and mingling over the buffet, then 15 minutes of
introductions on each table, two 30 minute presentations on business topics and end
with 10 minutes of questions to MDDC or others. We start at 6.15pm and close at
8.30pm sharp. However many mix for about 30 minutes thereafter.
Do come along to a meeting and see how we operate.
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CONSTITUTION OF THE BUSINESS FORUM MID DEVON
Adopted on the 12th September 2011
PART A: Definitions.
Organisation: means a member of the Forum which is a company or
partnership or any similar legal entity that is not an individual.
Connected: means i) (in the case of an individual) a relative of the individual
(whether by blood, marriage or civil partnership) or an employee of that
individual or ii) (in the case of an Organisation) a director, member, partner,
shareholder (or any individual connected with the director, member, partner,
shareholder as the case may be) or any employee of the Organisation.
Mid Devon: means the administrative area relevant to MDDC
MDDC: means Mid Devon District Council
PART 1
1 Adoption of the Constitution.
The association and its property will be administered and managed in
accordance with the provisions in Parts 1 and 2 of this constitution.
2 The Name.
The association's name is Business Forum Mid Devon
(and in this document it is called the FORUM).
3 The Objects.
The FORUMS objects (the Objects) are:
• To act as the voice of the business sector in Mid Devon
• Encourage local businesses to expand and new businesses to open
in Mid Devon, thereby creating additional employment opportunities
• Enable local businesses to get to know one-another and help one another
by working and trading together
• Work with Mid Devon District Council to ensure that it plays it’s
part in listening to business needs and helping to create the right
environment for local businesses to succeed.
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• Such other objects as the members of the Forum may adopt by resolution at
a general Meeting

4 Application of the Income and Property.
(1) The income and property of the FORUM shall be applied solely
towards the promotion of the Objects.
(2) A Member of the Executive Committee may pay out of, or be
reimbursed from, the property of the FORUM, reasonable expenses
properly incurred by him or her when acting on behalf of the FORUM.
(3) None of the income or property of the FORUM may be paid or
transferred directly or indirectly by way of dividend bonus remuneration
or otherwise by way of profit to any member of the FORUM. This does
not prevent:
(a) a member who is not also a Member of the Executive
Committee from receiving reasonable and proper remuneration for
any goods or services supplied to the FORUM;
(b) a Member of the Executive Committee from:
(i) buying goods or services from the FORUM upon the same
terms as other members or members of the public;
(ii) receiving a benefit from the FORUM in the capacity of a
beneficiary of the FORUM, provided that the Members of the
Executive Committee comply with the provisions of sub
clause (6) of this clause, or as a member of the FORUM and
upon the same terms as other members;
(c) the purchase of indemnity insurance for the Members of the
Executive Committee against any liability that by virtue of any rule
of law would otherwise attach to a Member of the Executive
Committee or other officer in respect of any negligence, default
breach of duty or breach of trust of which he or she may be guilty in
relation to the FORUM but excluding:
(i) fines;
(ii) costs of unsuccessfully defending criminal prosecutions for
offences arising out of the fraud, dishonesty or willful or
reckless misconduct of the Member of the Executive
Committee or other officer;
(iii) liabilities to the FORUM that result from conduct that the
Member of the Executive Committee or other officer knew or
ought to have known was not in the best interests of the
FORUM or in respect of which the person concerned did not
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care whether that conduct was in the best interests of the
FORUM or not.
(4) No Member of the Executive Committee may be paid, remunerated or
receive any other fee or benefit for being a Member of the Executive
Committee except as set out in this Clause 4.
(5) A Member of the Executive Committee may:
(a) sell goods, services or any interest in land to the FORUM;
(b) be employed by or receive remuneration from the FORUM;
(c) receive any other financial benefit from the FORUM,
if:
(d) he or she is not prevented from so doing by sub-clause (4) of
this clause; and
(e) the benefit is permitted by sub-clause (3) of this clause; or
(f) the benefit is authorised by the Executive Committee in
accordance with the conditions in sub-clause (6) of this clause.
(6) (a) If it is proposed that a Member of the Executive Committee should
receive a benefit from the FORUM that is not already permitted under
sub-clause (3) of this clause, he or she must:
(i) declare his or her interest in the proposal;
(ii) be absent from that part of any meeting at which the
proposal is discussed and take no part in any discussion of it;
(iii) not be counted in determining whether the meeting is
quorate;
(iv) not vote on the proposal.
(b) In cases covered by sub-clause (5) of this clause, the
Member(s) of the Executive Committee who do not stand to receive
the proposed benefit must be satisfied that it is in the interests of
the FORUM to contract with or employ that Member of the
Executive Committee rather than with someone who is not a
Member of the Executive Committee and they must record the
reason for their decision in the minutes. In reaching that decision
the Member of the Executive Committee must balance the
advantage of contracting with or employing a Member of the
Executive Committee against the disadvantage of doing so
(especially the loss of the Member of the Executive Committee's
services as a result of dealing with the Member of the Executive
Committee's conflict of interest).
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(c) The Executive Committee may only authorise a transaction
falling within paragraphs 5(a) - (c) of this clause if the Member of
the Executive Committee body comprises a majority of Members of
the Executive Committee who have not received any such benefit.
(d) If the Executive Committee fail to follow this procedure, the
resolution to confer a benefit upon the Member of the Executive
Committee will be void and the Member of the Executive
Committee must repay to the FORUM the value of any benefit
received by the Member of the Executive Committee from
the FORUM.
(7) A Member of the Executive Committee must absent himself or herself
from any discussions of the Executive Committee in which it is possible
that a conflict will arise between his or her duty to act solely in the
interests of the FORUM and any personal interest (including but not
limited to any personal financial interest) and take no part in the voting
upon the matter.
(8) In this Clause 4, "Member of the Executive Committee" shall include
any person firm or company connected with the Member of the Executive
Committee.
5 Dissolution.
(1) If the members resolve (by a simple majority of the members present)
to dissolve the FORUM the Executive Committee will remain in office as
FORUM Members of the Executive Committee and be responsible for
winding up the affairs of the FORUM in accordance with this clause.
(2) The Executive Committee must collect in all the assets of the
FORUM and must pay or make provision for all the liabilities of the
FORUM.
(3) The Members of the Executive Committee must apply any remaining
property or money:
(a) towards payment of the debts and liabilities of the FORUM;
(b) directly for the Objects;
(c) by transfer to any Organisation, body or charities with objects
that operates not for profit and with the same as or similar to the
FORUM;
(4) The members may pass a resolution before or at the same time as
the resolution to dissolve the FORUM specifying the manner in which the
Executive Committee are to apply the remaining property or assets of the
FORUM and the Executive Committee must comply with the resolution
unless inconsistent with paragraphs (a) - (c) inclusive in sub-clause (3)
above.
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(5) In no circumstances shall the net assets of the FORUM be paid to or
distributed among the members of the FORUM.
6 Amendments.
(1) Any provision contained in Part 1 of this constitution may be
amended provided that any resolution to amend a provision is passed by
not less than two thirds of the members present and voting at a general
meeting.
(2) Any provision contained in Part 2 of this constitution may be
amended, provided that any such amendment is made by resolution
passed by a simple majority of the members present and voting at a
general meeting.
PART 2
7 Membership.
(1) Membership is open to individuals aged over eighteen or
Organisations who apply for membership in the stipulated manner.
(2) (a) The Executive Committee may only refuse an application for
membership if, acting reasonably and properly, they consider it to be in
the best interests of the FORUM to refuse the application.
(b) The Executive Committee must inform the applicant in writing of
the reasons for the refusal within twenty-one days of the decision.
(c) The Executive Committee must consider any written
representations the applicant may make about the decision. The
Executive Committee' decision following any written
representations must be notified to the applicant in writing but shall
be final.
(3) Membership is not transferable.
(4) The Executive Committee will keep a register of names and
addresses of the members which must be made available to any
member upon request.
8 Termination of Membership.
Membership will be terminated if the member:
(1) if an individual the member dies or, if it is an Organisation, is
dissolved or otherwise ceases to exist;
(2) the member resigns by written notice to the FORUM:
(3) any sum due from the member to the FORUM is not paid in full within
5
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two months of the date due for payment;
(4) Material breach of the Constitution if not remedied within one month
of a written request to remedy by the Executive Committee;
(5) the member is removed from membership by a resolution of the
Executive Committee that it is in the best interests of the FORUM that
membership is terminated. A resolution to remove a member from
membership may only be passed if:
(a) the member has been given at least twenty-one days' notice in
writing of the meeting of the Executive Committee at which the
resolution will be proposed and the reasons why it is to be
proposed;
(b) the member or, at the option of the member, the member's
representative (who need not be a member of the FORUM) has
been allowed to make representations to the meeting.
9 General meetings.
(1) The FORUM must hold a general meeting of members within twelve
months of the date of the adoption of this constitution.
(2) An annual general meeting must be held in each subsequent year
and not more than fifteen months may elapse between successive
annual general meetings.
(3) All general meetings other than annual general meetings shall be
called special general meetings.
(4) The Executive Committee may call a special general meeting at any
time.
(5) The Executive Committee must call a special general meeting if
requested to do so in writing by at least ten members or one tenth of the
membership, which ever is the greater. The request must state the
nature of the business that is to be discussed. If the Executive
Committee fail to hold the meeting within twenty eight days of the
request, the members may proceed to call a special general meeting but
in doing so they must comply with the provisions of this constitution.
10 Notice.
(1) The minimum period of notice required to hold any general meeting of
the FORUM is fourteen clear days from the date on which the notice is
deemed to have been given.
(2) A general meeting may be called by shorter notice, if it is so agreed
by not less than 75% of the members entitled to attend and vote.
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(3) The notice must specify the date, time and place of the meeting and
the general nature of the business to be transacted. If the meeting is to
be an annual general meeting, the notice must say so.
(4) The notice must be given to all the members and to the Members of
the Executive Committee.
(5) Notice may be given by post or by electronic means to the address or
details on the register at the time.

11 Quorum.
(1) No business shall be transacted at any general meeting unless a
quorum is present.
(2) A quorum is 10 members entitled to vote upon the business to be
conducted at the meeting, or one tenth of the total membership at the
time (whichever is the greater), and which must include one member
from the Executive Committee.
(3) The authorised representative of a member Organisation shall be
counted in the quorum.
(4) If:
(a) a quorum is not present within half an hour from the time
appointed for the meeting; or
(b) during a meeting a quorum ceases to be present, the meeting
shall be adjourned to such time and place as the Members of the
Executive Committee shall determine.
(5) The Members of the Executive Committee must reconvene the
meeting and must give at least seven clear days' notice of the
reconvened meeting stating the date, time and place of the meeting.
(6) If no quorum is present at the reconvened meeting within fifteen
minutes of the time specified for the start of the meeting the members
present at that time shall constitute the quorum for that meeting.
12 Chair.
(1) General meetings shall be chaired by the person who has been
elected as Chair: such person must be a member.
(2) If there is no such person or he or she is not present within fifteen
minutes of the time appointed for the meeting a Member of the Executive
Committee nominated by the Members of the Executive Committee shall
chair the meeting.
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(3) If there is only one Member of the Executive Committee present and
willing to act, he or she shall chair the meeting.
(4) If no Member of the Executive Committee is present and willing to
chair the meeting within fifteen minutes after the time appointed for
holding it, the members present and entitled to vote must choose one of
their number to chair the meeting.
13 Adjournments.
(1) The members present at a meeting may resolve that the meeting
shall be adjourned.
(2) The person who is chairing the meeting must decide the date time
and place at which meeting is to be reconvened unless those details are
specified in the resolution.
(3) No business shall be conducted at an adjourned meeting unless it
could properly have been conducted at the meeting had the adjournment
not taken place.
(4) If a meeting is adjourned by a resolution of the members for more
than seven days, at least seven clear days' notice shall be given of the
reconvened meeting stating the date time and place of the meeting.
14 Votes.
(1) Each member shall have one vote but if there is an equality of votes
the person who is chairing the meeting shall have a casting vote in
addition to any other vote he or she may have.
(2) A resolution in writing signed by each member (or in the case of a
member that is an Organisation, by its authorised representative) who
would have been entitled to vote upon it had it been proposed at a
general meeting shall be effective. It may comprise several copies each
signed by or on behalf of one or more members.
15 Representatives of Organisations.
(1) Any Organisation may nominate any person to act as its
representative at any meeting of the FORUM.
(2) The Organisation must give written notice to the FORUM of the name
of its representative. The nominee shall not be entitled to represent the
Organisation at any meeting unless the notice has been received by the
FORUM. The nominee may continue to represent the Organisation until
written notice to the contrary is received by the FORUM.
(3) Any notice given to the FORUM will be conclusive evidence that the
nominee is entitled to represent the Organisation or that his or her
authority has been revoked. The FORUM shall not be required to
consider whether the nominee has been properly appointed by the
Organisation.
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16 Officers and Members of the Executive Committee.
(1) The FORUM and its property shall be managed and administered by
an Executive Committee comprising the Officers and other members
elected in accordance with this constitution. The Officers and other
members of the committee shall be the Members of the Executive
Committee of the FORUM and in this constitution are together called "the
Executive Committee".
(2) The FORUM shall have the following Officers:
A chair,
A secretary,
A treasurer, and
such other Officers as the Executive Committee may from time to time
consider proper for the better performance of its duties.
(3) A Member of the Executive Committee must be a member of the
FORUM or the nominated representative of an Organisation.
(4) No one may be appointed a Member of the Executive Committee if
disqualified from acting under the provisions of Clause 19.
(5) The number of Members of the Executive Committee shall be not
less than seven (unless otherwise determined by a resolution of the
FORUM in general meeting) but shall not be subject to any maximum
number.
(6) The first Members of the Executive Committee shall be those persons
present and nominated as Members of the Executive Committee and
Officers at the meeting at which this constitution is adopted.
(7) A Member of the Executive Committee may not appoint anyone to act
on his or her behalf at meetings of the Member of the Executive
Committee with the exception that;
The Leader of MDDC may authorise a Portfolio Holder to stand in from
time to time and
The Chief Executive (or Acting Chief Executive) of MDDC may authorise
a Senior Manager to stand in from time to time.
17 The Appointment of Members to the Executive Committee.
(1) The Executive Committee may appoint any person who is willing to
act as a Member of the Executive Committee. Subject to paragraph 5(b)
of this clause, they may also appoint Member of the Executive
Committee to act as officers.
(2) Within fifteen months of the date of the meeting at which this
Constitution is adopted all Members and Officers of the FORUM shall
stand down but shall be eligible for re-election and the members in
general meeting shall elect the Members of the Executive Committee to
continue thereafter in accordance with the Rules of this Constitution.
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(3) Each of the Members of the Executive Committee shall retire with
effect from the conclusion of the annual general meeting next after his or
her appointment but shall be eligible for re-election at that annual
general meeting.
(4) No member of the Forum may be elected a Member of the Executive
Committee or an Officer at any annual general meeting unless 7 days
prior to the meeting the Executive Committee is given a notice that a
proposal form;
(a) is signed by a member entitled to vote at the meeting;
(b) is seconded by a different member;
(c) states the member's intention to propose the appointment of a
person as a Member of the Executive Committee;
(d) is signed by the person or Organisation who is to be proposed
in order to show his or her willingness to be appointed.
(5) (a) The appointment of a Member of the Executive Committee,
whether by the FORUM in general meeting or by the other Members of
the Executive Committee must not cause the number of the Executive
Committee to exceed any number fixed in accordance with this
constitution as the maximum number of Members of the Executive
Committee.
(b) The Executive Committee may not appoint a person to be an
Officer until that office has been properly vacated.
18 Powers of the Executive Committee.
(1) The Executive Committee shall manage the business of the FORUM
and they have the following powers in order to further the Objects (but
not for any other purpose) and only so far as permitted by this
Constitution:
(a) to raise funds. In doing so, the Executive Committee must not
undertake any substantial permanent trading activity and must
comply with any relevant statutory regulations;
(b) to buy, take on lease or in exchange, hire or otherwise acquire
any property and to maintain and equip it for use;
(c) to sell, lease or otherwise dispose of all or any part of the
property belonging to the FORUM.
(d) to borrow money and to charge the whole or any part of the
property belonging to the FORUM as security for repayment of the
money borrowed.
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(e) to co-operate with other entities, voluntary bodies and statutory
authorities promoting similar Objects to the FORUM and to
exchange information and advice with them;
(g) to acquire, merge with or enter into any partnership or joint
venture arrangement with any other body or entity formed for any of
the Objects;
(h) to set aside income as a reserve against future expenditure but
only in accordance with a written policy about reserves;
(j) to obtain and pay for such goods and services as are necessary
for carrying out the work of the FORUM;
(k) to open and operate such bank and other accounts as the
Executive Committee consider necessary and to invest funds and
to delegate the management of funds in a prudent manner.
(l) to do all such other lawful things as are necessary for the
achievement of the Objects;
(2) No alteration of this constitution or any special resolution shall have
retrospective effect to invalidate any prior act of the Executive
Committee.
(3) Any meeting of the Executive Committee at which a quorum is
present at the time the relevant decision is made may exercise all the
powers exercisable by the Executive Committee.
19 Disqualification and Removal of Members of the Executive Committee.
A Member of the Executive Committee shall cease to hold office if the
member;
(1) is disqualified from acting as a Member of the Executive Committee
by virtue of any law or any matter set down in this Constitution:
(2) ceases to be a member of the FORUM;
(3) (if an individual) becomes incapable by reason of mental disorder,
illness or injury of managing and administering his or her own affairs or
carrying out the functions for which they were appointed to the Executive
Committee to perform;
(4) resigns as a Member of the Executive Committee by written notice to
the Executive Committee to be given at least 7 days before such notice
takes effect;
(5) is absent without the permission of the Executive Committee from all
their meetings held within a period of six consecutive months and the
Executive Committee resolve that the position be vacated; or
(6) fails to comply with the Rules under Clause 29.
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20 Proceedings of the Executive Committee.
(1) The Executive Committee may regulate its proceedings as it thinks
fit, subject to the provisions of this constitution.
(2) The secretary must call a meeting of the Executive Committee if
requested to do so by two Members of the Executive Committee.
(3) Questions arising at a meeting must be decided by a majority of
votes of those present.
(5) In the case of an equality of votes, the person who chairs the meeting
shall have a second or casting vote.
(6) No decision may be made at a meeting of the Executive Committee
unless a quorum is present at the time the decision is purported to be
made.
(7) The quorum shall be four or the number nearest to one third of the
total number of Members of the Executive Committee, whichever is the
greater or such larger number as may be decided from time to time by
the Executive Committee.
(8) A Member of the Executive Committee shall not be counted in the
quorum present when any decision is made about a matter upon which
that Member of the Executive Committee is not entitled to vote.
(9) If the number of Members of the Executive Committee is less than
the number fixed as the quorum, the continuing Members of the
Executive Committee may act only for the purpose of filling vacancies or
of calling a general meeting.
(10) The person elected as the Chair shall chair meetings of the
Executive Committee.
(11) If the Chair is unwilling to preside or is not present within ten
minutes after the time appointed for the meeting, the Members of the
Executive Committee present may appoint one of their number to chair
that meeting.
(12) The person appointed to chair meetings of the Executive Committee
shall have no functions or powers except those conferred by this
constitution or delegated to him or her in writing by the Executive
Committee.
(13) A resolution in writing signed by all the Members of the Executive
Committee entitled to receive notice of a meeting of the Executive
Committee and to vote upon the resolution shall be as valid and effectual
as if it had been passed at a meeting of the Executive Committee duly
convened and held.
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(14) The resolution in writing may comprise several documents
containing the text of the resolution in like form each signed by one or
more Members of the Executive Committee.
(15) Members of the FORUM may attend Executive Committee meetings
and will be provided with an opportunity to address the meeting both at
the start and the end of the meeting.
(16) Minutes of the Executive Committee meetings will be taken and
following approval will be published on the FORUM website.
21 Delegation.
(1) The Executive Committee may delegate any of their powers or
functions to a committee of two or more Members of the Executive
Committee but the terms of any such delegation must be recorded in the
minute book.
(2) The Executive Committee may impose conditions when delegating,
including the conditions that:
• the relevant powers are to be exercised exclusively by the
committee to whom they delegate;
• no expenditure may be incurred on behalf of the FORUM except
in accordance with any budget previously agreed with the
Executive Committee.
(3) The Executive Committee may revoke or alter a delegation.
(4) All acts and proceedings of any Committee must be fully and
promptly reported to the Executive Committee.
22 Irregularities in Proceedings.
(1) Subject to sub-clause (2) of this clause, all acts done by a meeting of
the Executive Committee, or of a committee of Members of the
Executive Committee, shall be valid notwithstanding the participation in
any vote of a Member of the Executive Committee:
• who was disqualified from holding office;
• who had previously retired or who had been obliged by the
constitution to vacate office;
• who was not entitled to vote on the matter, whether by reason of
a conflict of interest or otherwise,
if, without:
• the vote of that Member of the Executive Committee; and
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• that Member of the Executive Committee being counted in the
quorum,
the decision has been made by a majority of the Executive
Committee at a quorate meeting.
(2) Sub-clause (1) of this clause does not permit a Member of the
Executive Committee to keep any benefit that may be conferred upon
him or her by a resolution of the Executive Committee or of a committee
of Members of the Executive Committee if the resolution would otherwise
have been void.
(3) No resolution or act of:
(a) the Executive Committee;
(b) any committee of the Members of the Executive Committee;
(c) the FORUM in general meeting,
shall be invalidated by reason of the failure to give notice to any
Members of the Executive Committee or member or by reason of
any procedural defect in the meeting unless it is shown that the
failure or defect has materially and unfairly prejudiced a member or
the beneficiaries of the FORUM.
23 Minutes.
The Executive Committee must keep minutes of all:
(1) appointments of Officers and Member of the Executive Committee
made by the Executive Committee;
(2) proceedings at meetings of the FORUM;
(3) meetings of the Executive Committee and Committee of Members of
the Executive Committee including:
• the names of the Member of the Executive Committee present at the
meeting;
• the decisions made at the meetings; and
• where appropriate the reasons for the decisions.
24 Annual Report and Return and Accounts.
(1) The Executive Committee must comply with its obligations under the
law to:
(a) the keeping of accounting records for the FORUM;
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(b) the preparation of annual statements of account for the
FORUM;
(c) the transmission of the statements of account to the FORUM;
(d) the preparation of an annual report and its transmission to the
members;
(e) the preparation of an annual return.
(2) Accounts must be prepared in accordance with the provisions of any
Statement of Recommended Practice issued from time to time.
25 Registered particulars.
The Executive Committee must maintain proper records as required by
law.
26 Property.
(1) The Executive Committee must ensure the title to all investments
held by or on behalf of the FORUM, is vested either in a corporation
entitled to act as custodian, the Executive Committee, or in not less that
three individuals appointed by them as holding Member of the Executive
Committee.
(2) The terms of the appointment of any holding Member of the
Executive Committee must provide that they may act only in accordance
with lawful directions of the Executive Committee and that if they do so
they will not be liable for the acts and defaults of the Members of the
Executive Committee or of the members of the FORUM.
(3) The Executive Committee may remove the holding Members of the
Executive Committee at any time.
27 Repair and insurance.
The Executive Committee must keep in repair and insure to their full
value against fire and other usual risks all the buildings or other property
of the FORUM (except those buildings that are required to be kept in
repair and insured by a tenant). They must also insure suitably in respect
of public liability and employer's liability.
28 Notices.
(1) Any notice required by this constitution to be given to or by any
person must be:
(a) in writing; or
(b) given using electronic communications.
(2) Notice may be given to a member either:
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(a) personally; or
(b) by sending it by post in a prepaid envelope addressed to the
member at his or her address; or
(c) by leaving it at the address of the member; or
(d) by giving it using electronic communications to the member's
address.
(3) A member who does not register an address with the FORUM shall
not be entitled to receive any notice from the FORUM.
(4) A member present in person at any meeting of the FORUM shall be
deemed to have received notice of the meeting and of the purposes for
which it was called.
(5) (a) Proof that an envelope containing a notice was properly
addressed, prepaid and posted shall be conclusive evidence that the
notice was given.
(b) Proof that a notice contained in an electronic communication
was properly addressed and sent shall be conclusive evidence that
the notice was given.
(c) A notice shall be deemed to be given 48 hours after the
envelope containing it was posted or, in the case of an electronic
communication, 48 hours after it was sent.
(d) In normal circumstances notices will be given by electronic
means and all Members who provide an electronic address are
deemed to accept this method of delivery.
29 Rules.
(1) The Executive Committee may from time to time make rules, policies
or bye-laws for the conduct of their business.
(2) The bye-laws may regulate the following matters but are not
restricted to them:
(a) the admission of members of the FORUM (including the
admission of Organisations to membership) and the rights and
privileges of such members, and the entrance fees, subscriptions
and other fees or payments to be made by members;
(b) the conduct of members of the FORUM in relation to one
another, and to the Forum’s employees and volunteers;
(c) the setting aside of the whole or any part or parts of the Forum’s
premises at any particular time or times or for any particular
purpose or purposes;
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(d) the procedure at general meetings and meetings of the
Executive Committee in so far as such procedure is not regulated
by this constitution;
(e) the keeping and authenticating of records. (If regulations made
under this clause permit records of the FORUM to be kept in
electronic form and require a Member of the Executive Committee
to sign the record, the regulations must specify a method of
recording the signature that enables it to be properly
authenticated.)
(f) generally, all such matters as are commonly the subject matter
of the rules of an unincorporated association.
(3) The FORUM in general meeting has the power to alter, add to or
repeal the rules or bye-laws.
(4) The Executive Committee must adopt such means as they think
sufficient to bring the rules and bye-laws to the notice of members of the
FORUM.
(5) The rules or bye-laws shall be binding on all members of the
FORUM. No rule or bye-law shall be inconsistent with, or shall affect or
repeal anything contained in, this constitution.
We agree to be Members of the FORUM and to abide by its Constitution
Signatures
[Jim Enright]
[Rhys Roberts]
[Peter Shaw]
[Chris Prentice]
[Kevin Finan]
[Michael Gutierrez]
[Peter Hare-Scott]
[John Potter]
[Kim Knox]
[David Disney]
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