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Corporate Overview & Scrutiny 
Panel

Work Programme Development

18th June 2015

Council Priorities Related to COSP Role

• “Delivering Where it Counts”
– council tax as low as possible

– greater efficiency

– maintain and improve assets

• “Supporting Local Business”
– to grow and prosper

• “Improving Customers Services”
– listen to local residents

– protect front line services

APPENDIX 1
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Emergency Budget July 8th

Spending, Taxation, Savings

Band D  Government         Budget 
Council Tax        Settlement 

2010/11         £155.76  £12.8M                £23.4M

2015/16         £155.76              £ 9.4M                £20.5M

Change             None ‐£ 3.4M ‐£ 2.9M

%                   0% ‐28.3% ‐12.6%
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Efficiency, Performance, Value for Money 

Maintain and Improve Assets
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Delivering Customer Benefits Through Technology

‘More efficient, simpler, faster, joined up services, providing choice & flexibility to customers’

Customer Contacts

Face to Face (Local Offices)

Phone and Emails 

Web & Mobile App

Social Media

Visiting Officers

Drivers for Change

Demand Management 

Self Service (24/7)

Efficiency/Automation

Improve Processes

Mobile Working

Benefits

Meet financial challenges ahead

Meet rising customer expectations

Achieve channel shift

Rationalise use of buildings

Platform for further improvements

Fit For Future

Reduce call waiting times

Get things right first time

Reduce avoidable contact

Review top tasks

Review payment methods

New Customer Services Strategy

Cost Per Transaction 2014/15

Web per enquiry :  £0.08

Customer Services Centre per call :  £2.47

Local Offices F2F per enquiry :  £3.96 
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LOCAL OFFICES FOR PUBLIC ENQUIRIES AND PAYMENTS ETC

LYMINGTON
Town Hall

HYTHE
The Grove

FORDINGBRIDGE
Kings Yard

FAWLEY
Jubilee Hall

TOTTON
Civic Centre

RINGWOOD
Ringwood Gateway

NEW MILTON
Town Hall

LYNDHURST
Appletree Court NFDC directly manages the 

Local Offices (receptions) 
at Lyndhurst, Lymington, 

Hythe & New Milton

Local Councils manage the offices at Fawley, Fordingbridge, Ringwood & Totton 
and receive grant towards the service from NFDC 

Offices vary considerably, but provide common services 
e.g. sale of parking clocks and bin bags and provide payment facilities
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24,139 154,321

Payments taken
(not including rent):

£344,483.09 

A summary of 2014/2015 in the Customer Services Centre, ATC

Total emails for 2014-15 Total calls for 2014-15 Top 20 Customer Services enquiries this year

Supporting Local Business

• “Helping to create and maintain a local 
economy that brings opportunities for 
jobs and economic benefit to the area” 
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What need?

Infrastructure

What support?

Campaigns/skills

What activity?

Partnerships/events

Corporate Plan:  Current Themes

Challenges for Effectiveness

*Broadband * Young people

*”Regions” * Care sector

* Sites and facilities • Marine and Engineering


