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AGENDA 
 

CUSTOMER AND COMMUNITIES POLICY OVERVIEW AND 
SCRUTINY COMMITTEE 

 

 Thursday, 15 September 2011 at 10.00 am Ask for: Denise Fitch 
Darent Room, Sessions House, County 
Hall, Maidstone 

Telephone: (01622) 694269 

   
Tea/Coffee will be available 15 minutes before the meeting  

 
Membership (12) 
 
Conservative (11): Mrs E M Tweed (Chairman), Mr A R Chell (Vice-Chairman), 

Mr R B Burgess, Mr H J Craske, Ms A Hohler, Mrs J P Law, 
Mr J M Ozog, Mr R Tolputt, Mrs C J Waters  Mr A T Willicombe 
 

Liberal Democrat (1): Mr I S Chittenden 
 

Labour (1) Mrs E Green 
 

 
Webcasting Notice 

 
Please note:  this meeting may be filmed for live or subsequent broadcast via the Council’s 
internet site – at the start of the meeting the Chairman will confirm if all or part of the 
meeting is being filmed. 
 
By entering the meeting room you are consenting to being filmed and to the possible use 
of those images and sound recordings for webcasting and/or training purposes.  If you do 
not wish to have your image captured then you should make the Clerk of the meeting 
aware. 

 
UNRESTRICTED ITEMS 

(During these items the meeting is likely to be open to the public) 
 

Item 
No 

 

 A. COMMITTEE BUSINESS 

A1 Introduction/Webcasting  

A2 Substitutes  

A3 Declarations of Interests by Members in Items on the agenda  

A4 Minutes - 8 July 2011 ( 1 - 10) 

A5  Dates of Meetings 2011and 2012  

 The Committee is asked to note its meeting dates for the remainder of 2011 and 
for 2012. 



 
Friday 11 November 2011  
Friday, 20 January 2012 
Wednesday, 21 March 2012 
Wednesday, 4 July 2012 
Wednesday, 19 September 2012 
Wednesday, 14 November 2012 
  
All meetings will start at 10.00 am at County Hall and may run into the afternoon 
if the weight of business dictates. 
   
 

 B. ITEMS FOR CONSIDERATION 

B1 Portfolio Holder and Corporate Directors update ( 11 - 12) 

B2 Youth Service Transformation ( 13 - 26) 

B3 Kent YOS Improvement Plan resulting from the HMIP CCI report ( 27 - 36) 

B4 Kent YOS Annual Operating Plan - 2011/12 ( 37 - 52) 

B5 Update on the New Structure for Engagement Managers ( 53 - 54) 

B6 Vision for Kent 2011-2021 consultation draft ( 55 - 130) 

B7 Kent Partners' Compact - Refresh ( 131 - 136) 

B8 Financial Monitoring - to follow  

B9 Customer & Communities Annual Complaints, Comments and Compliments 
Report 2010/11 ( 137 - 158) 

B10 Consultations ( 159 - 170) 

 C. SELECT COMMITTEE UPDATE 

C1 Select Committee - update ( 171 - 174) 

 

EXEMPT ITEMS 

(At the time of preparing the agenda there were no exempt items.  During any such items 
which may arise the meeting is likely NOT to be open to the public) 

Peter Sass 
Head of Democratic Services  
 (01622) 694002 
 
Wednesday, 7 September 2011 
Please note that any background documents referred to in the accompanying papers 
maybe inspected by arrangement with the officer responsible for preparing the relevant 
report.
 



KENT COUNTY COUNCIL 
 

 

CUSTOMER AND COMMUNITIES POLICY OVERVIEW AND 
SCRUTINY COMMITTEE 

 
MINUTES of a meeting of the Customer and Communities Policy Overview and 
Scrutiny Committee held in the Darent Room, Sessions House, County Hall, 
Maidstone on Friday, 8 July 2011. 
 
PRESENT: Mrs E M Tweed (Chairman), Mr R B Burgess, Mr A R Chell, 
Mr I S Chittenden, Mr H J Craske, Mrs E Green, Ms A Hohler, Mrs J P Law, 
Mr J M Ozog, Mr C P Smith (Substitute for Mr A T Willicombe), Mr R Tolputt  
Mrs C J Waters 
 
ALSO PRESENT: Mr P M Hill, OBE 
 
IN ATTENDANCE: Ms L A Bett, Mrs M Blanche (Policy Manager), Mr S Carter 
(Extended Services Lead Manager), Mr D Crilley (Director of Customer Services), 
Ms D Fitch (Assistant Democratic Services Manager (Policy Overview)), 
Ms C Herbert (Arts and Regeneration Officer, West Kent), Ms A Honey (Corporate 
Director, Customer and Communities), Ms C McKenzie (Sustainability and Climate 
Change Manager), Mr M Scrivener (Business Information Manager), Ms S Staples 
(Head of Kent Arts Development Unit)  Mr K Tilson (Head of Finance for Policy and 
Resources) 
 

UNRESTRICTED ITEMS 
 
3. Minutes - 5 & 6 April 2011  
(Item A4) 
 
RESOLVED that the minutes of the meetings held on 5 and 6 April 2011 are correctly 
recorded and that they be signed as a correct record.  
   
 
4. Portfolio Holder and Corporate Director's update  
(Item B1) 
 
(1) Mr Hill and Ms Honey updated Members on the issues listed in the paper 
circulated with the agenda and answered questions from Members.  
 
Libraries Update  
 
(2) Mr Hill referred to the ongoing review of Library provision which was taking 
note of significant developments across the County.  Progress with this was 
dependant upon the Localism Bill which included the right to transfer assets to 
communities and would give them the right to buy.  There would be a report on this to 
the next meeting of the Committee. 
 
(3) Mr Chittenden asked for confirmation that there was not a draft strategy on the 
Libraries Service.  Mr Hill confirmed that there was no formal plan, they were looking 
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at provision across the county and awaiting the passing of the Localism Act, before 
producing a strategy.  
 
(4) Mr Hill reported that Gravesend Library was due to open on 4 October 2011 
and good progress was being made.  Ashford Library would be opening on 18 July 
2011and he was pleased with what had been achieved there. He encouraged 
Members to visit the Library.  The formal opening would take place in October 2011.  
 
(5)  Mr Hill stated that he was pleased with the progress with the implementation 
of the Radio Frequency Identification (RFID) system which was halfway thought its 
roll out.  The response from the public, including the elderly, had been good and 
positive comments had been received about the improvement in speed of service.   
 
(6) Mr Hill informed the Committee that work on the Kent History and Archive 
Centre was ahead of schedule and the building was due to be handed over by 
Christmas and would open in Spring 2012.   
 
(7) In response to a question on whether RFID had lead to an increase in books 
being stolen, Ms Honey confirmed that she was not aware of any increase but it was 
something that would be monitored.  
 
Registration of births and deaths.  
 
(8) Ms Honey reported on the possibility of Kent taking over Bexley Councils 
registration service, this was awaiting approval from the General Registration Office.   
Ms Honey confirmed that the intention was for Bexley to come under Kent for 
registration purposes and that Bexley Council would be making a contribution 
towards the cost of the service. She also highlighted the issue that had arisen with 
the closure of Queen Mary’s Hospital in Sidcup leading to an increase in births at 
Darent Valley Hospital.  An agreement had been reached with Bexley Council to 
manage the increase in registration of births.    
 
(9) Ms Honey referred to the pilot work being carried out for Libraries to take on 
responsibility for the registration of births.  The pilot had shown that this was a 
sensible way forward.  
 
 
Vulnerable Learners 
 
(10) Ms Honey mentioned the recent vulnerable learners project, involving 80 
vulnerable learners who were traditionally difficult to place in employment and 
training.  A full review of this project was currently being carried out.  
 
Restorative Justice 
 

(11)  Ms Honey explained that the pilot had now been rolled out across the Kent. As 
part of phase 1 the Police had trained 1,600 officers to carry out restorative justice.  
Over 1,200 crimes and 350 incidents had been dealt with via this method.  She 
referred to the EU Restorative Justice Conference at Canterbury Christ Church 
University on 13 July 2011 and undertook to inform Mrs Law whether District Council 
Cabinet Members had been invited to this non KCC event. 

 1st meeting of Ambition Board 3 – putting citizens in control  
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(12) Mr Hill reported that the first meeting of this Ambition Board (putting citizens in 
control) had taken place.  The County Council were represented by Ms Honey, Mr 
Sweetland and himself.  It was early days for the Board but Mr Hill offered to bring a 
report on Ambition Boards, which were the link between the Kent Forum and Locality 
Boards, to a future meeting of the Committee when more information was available. 

 Annual VCS conference  

(13) Ms Honey referred to the Annual Voluntary and Community Sector 
Conference which had been held on 7 July 2011 in East Kent.   The consultation on 
the Kent Partners Compact had been launched at the Conference.  The Compact 
was crucial for the voluntary sector and their relationship with statutory partners 
including District Councils.  She offered to supply information to any Member on 
request.  

Turner Opening Previews and Actual  13th – 16th April 2011 
 
(14) Mr Hill reported that since its opening in April the Turner Contemporary had 
received 148,000 visitors.  Its annual target of visits was 150,000.  The feedback had 
been very good and there had been a positive effect on the old town. He emphasised 
the importance of sustaining this success.  
 

Paralympics Announcement – 20th May 2011 
 
(14) Mr Hill informed the Committee that Kent would be the venue for the 
Paralympic Road Cycling in 2012.  
 
Visit by John Hayes to Sittingbourne Skills and Centre – 24th May 2011 
 
(15) Mr Hill reported that the Minister of State for Further Education, Skills and 
Lifelong Learning (John Hayes MP) had visited the Sittingbourne Skills Centre.  He 
had expressed a particular interest in the work being carried out with Vulnerable 
Learners and had asked for a briefing note. 
 
Meeting with Kent MPs -8th June 2011 
 
(16) Mr Hill stated that the meeting with Kent MP’s had been constructive and 
provided an opportunity to discuss options for the future on issues such as libraries. 
 
(17) RESOLVED that the update be noted 
 
 
5. Current developments in Community Learning and Skills (CLS) including 
changes to reduced fees for older learners in adult education  
(Item B2) 
 
(1) Mr Forward presented a report which provided an overview of the challenges 
faced by Community Learning & Skills, including information on the way in which the 
unit was responding to National developments in post -16 education and changes to 
concessionary fees for those over 60 in adult education classes.  
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(2) Mr Forward answered questions from Members and noted comments which 
included the following:- 
 

• It was confirmed that the Skills Funding Agency’s key role was funding.  

• Mr Forward explained that the concession regime for older people applied to a 
wide range of subject areas. 

• It was confirmed that lip reading courses would continue to be provided free of 
charge and that a partnership had been formed with Hi Kent.   

• Regarding online enrolment, Mr Forwards explained that it was a much more 
cost effective way of dealing with course applications. Colleagues in libraries’ 
were able to offer free advice to the public about registering for adult education 
courses on line.  Officers were aware that there were a small group of older 
learners who were likely to be resistant to using IT, and therefore they would 
continue to offer alternative ways to register for courses.  

• Mr Forward confirmed that all members of the focus groups were over 60 
years old.  

• Mr Forward stated that he believed that the 36 day consultation period was 
adequate and that he was happy with this arrangement.  

• Mr Forward explained that one of the reasons why consideration was given to 
setting up membership schemes was the reluctance of older people to claim 
income related concessions.   

• Mr Forward undertook to supply Mrs Green with details of the consultation 
carried out in Thanet and also which benefits gave access to concessions and 
to supply Mr Chittenden with the details of the consultation carried out across 
Kent. 

• A view was expressed that the prioritisation of courses designed to improve 
people’s work-skills was the right thing to do. 

• The potential for people to share skills, which was a recommendation of the 
Select Committee on Extended Services, was mentioned.  

• Regarding access to further education loans, Mr Forward explained that there 
was a working group considering how this might operate.  This would impact 
on some vocational course but there was no detailed information available yet.  

• It was confirmed that there was currently no discount for booking online, 
however this would be introduced in the near future.  

 
(3) RESOLVED that the Committee’s comments on the response of Community 
Learning & Skills to national changes to Learning & Skills funding and policy and the 
changes to concessions for older learners, the mitigations and potential benefits of 
the membership scheme be noted. 
 
6. KCC Apprenticeships  
(Item B3) 
 
(1)  Ms Bett updated the Committee on the latest position regarding the employment of 
Apprentices following the completion of their Apprenticeship within KCC.   
 
(2) Ms Bett answered questions from Members and noted comments which 
included the following:- 
 

• The detailed report made it clear that a KCC apprenticeship was a good 
career opportunity.   
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• Ms Bett confirmed that there was a small drop out rate but that 76% of KCC 
apprentices had completed their apprenticeship, of the rest some had moved 
on to Further Education and others had left for personal reasons.  

• Ms Bett explained that the scheme did not duplicate the work of Connexions, 
as Connexions worked with those not in Education, Employment, or Training 
(NEETs).  The apprentice scheme aimed to enhance, not duplicate, the work 
of Connexions who often refer young people in to the Apprenticeship scheme   

• A Member pointed out that poor transport links in certain areas of the county 
should not be a barrier to young people being able to access apprenticeships.   
Ms Bett mentioned that she was part of a working group looking at assistance 
with travel young people of 16 – 19.   

• Ms Bett confirmed that more that 133 KCC apprentices had obtained 
permanent employment.  She also explained that some young people after 
completing NVQ level 2 went on take level 3.   

  
(3) RESOLVED that the latest position regarding the employment of Apprentices 
following the completion of their Apprenticeship within Kent  
County Council be noted. 
 
7. Locality Boards  
(Item B4) 
 

(1) Ms Blanche presented a report which informed the Committee of the early 
development of the Programme to deliver the vision for bespoke Locality Boards in 
Kent.  The report also looked at the steps Kent County Council need to take in order 
to operate effectively as partners in the Locality Boards.  

(2) Mr Hill and Ms Blanche answered questions and noted comments from 
Members which included the following:- 

• In response to a questions on whether District Council were going to be 
asked to contribute to the funding of Locality Boards, Ms Blanche confirmed that 
in due course they would be looking at funding.  In Swale and Gravesham the 
District Council had provided all the secretarial support and KCC had provided 
support at senior manager level.   

• Ms Blanche explained that no pressure was being put on District Councils 
to establish a Locality Board for their area, it was important to move at an 
appropriate pace for the District.  

• In relation to a question on the progress with establishing a Locality Board 
in Thanet, Ms Blanche reported that discussions were being held with the 
Leader of Thanet District Council.  

• Mr Hill stated that it was still early days for Locality Boards, they provided a 
real opportunity for District and County Members to work together. There was 
not a one size fits all.  The aim was to have all Locality Boards up and running 
by the end of 2012. 

• There were positive comments about the potential for Locality Boards to 
bring together Members from District and County for the benefit of the area.  
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• The importance of Locality Boards being effective and not just discussion 
bodies was emphasised.  

• It would be interesting to have a progress report on the Locality Boards that 
have met e.g. Swale and Gravesham, and to know who attended, what was on 
the agenda and outcomes and timescale.  

• Mr Hill explained that the core Members of the Locality Boards were 
District and County Members.  He gave the example of Ashford which had 
decided to have a core board and then a functional board under that consisting 
of Officers.   

• There had been a meeting with the Leader of Shepway Council with 
another meeting scheduled, things were moving in the right direction, in that 
District.  

• Concern was expressed about what would happen with certain things in 
the interval between the Local Strategic Partnerships being disbanded a Locality 
Board established.   

(3) RESOLVED That Members comments on the substance of this report and the 
development of a Members briefing to demonstrate the emerging Locality Board 
function be noted. 
 
 
8. Cultural Baton and Cultural Spend in Kent  
(Item B5) 
 
(1) Ms Staples and Ms Herbert presented a report which gave an overview of the 
Kent Cultural Baton and plans for the new phase to be launched in spring 2011.  
 
(2) Ms Stapes and Ms Herbert answered questions and noted comments from 
Members which included the following: 
 

• Ms Herbert confirmed that the Cultural Baton was due to visit Dover and 
Folkestone. Information on the location of the Cultural Baton was circulated to 
Members via the weekly Members Information Bulletin. 

• Further information was requested on the outcomes from young people not in 
education, employment or training referred to in the report.   

• Officers stated that the Cultural Baton was very popular and that there was a 
waiting list of organisations/areas that wished to host it.  

• Regarding engaging with young people, the Youth Arts Manager had a line 
management relationship with the Youth Service which helped to identify 
opportunities.  

• In relation to the cost of the Cultural Baton, Ms Staples explained that it had 
been purchased for £30,000 and was a rare 1950s Airstream caravan, which 
had been adapted for use as the Baton, it has a drop down side so that it can 
open and be a performance space or be a closed work space.  It has a re-sale 
value and post 2012 consideration will be given as to whether to continue to 
use it to or to re-sell it to offset the original  cost.  

• Ms Staples confirmed that the Cultural Baton received a lot of local press 
coverage, as the Baton was hosted in areas there was also a lot of word of 
mouth publicity for it prior to its arrival.  
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 (3) Ms Staples gave an update on the financial performance of the Arts 
Development Unit for 2010/11.  Ms Stapes answered questions and noted comments 
from Members which included the following: 
 

• Ms Staples explained that the unit worked to attract funding from the Arts 
Council and advised on and supported a range of bids from £5,000 to 
£90,000. 

• Members noted the good job done by the unit to attract national funding in a 
challenging climate and that they had been successful on behalf of Kent 
compared to other areas.  

• In response to a question on the range of arts covered by the unit, Ms Staples 
stated that although visual arts had been identified as a particular strength, 
there also worked on other areas such as outdoor arts. As Kent was not a 
County with one built venue to serve every resident it was important to ensure 
that there were events that residents across the County can attend.  Theatre 
was also a very significant element, and she referred to the new Marlowe 
theatre opening in Canterbury in October.  She was confident that arts 
provision in Kent was reaching all age groups.  

• The important work that the unit carried out with District Councils on integrated 
projects was mentioned.  

 
 (4) RESOLVED that the success of the Kent Cultural Baton, and its continuing 
contribution to maximising opportunities around London 2012 Games and the 
financial performance of the Kent Arts Development Unit be noted. 
   
 
9. Communities Services Portfolio Financial Outturn 2010/11  
(Item B6) 
 
(1) Mr Tilson introduced a report which summarised the 2010/11 financial outturn 
for each of the service units within the Communities Services Portfolio.  Previously 
outturn reports to POSCs had included performance outcome information but this 
was now covered in the separate Core Monitoring report 
 
(2)  Mr Crilley undertook to provide Mrs Green with information on the 
modernisation of Broadstairs Library including the partnership work with Community 
Learning and Skills regarding a shared facility and the consultations with staff and 
users.  

(3) Mr Tilson confirmed that if some areas of the Directorate exceeded their 
savings target this did not mean that other areas did not have to achieved their 
savings targets.  It was his responsibility at the end of the year to have a balanced 
budget across the Directorate, but every part of the Directorate were required to find 
efficiencies and it was recognised that some area had more scope for delivering 
savings than others. 

(4) It was noted that the first meeting of the POSC budget IMG would be held on 
26 July 2011 and that there was one vacancy on the Group.  

(5) RESOLVED that the revenue and capital financial outturn for 2010/11, 
including rollover of funding for committed projects and changes to capital 
programme and the potential impact of variations since the 2011/12 budget was 
approved be noted. 
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10. Savings Monitoring Report  
(Item B7) 
 
(1) Mr Tilson introduced a report which set out the process to ensure the delivery 
of the 2011/12 budget savings allocated to the services overseen by this POSC and 
illustrated this with a PowerPoint presentation. 
 
(2) RESOLVED that progress against the delivery of the savings covered by the 
Committee be noted. 
 
 
11. Core Monitoring  
(Item B8) 
 
(1) Mr Scrivener introduced a report which informed the Committee about key 
areas of performance and activity across KCC, with a particular focus on indicators 
within the Customer & Communities Directorate.  The report included headlines from 
2010-11 performance outturn monitoring.   
 
(2)   A Member commended the “tell us once” service which been very helpful 
during a recent bereavement.   
 
(3) Reference was made to the success of the Community Wardens, and Mr Hill 
stated that he would do his best to protect this service for as long as he could.  
 
(4) Ms McKenzie presented a report which summarised the progress towards 
delivery of the KCC corporate commitments under the Kent Environment Strategy, 
emerging issues and gaps in delivery.   
 
(5) In response to a question from a Member, it was agreed that information be 
provided to Members of the Committee on the use of front facing services to inform 
the public how they could save money thought energy efficiencies.  
 
(6) Ms McKenzie confirmed that Canterbury City Council was one of the few 
Districts that had produced a Green Audit.  
 
(7)   Regarding the figures for energy use in Schools, Ms McKenzie pointed out 
that the data included a server winter period. 
 
(8) RESOLVED that the overall progress made by KCC and the Customer and 
Communities Directorate, especially the reaccreditation to ISO14001 be noted and 
celebrated and that the priorities and recommended approach outlined in Section 3 
and 4 be approved.   
 
 
12. Single Performance Framework  
(Item B9) 
 
(1) Mr Fitzgerald introduced a report which reminded the Committee that KCC 
was currently developing the performance framework for delivering ‘Bold Steps for 
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Kent’ which would go to County Council for approval on 21 July 2011.  The report set 
out the steps being taken to finalise the performance framework. 
 
(2) RESOLVED That the draft milestones and measures of success and the next 
steps as set out in section 3, above be noted. 
 
 
13. Select Committee - update  
(Item C1) 
 
(1) The Committee received an update on the current Select Committee topic 
review programme and were invited to submit suggestions for future Select 
Committee topic reviews. 
 
(2) RESOLVED that the Terms of Reference of the Select Committee on the 
Student Journey be endorse and that Members advise the Democratic Services 
officer of any items that they would like to suggest for inclusion in the Select 
Committee topic review programme. 
 
14. Extended Services Select Committee - Action Plan  
(Item C2) 
 
(1) Mr Carter introduced a report which provided Members with a proposed action 
plan for the recommendations of the Extended Services Select Committee which had 
been produced in the context of the current resource environment.  It was noted that 
the Select Committee would be reconvened later in the year, or early 2012, to 
received a report on progress with the recommendations. 
 
(2) Mr Burgess, the Chairman of the Select Committee, made some comments 
about the proposed actions.   In relation to recommendation 3 relating to the Kent 
Children’s Trust, and the proposal that no further action be taken, he stated that it 
was important to continue to try to persuade groups of schools to form consortiums to 
provide extended services.  He referred to the potential to use the pupil premium for 
extended services. Mr Burgess acknowledged that recommendation 14 was 
aspirational and that no funding was available.  He encouraged Members to use 
some of their Members grant for projects which would raise the profile of extended 
services.  
 
(3) RESOLVED that the report and the accompanying action plan, in response to 
the Extended Services Select Committee, be noted. 
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To: Customer and Communities Policy Overview and 

Scrutiny Committee 
 
By  Mike Hill, Cabinet Member for Community Services 

Amanda Honey, Managing Director, Communities 
Directorate 

 
Date:       15 September 2011 
 
Subject:  Portfolio Holder and Corporate Director’s update 
 
Classification: Unrestricted 

 
Summary: This will be an oral update to members of the committee on recent 
developments within the Directorate. 
 
FOR INFORMATION AND COMMENT 
______________________________________________________________ 

Items of Interest 

• Paralympics and Brands Hatch  

• Libraries & Archives 

• Edenbridge Community Centre 

• Archeological Resource Centre 

Events 

• Open Golf : July 2011 

• County Show : July 2011 

• Opening of Ashford Gateway : July 2011 

• Opening new Visitor Centre, Trosley Country Park : August 2011 

• Opening Gravesend Library : August 2011 

• Community Budgets 

• Open Public Services : Consultation 

• Turner Contemporary 
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Recommendations 
Members of the POSC are invited to note and comment on the updates from 
the Cabinet Member and Managing Director. 

Contact Officer: Jo Weatherly 
Title: Executive Officer to Cabinet Member for Communities Services 
Contact Number: 01622 221883   
Email Address: margaret.harkup@kent.gov.uk     
                          
Contact Officer: Catherine Catt 
Title: Interim Staff Officer to Amanda Honey 
Contact Number: 01622 694645 
Email Address: Catherine.catt@kent.gov.uk 
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To:   Customer and Communities POSC 
 
By: Mike Hill, Cabinet Member Communities Services and 

Amanda Honey, Corporate Director – Customer and 
Communities 

 
Date:   15th September 2011 
 
Subject:  Youth Service Transformation 
 
Classification: Unrestricted 
 

Summary:  There will be a presentation which summarises the proposal for 
the Youth Service Transformation. 
 
Members are asked to COMMENT on the proposals as part of the 
consultation process 
______________________________________________________________ 
 
 
1.0 Introduction 
Members will receive a presentation from the Head of Integrated Youth 
Services which outlines the national context for Youth Service provision and 
the proposal to transform the Youth Service in Kent.. 
 
2.0 Summary 
Members are asked to COMMENT on the proposals as part of the ninety day 
consultation process. 
 
 

Director: 
Name: Angela Slaven 
Job Title: Director of Service Improvement 
Telephone Number: 01622 221696 
Email: angela.slaven@kent.gov.uk 

Contact Officer: 
Name: Nigel Baker 
Job Title: Head of Integrated Youth Services 
Telephone Number: 01622 696569 
Email:nigel.baker@kent.gov.uk 
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Kent Youth Service:

New Operating Model

Policy, Overview & Scrutiny Committee

Customer & Communities

15th September 2011
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Introduction

“power and influence must be in the hands of local people and 

local communities so they are more able to take responsibility 

for their own community and service needs, such as creating 

new social enterprise”.

Bold Steps for Kent, 2010
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The Challenge

• The changing relationship between citizen and state, allowing local 

communities to take greater control of their services;

• Unlocking the potential of Kent’s local communities to grow their economy 

through the development of social enterprises;

• Combining excellence in direct delivery with commissioned providers to 

deliver creative youth work opportunities in local communities;

• The need to make financial savings across the local authority.
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The Proposal

• A new model of service delivery

• Combines excellence in direct delivery with commissioned local providers

• Aim to deliver creative approaches for young people to engage in youth 

work opportunities

• Opportunity for local communities to have a greater role in shaping and 

delivering services for young people

• The new model comprises two key elements:

- a core KCC offer in each district/borough of Kent

- the replacement of existing Partnership Award Grants with a much

increased budget for commissioned youth work
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The Rationale

Strategy

Strategy

Demand

Kent Youth Service

Core Provision

Provision 
commissioned 

by KCC

Demand

Strategy

Strategy

Demand

Kent Youth Service

Core Provision

Provision 
commissioned 

by KCC

Demand
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The Offer

Every borough and district of Kent will benefit from Directly Delivered 

Services, thus:

• Youth ‘Hub’ – a centre of excellence for youth work and resources

• Street-based project – district wide, flexible provision

• Community Youth Tutor(s) – school based youth workers

• Access to county-wide services including Duke of Edinburgh’s Award, 

Youth Participation and Outdoor Education centres
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The Plan – Direct Delivery
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The Plan - Commissioning

• Minimum youth work commissioning budget of £1.2M spread across 12 

boroughs/districts – enhanced with other local resource?

• Driven by needs analysis and outcomes framework

• Providing opportunities for local groups to develop/deliver youth projects 

designed for local needs

• Opportunity for existing voluntary youth organisations and also new 

social enterprises

• Building a strong & vibrant youth work sector in Kent
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Title here
District Example - Swale
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The National Context

COMMENTS FROM EDUCATION COMMITTEE REPORT ON ‘SERVICES FOR YOUNG 

PEOPLE’ (PUBLISHED 23 JUNE 2011)

• All Council run youth services suffering very significant and disproportionate cuts, ranging 

from 20% - 100%

• Government urged to announce its intention to retain the statutory duty on local authorities 

to secure access to educational/recreational leisure-time activities 

• Majority of evidence received emphasised the need to preserve open-access services

• Little doubt that good youth services can have ‘transformational effect on young people’s 

lives’

• Trend toward new business models, including significant commissioning involving larger 

bodies and smaller community based providers
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The Consultation

• Young people, local providers, localities, local Members and 

wider stakeholders

• Comments via dedicated e.mail kysconsultation@kent.gov.uk

• Kent Youth Service Staff - Formal Consultation

• Specific Focus Groups with targeted users

• On-line questionnaire

• 90 days = 1st August to 29th October 2011
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By:  Mike Hill, Cabinet Member for Community Services and Amanda 

Honey, Corporate Director – Communities Directorate 

To:   Customer and Communities Policy Overview and Scrutiny 
Committee 

Date:   15th September 2011 

Subject:  Kent YOS Improvement Plan resulting from the HMIP CCI report 

Classification: Unrestricted 

 

Summary:   This report details the nature and outcome of the recent Core Case 
Inspection of the work of the Kent Youth Offending Service and the improvements 
which are already underway and are contained within the Improvement Plan.  The 
Improvement Plan has been submitted to Her Majesty’s Inspectorate of Probation 
and the National Youth Justice Board to monitor its’ implementation. 
 
Members are asked to NOTE and COMMENT on the contents of the Improvement 
Plan. 

Introduction  

1. Kent YOS was subjected to an inspection by Her Majesty’s Inspection of 
Probation in April 2011, part of a national inspection programme for all youth 
offending teams.  This involved an inspection of 85 current and closed cases 
from across the county and interviews with the relevant caseholders.  In addition, 
information relating to the operation of YOS was submitted in advance and 
questionnaires were sought in order to capture the views of victims and young 
people. 

 
2. The report detailing the outcome of the inspection was published by HMIP on 3 

August 2011 and contained five recommendations for improvement.  The report 
stated that Kent achieved a higher than average rating around the reduction of 
the likelihood of re-offending.  When re-offending did occur, the seriousness of 
the offence was not as grave as second-time offences elsewhere in the country.  
Another positive finding was that the views of the young people contained in the 
138 questionnaires which were returned: over 98% stating that YOS workers 
were really interested in helping them while 74% stated that the work of YOS had 
made their lives better.  Kent YOS was required to submit an Improvement Plan 
covering the following five areas: 

 
i.  A timely and good quality assessment and plan, using Asset, is 

completed when the case starts; 

Agenda Item B3
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ii. A timely and good quality assessment of the individual’s vulnerability 
and Risk of Harm to others is completed at the start, as appropriate to 
the specific case; 

 
iii. The record of the intervention plan is specific about what will now be 

done in order to safeguard the child or young person from harm, to 
make them less likely to reoffend, and to minimise any identified Risk 
of Harm to others; 

 
iv. The plan of work with the case is regularly reviewed and correctly 

recorded in Asset with a frequency consistent with national standards 
for youth offending services; and 

 
v. There is a regular and effective oversight by management, especially 

of screening decisions, that is clearly recorded within the case record, 
as appropriate to the specific case.   

 
3.  The actions detailed in the Improvement Plan are all in progress and Members 

are asked to review the Plan.   
 

Conclusion 
 
4. The Improvement Plan will be monitored by the Kent County Youth Justice Board 

and any action required to deliver improvement will be reported to this 
Partnership Board. 
 

Recommendations 
 
5. Members are asked to note and comment on the contents of the Improvement 

Plan. 

 

Director: 
Name: Angela Slaven 
Job Title: Director of Service Improvement 
Telephone Number: 01622 221696 
Email: angela.slaven@kent.gov.uk 

Contact Officer: 
Name:  Andy Birkin 
Job Title: Interim Head of Youth Offending Service 
Telephone Number:01622 696370 
Email: andy.birkin@kent.gov.uk 

 

Background documents:  
YOS Improvement Plan – attached 
Kent YOS Inspection Report: www.justice.gov.uk/about/hmi-probation 
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1 

YOS Improvement Plan – Final 17.08.11 

 

Recommendation What will be done? Who will do it? 
Timetable 

for 

completion: 

Review 
date and 

progress: 

1. A timely and 

good quality 

assessment and 

plan, using Asset, 

is completed 

when the case 

starts 

(a) establish and implement a new set of agreed 

assessment procedures which focus specifically on 

Start and End ASSETs to enable: 

• consistently high quality Start ASSETs by 

ensuring case managers have more time at 

the beginning of an intervention  

• priority will be given by Teams and individual 

case managers to those children and young 

people whose assessments indicate they are a 

significant risk to others or are vulnerable or 

are both 

• alignment with the changes that have been 

introduced to the Referral Order process 

involving a reduction in the use of reviews by 

having a greater reliance on the Restorative 

Meetings at the start and end of an Order to 

provide a framework for the intervention 

(b) a training (Assessment, Planning Interventions& 

Supervision) programme to increase the 

competence and the core skills of case managers 

in working with children, young people and their 

families / carers in the identification of risk and 

need. This will include confirmation of the 

responsibilities of Team Managers and Practice 

Supervisors for quality assuring and supervising 

practice 

Effective Practice and 

Performance Manager in 

tandem with the Effective 

Practice Group (Practice 

Supervisors)  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

External Trainer, funded 

from the YOS Training 

budget, with support from 

the Effective Practice & 

Performance Manager 

(EPPM) and Workforce 

Development Co-ordinator 

(WDC) 

 

 

 

01.04.12 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

31.03.12 

 

 

 

 

 

 

 

 

 

 

02.02.12 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

31.10.11 

(NB to 

ensure 

training 

events are 

organised) 

 

 

 

 

KENT YOT IMPROVEMENT PLAN     Report Publication Date: 03/08/2011 

P
a
g
e
 2

9



2 

YOS Improvement Plan – Final 17.08.11 

Recommendation What will be done? Who will do it? 
Timetable 

for 
completion: 

Review 

date and 
progress: 

 

(c) require case managers to focus strongly on the 

protective factors in a child / young person’s 

circumstances so that the interventions seek to 

build on the strengths in their situation that are 

identified during the assessment (NB research is 

indicating the effectiveness of this approach)   

(d) Practice Supervisors are supported within the 

Service to enable them to spend a greater 

percentage of their time with case managers 

(including via supervision) on both practice 

development and on their responsibilities for 

quality assuring assessments and intervention, 

risk and vulnerability management plans 

 

 

EPPM / Effective Practice 

Group (EPG) 

 

 

 

 

Acting Head of Service and 

YOS Management Team 

(Team Managers, Practice 

Supervisors and the EPPM) 

 

 

 

31.12.11 

 

 

 

 

31.12.11 

 

 

 

13.09.11 

 

 

 

 

13.09.11 

2. A timely and 

good quality 

assessment of the 

individual’s 

vulnerability and 

Risk of Harm to 

others is 

completed at the 

start, as 

appropriate to the 

specific case 

(a) Publication of revised Risk & Vulnerability 

Management Procedures (following consultation 

with each of the Teams) 

(b) Two Risk & Vulnerability Management workshops 

– the objective being to develop approaches to 

ensure that the practice of case managers when 

assessing vulnerability and the potential for a risk 

of harm to others meet best practice standards. 

The learning will be cascaded in the Teams by 

Team Managers and Practice Supervisors 

 

(c) targeted training for case managers  

 

 

EPPM / EPG 

 

 

External Trainer – attended 

by Team Managers (TM), 

Practice Supervisors (PS), 

Workforce Development 

Co-ordinator (WDC) 

 

Team Managers and 

Practice Supervisors will 

identify the case managers 

requiring training 

External Trainer, the EP& 

31.08.11 

 

 

 

 

 

31.10.11 

 

 

 

 

 

 

03.02.12 

 

 

 

 

 

 

 

 

 

06.10.11 

(NB date for 

the first 

workshop) 
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YOS Improvement Plan – Final 17.08.11 

Recommendation What will be done? Who will do it? 
Timetable 

for 
completion: 

Review 

date and 
progress: 

 

 

(d) the programme of monthly case audits will 

monitor progress made towards the best practice 

benchmarks and National Standards – these will 

be organised thematically: 

• the quality of the Core ASSET – the addressing 

of safeguarding and public protection issues 

within the text boxes for each of the dynamic 

factors included in the assessment  

• the relationship between the information 

provided within the text boxes and the 

indicators for risk of serious harm and for 

vulnerability so that the necessity for the 

completion of a Risk of Serious Harm ASSET 

and a Vulnerability Management Plan is 

correctly recognised  

• the effectiveness of the link between the 

outcomes from individual assessments and the 

objectives set out in the combined plan 

(Intervention, Risk Management, Vulnerability 

Management) as they relate to safeguarding 

the child / young person and the need to 

manage any risk of harm they may pose 

others 

(e) report twice yearly to the County Youth Justice 

Board on the findings from the audits  

PM and the WDC will deliver 

the training (YOS training 

budget) 

 

 

EPPM will co-ordinate. Case 

Managers and specialist 

staff will participate  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Effective Practice & 

Performance Manager  

 

 

 

 

Ongoing  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Ongoing but 2 

reports during 

2012 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Post each 

CYJB 

meeting 
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YOS Improvement Plan – Final 17.08.11 

Recommendation What will be done? Who will do it? 
Timetable 

for 
completion: 

Review 

date and 
progress: 

3 the record of the 

intervention plan 

is specific about 

what will now be 

done in order to 

safeguard the 

child or young 

person from 

harm, to make 

them less likely to 

reoffend, and to 

minimise any 

identified Risk of 

Harm to others 

(a) agree a format for a combined plan so integrating 

the intervention, risk & vulnerability management  

(b) implement the new template and place on the 

case management system)  

(c) the individual plans will be informed by the 

outcomes from the use of the What Do You Think? 

ASSET and of the Learning Styles Questionnaire  

(d) fully implement the quality assurance checklists 

for those Team Managers and Practice Supervisors 

chairing planning and review meetings  

(e) gatekeeping procedures and staff supervision in 

Teams will be used to monitor that there is an 

explicit link between the assessment outcomes 

(including those of the ROSH where one is 

completed) and the objectives in the combined 

plan  

(f) the monthly county audit process will be used to 

review the effectiveness / quality of the combined 

plan format  

(g) the report to the County Youth Justice Board on 

the findings from the monthly case audits will 

include details of: 

• the impact of the change in the planning 

format 

• the assessed degree of clarity of the objectives 

included in the combined plans  

Effective Practice Group 

with EPPM 

TMs and PSs 

 

TMs and PSs 

 

 

TMs and PSs 

 

 

TMs and PSs 

 

 

 

 

 

 

EPPM  

 

 

 

 

 

EPPM 

 

31.08.11 

 

 

01.04.12 

 

 

Ongoing  

 

 

03.10.11 

 

 

 

Ongoing  

 

 

 

 

January 2012 

will focus on 

this practice 

area 

 

 

Twice yearly  

 

 

 

 

02.02.12 

 

 

 

 

 

02.02.12 

 

 

 

02.02.12 

 

 

 

 

 

 

 

 

 

Post each 

CYJB 

meeting  
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YOS Improvement Plan – Final 17.08.11 

Recommendation What will be done? Who will do it? 
Timetable 

for 
completion: 

Review 

date and 
progress: 

4 The plan of work 

with the case is 

regularly 

reviewed and 

correctly recorded 

in Asset with a 

frequency 

consistent with 

national 

standards for 

youth offending 

services  

(a) the publication of a Practice Note on revised 

assessment and planning procedures for the 

Service – with emphasis on the planning and 

review processes following the completion of the 

Start ASSET 

(b) those cases assessed as high / very high in terms 

of risk of harm to others / vulnerability to 

continue to be reviewed at the monthly risk & 

vulnerability management meetings held by the 

Teams 

(c) establish clear guidance as to the management of 

the above meetings and promote with Team 

Managers and Practice Supervisors  

(d) APIS training to use previously prepared 

exemplars for the updating of ASSET where there 

has been either a positive / negative development  

 

(e) findings from the monthly county audits are 

included in a twice yearly report for the County 

Youth Justice Board with respect to: 

• the review and planning processes 

• the processes for the management of risk and 

vulnerability  

• the outcomes being achieved  

 

 

EPG & the EPPM 

 

 

 

 

 

TMs and PSs  

 

 

 

 

EPG & the EPPM 

 

 

External trainer with 

support from the EPPM and 

the WDC (YOS training 

budget) 

 

 

 

EPPM 

Implementation 

on 03.10.11 

 

 

 

Ongoing but 

first review at 

each of the 

October 

workshops 

 

02.02.12  

 

 

 

31.12.11 

 

 

 

 

 

Ongoing  

 

02.02.12 

 

 

 

 

02.02.12 

 

 

 

 

 

 

 

 

31.10.11 

 

 

 

 

 

Post each 

CYJB 

Meeting  
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YOS Improvement Plan – Final 17.08.11 

Recommendation What will be done? Who will do it? 
Timetable 

for 
completion: 

Review 

date and 
progress: 

5 there is regular 

and effective 

oversight by 

management, 

especially of 

screening 

decisions, that is 

clearly recorded 

within the case 

record, as 

appropriate to the 

specific case 

 

 

(a) ensure the checklists designed to support the 

preparation of Chairs prior to a planning / review 

meeting are routinely used  

(b) establish the practice that Team Managers / 

Practice Supervisors chair reviews of cases being 

managed at either an Enhanced or an Intensive 

level. This will enable them to prioritise their 

involvement in cases on those children and young 

people where management oversight is most 

likely to be required  

(c) the guidance (see above) for the conduct of Risk 

& Vulnerability Management meetings is adopted 

by all Teams   

(d) Team Managers and Practice Supervisors will 

develop processes for ensuring the work they 

have requested from individual case managers is 

completed  

(e) guidance will be provided on the wording within 

individual case records to be used in recording 

management action / requests for action. This will 

be included in a Practice Note  

(f) the monthly case audits will on occasions focus 

on: 

• the management oversight provided in 

individual cases (enhanced and intensive)  

• how effectively the oversight has been 

recorded 

• the impact the more tightly controlled 

 

EPPM 

 

 

 

Team Managers  Practice 

Supervisors  

 

 

 

EPPM and EPG  

 

 

 

EPG and the YOS 

Management Group  

 

 

 

EPPM & EPG  

 

 

 

EPPM  

 

 

 

 

 

 

 

 

30.09.11 

 

 

 

 

Ongoing  

 

 

 

 

 

 

 

 

31.10.11 

 

 

 

 

31.10.11 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

02.02.12 

 

 

 

 

02.02.12 
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YOS Improvement Plan – Final 17.08.11 

Recommendation What will be done? Who will do it? 
Timetable 

for 
completion: 

Review 

date and 
progress: 

processes will have had  

(g) the findings on the effect of the changes to the 

processes for management oversight will be 

reported to the County Youth Justice Board in one 

of the two reports to be submitted in the next 

twelve months  

 

 

EPPM 

 

 

During 2010  

 

 

 

 

 

 

 

Post each 

CYJB 

meeting  

Name of person completing this plan: Andy Birkin  Designation:  

Acting Head of Service  

Date: 

17.08.11 
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By:   Mike Hill, Cabinet Member for Community Services and 
Amanda Honey, Corporate Director – Communities Directorate 

To:   Customer and Communities Policy Overview and Scrutiny 
Committee 

Date:   15th September 2011 

Subject:  Kent YOS Annual Operating Plan – 2011/12 

Classification: Unrestricted 

 

Summary:   This paper seeks approval for the Kent YOS Annual Operating Plan to 
be submitted to the National Youth Justice Board as its Youth Justice Plan for 
2011/12. 
 
For comment prior to submission for County Council approval. 

Introduction  

1. The Crime & Disorder Act 1998 established multi-agency Youth Offending Teams 
nationally and Section 40 of the Act sets out responsibilities in relation to the 
production each year of a Youth Justice Plan which following consultation with 
partner agencies sets out: 

a) how youth justice services in their areas are to be provided and funded; 
and 

b) how the Youth Offending Team is composed, how it will operate and 
what functions it will carry out.  

Structure of the Plan 

2.  The structure for the Youth Justice Plan was prescribed by the National Youth 
Justice Board (YJB) using a template which they supplied.  At the beginning of 
2010, the Youth Justice Board informed all Youth Offending Teams, in response 
to the central government initiative to reduce the burden on local services, that 
while they still needed to forward Annual Plans to the Youth Justice Board (YJB) 
they no longer needed to follow the previously prescriptive format and that Youth 
Offending Services in future could submit plans which were prepared for local 
purposes, provided they covered the information previously required.  

3. The three key elements of the YJB template included a self assessment, the plan 
in response to the findings of the self assessment and the resources that were 
being made available to the Youth Offending Service by its five statutory 
partners, Health, Education, Children’s Social Care, Probation and Police:  

Agenda Item B4
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4. The self assessment and the objectives in the Youth Justice Plan related to the 
following service areas and responsibilities: 

• Reducing first time entrants into the youth justice system and reducing any 
disproportionality with reference to issues of diversity; 

• Reducing proven re-offending by children and young people and reducing any 
disproportionality with reference to issues of diversity; 

• Reducing the use of youth custodial remands and sentences and reducing 
any disproportionality with reference to issues of diversity; 

• Addressing the risk of serious harm to the public through local application of 
YJB risk of serious harm procedures; 

• Keeping children and young people safe from harm; 

• Improving public confidence in the fairness and effectiveness of dealing with 
youth crime in the Criminal Justice System; and 

• Improving satisfaction in the Criminal Justice System for those who have been 
victims of youth crime. 

5. The areas of attention with respect to the use of resources and achieving value 
for money were: 

• the youth justice services to be delivered  

• any identifiable risk to the delivery in the future of these services  

• how the above risks would be addressed by the Youth Offending Service and 
its partners  

• the budget for the Service with the contributions from each of the partners 
clarified  

• the staffing of the Service    

The Kent Response  

6. Kent Youth Offending Service through the County Youth Justice Board and with 
advice from Legal and Democratic Services took the decision to submit the 
Annual Operating Plan as its Youth Justice Plan to the YJB, which is produced 
for KCC monitoring and scrutiny purposes.  

7. The key difference between the requirements of the two planning processes is 
that the YJB template expected commentary on the contribution of all partners 
within the Youth Offending Service whereas the Annual Operating Plan focuses 
primarily on how the Local Authority is meeting its responsibilities with respect to 
the principal aim for the youth justice system, “the prevention of offending by 
children and young people”.  

8. With the exception of this difference, the information requirements of the two 
templates are similar with the focus in the KCC template for the Annual Operating 
Plan being:  

• a risk analysis for the business  

• a performance review against national and local performance indicators  

• planned activities and new service developments  
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• the budget for the coming financial year and the KCC contribution to the 
staffing of the Service  

9. This template has been accepted by the YJB as fulfilling its’ requirements and it 
forms the basis of the work from the Kent YOS in 2011/12.  The Operating Plan is 
submitted to the Policy Overview and Scrutiny Committee as the Annual Youth 
Justice Plan for Kent for comment prior to submission to the County Council for 
approval. 

 
Recommendations 
 
10. Members are asked to comment on the sufficiency of the YOS Annual Operating 

Plan for 2011/12 and to note that it will be submitted to County Council for 
approval in October 

 

Director: 
Name: Angela Slaven 
Job Title: Director of Service Improvement 
Telephone Number: 01622 221696 
Email: angela.slaven@kent.gov.uk 

Contact Officer: 
Name:  Andy Birkin 
Job Title: Interim Head of Youth Offending Service 
Telephone Number:01622 696370 
Email: andy.birkin@kent.gov.uk 
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Communities Directorate 
(Customer & Communities Directorate from 

April) 
 

Youth Offending Service (YOS) 
 

Annual Operating Plan 
2011/12 

 
 

 

EXECUTIVE SUMMARY 
 

The gross controllable expenditure for the services included in this business plan is: 

£6.604m (£3.592m net) 

And will deliver: 

• Multi-agency initiatives including Youth Inclusion Support Panels, responsible for 
preventing young people entering the youth justice system in the county. This 
includes joint working with partners such as Children’s Services, the Youth Service, 
Community Safety and the Anti Social Behaviour Teams based in the Districts.   

• Work to prevent young people already in the youth justice system from re-offending 
by addressing key risk factors such as interventions to ensure they are in full-time 
education, training & employment and live in suitable accommodation.   

• Provision, with partners, of effective community supervision to minimise use of the 
Secure Estate for remand and sentencing purposes, involving prioritising of intensive 
interventions for those most likely to re-offend or be a risk to themselves or others.    

• Parenting Services that engage parents and carers to assist their development of the 
necessary skills to provide safe supervision of the children and young people for 
whom they have responsibility.  

• Support for the victims of youth crime via opportunities available for them to 
participate in restorative processes designed to resolve any conflict between them 
and those who have offended against them  

And will be staffed by 

123.15 FTE 

Head of Service – Andy Birkin (Interim) 
Portfolio Holder – Mike Hill 
Director – Angela Slaven  
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1. INTRODUCTION:  RESPONSIBILITIES AND OUTLOOK 
 

The Youth Offending Service (YOS) is a statutory multi agency partnership with representation 
provided by Specialist Children’s Services, Health & Education from Children’s Services and the 
Police and the Probation Service from Criminal Justice. The primary responsibility of the Service is 
to meet the principal aim for the youth justice system (Section 37, Crime & Disorder Act 1998) which 
is to prevent offending by children and young people.  The Act places a duty on the Chief Executive 
to ensure, firstly, that the five statutory partners contribute to its costs and staffing and, secondly, 
that it is adequately resourced. The responsibilities of the Service are framed by legislation 
concerned with promoting the welfare of children and with reducing the level of crime and its adverse 
consequences in local communities.  

With respect to the welfare of children the key legislation is: 

•••• the Children Acts of 1989 & 2004  

•••• the Homelessness Act 2002  

•••• the Children (Leaving Care) Act 2000 

The most relevant criminal justice legislation is: 

•••• the Criminal Justice Act 1991 which established the Youth Court for 10 – 17 year olds  

•••• the Crime and Disorder Act which sets out the structure for Youth Offending Teams and the 
range of youth justice services which must be provided  

•••• the Youth Justice & Criminal Evidence Act 1999 which introduced the Referral Order, the most 
frequently used disposal in the Youth Court  

•••• the Criminal Justice Act 2003 (plus subsequent amendments) which provides a sentencing 
framework for the more and most serious offenders (adult and youth) 

•••• the Criminal Justice and Immigration Act 2009 which introduced a new set of arrangements 
(the Youth Rehabilitation Order) for community penalties  

•••• the Code of Practice for Victims of Crime which is based in statute and requires the Police to 
share victim data with Youth Offending Teams to facilitate restorative justice approaches.     

 

This Plan will support progress towards the three ambitions set out in Bold Steps for Kent, 
particularly those under the ambition of “Tackling Disadvantage”. These include:  

• the anticipated integration of YOS with the Youth Service “to better target Youth Service 
provision at those young people at risk of falling into offending behaviour”   

• preventing disengagement from education and learning, including the take up of 
opportunities created by apprenticeships (YOS has 20 places), to enable children and 
young people known to the Service to fulfil their potential 

• achieve greater integration of services with partners to improve outcomes and better 
value for money by contributing to targeted interventions with vulnerable families via: 

• the Youth Inclusion Support Panels, the preventative arm of the Service  

• supporting public protection arrangements as one of the Services with “a duty to co-
operate” with MAPPA 

• promote the welfare of children and young people by having effective safeguarding 
arrangements that include joint working with Specialist Children’s Services and with 
Housing Authorities – an important target population will be Looked After Children who 
are disproportionately represented within the youth justice system in the county    

• complementary to the work of the YISPs will be initiatives such as ‘Triage’ and 
‘Restorative Resolutions’, undertaken in partnership with Kent Police. These will enable 
both the diversion of children and young people from the YJS and their signposting to 
services addressing the risks and needs associated with their offending behaviour  
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• specialist interventions that specifically target the higher risk (of re-offending / serious harm to 
others / both) will continue to be available. These will include:  

• the Intensive Supervision and Surveillance programme which offers Courts an 
alternative to a custodial sentence for those amongst the youth offending 
population whose offending is either more persistent or more serious or both – this 
is provided in partnership with the Medway Youth Offending Team 

• the Integrated Resettlement Service which works alongside case managers in the 
operational teams to assist young people leaving custody to develop a stake in 
their local communities and so reduce the risk of them re-offending  

• joint working with the Police led Integrated Offender Management Units to target 
the Deter Young Offender population, those young people who have established 
offending histories and who have been assessed as very likely to re-offend  

• support, provided by seconded Education staff, for those of statutory school age 
known to the Service with a view to maintaining them in full time education 

• a range of initiatives (e.g. New Skills, New Lives and apprenticeships) provided in 
partnership with the Connexions Service to engage 16 & 17 year olds in education, 
training and employment to ensure the numbers who are NEET is kept to a 
minimum   

Continued focus will be on:  

• the accommodation of 16 / 17 year olds in partnership with Specialist Children’s 
Services, Local Housing Authorities and Supporting People to ensure their needs 
and welfare are effectively safeguarded  

• the provision of community based remand services with the objective to reduce the 
number entering the Secure Estate. 

 
When compared to current provision the changes to youth justice services planned during 2011/12 
will result from either opportunities provided by partners or from decisions to alter the means of 
service delivery. These will include joint work with Kent Police to expand:  

•••• “Triage” – closer involvement by YOS staff in Police decision making to enable diversion from 
the youth justice system of children and young people coming to their attention 

•••• The use of restorative processes as a means of responding to children and young people 
receiving Police determined pre Court decisions (e.g. Reprimands and Final Warnings)   

It will also include: 

•••• Engaging youth workers in the delivery of youth justice interventions – this will include the 
involvement of the youth worker based at Cookham Wood YOI in planning by case managers 
and the Integrated Resettlement Co-ordinators for young people leaving custody to facilitate 
access to youth service provision where relevant.  

•••• The operational Teams within YOS having a greater responsibility for the delivery of parenting 
interventions. Access to District based parenting services will be central to this change in 
strategy  

•••• Maintaining commitment to the use and development of volunteers and the diversification of their 
role into areas such as mentoring. 

 

In addition, the Service will also undergo an inspection led by HM inspectorate of Probation from 
11th-15th April 2011, as part of a rolling three year programme for all YOTs nationally. 
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2. RISK ANALYSIS AND BUSINESS CONTINUITY 

The business objectives set out in this plan are monitored to ensure they will be delivered. Risks 
associated with potential non-delivery and the controls in place to mitigate those risks, have been 
assessed and documented as part of the Annual Operating Plan process. A risk plan has been 
developed as necessary.   

It is anticipated that during 2011/12 there will be a reduction in the resource base of both the Service 
and that of key partners which may impact on the capacity of the Youth Offending Service to meet 
the demands for youth justice provision made by both the Police and the Courts.  National Youth 
Justice Board grant funding for 2011/12 is likely to reduce by between 10% and 12.5%. This is 
significant given that the grants from the Board represent about a 30% share of the overall income 
received by the Service.  

National research indicates a correlation between a downturn in the economy and an increase in the 
level of crime and of the numbers of those who become at risk of offending. The number of young 
people entering the youth justice system in Kent has reduced in recent years.  To mitigate the risk of 
referrals rising in 2011/12 the following actions are designed to complement YOS resources and so 
increase the reach of the Service:  

• the expansion of the ‘Triage’ arrangements with Kent Police which will assist the diversion of 
children and young people from the youth justice system so reducing demand for 
assessments and interventions from YOS  

• joint work with the Police led Integrated Offender Management Units in targeting those young 
offenders assessed as presenting a higher risk of re-offending / serious harm to others / both  

• the maintaining of YISPs – particularly in those Districts where the demand is high. The 
Prevention Grant from the Youth Justice Board will be supplemented by funding for Positive 
Activities for Young People (PAYP) and this may enable the staff retained to support the 
delivery of interventions to those children & young people in the early stages of the youth 
justice system    

• maintenance of frontline posts (i.e. those responsible for case managing children and young 
people) in each of the operational Teams  

• the proposed collaboration with the Youth Service in the delivery of interventions at the pre 
Court and First Tier stages of the youth justice system and in enabling YOS case managers 
to base themselves for part of the week in Youth Centres so making them more accessible 
for their caseload   

• diversifying the role of the volunteer within the Youth Offending Service to enable them to 
support, via for example acting as Mentors, the delivery of statutory interventions  

• maximising where appropriate to individual cases the use of Attendance Centres where 
programmes are provided at no cost to YOS  

• improving access to parenting programmes provided in each of the Districts to support both 
Court ordered and voluntary interventions with parents of children & young people both at 
risk of offending and already offending  

• develop a group work programme which should assist case managers in meeting the 
required levels of contact with individual children and young people as per national 
Standards 2009  

• seeking external funding through the Youth In Focus stream of the Big Lottery fund which is 
designed to enhance the capacity to support young people returning from custody to the 
community – the result of the bid will be known in May 2011  

• the introduction of an automated process for uploading Police data into the YOS case 
management system so providing once fully established a significant saving in administrative 
staff time  
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The business objectives set out in this plan will continue to be monitored quarterly to ensure they are 
being delivered.   

Business Continuity - YOS has reviewed its activities for the development of a Business Continuity 
plan for the Service and has determined that the high priority areas with “no tolerable period of 
disruption” for the following critical functions: 

• Share information with partner agencies in regards to service or person specific information 

• Support CareWorks, the YOS electronic case management system to enable records to be 
maintained so supporting effective information sharing 

• Provide administrative support to critical functions 

• Support the Referral Order process 

• Support Court hearings 

• Court Duty cover for both Kent and Medway at Occasional Courts on Saturdays and public 
holidays 

• provide Court reports in advance of a hearing 

• prepare Court reports on the day of the hearing 

• provide Remand Management Service 

• Manage high risk children: 

o engaging with partners in the scheme for Deter Young Offenders (DYO) 

o deliver  interventions assessed as high risk including Intensive Supervision 
Surveillance 

o provide support for young people coming out of custody 

• Support access to suitable emergency accommodation for young people 

• Identify the health needs of young people and to refer them to appropriate services   

YOS is finalising a Business Continuity Plan which is to be tested and signed off by 31/03/10. 

 

3. BUDGET PROFILE SUMMARY 

 

 

 

Portfolio Revenue Budget 

2010/11 
Approved 

      2011/12  

Net 
Cost 
£000s 

Portfolio Service 
Gross 
Exp. 
£000s 

Service 
Income 
£000s 

Net 
Expen
diture 
£000s 

Govt. 
Grants 
£000s 

Net 
Cost 
£000s 

3,745 CMY 
Youth Offending 

Service 
6,604 -3,012 3,592 0 3,592 
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4. PLANNED ACTIVITY (BOTH CORE BUSINESS AND NEW PROJECTS) 

The targets, activity and projects set out in the tables below will be used formally to track the business plan at mid-term and end of year 
monitoring as part of the KCC ‘Core Monitoring’ process.   

Core Services and Forecast Activity Levels 

Service Area  Forecast Activity Level 

Prevention 

Working with the Youth Inclusion Support Panels to assist the prevention of offending by children and young 
people referred by either Children’s Services, schools or the District based Anti Social Behaviour Teams. Staff will 
work either independently or as part of a Team Around the Child   

children & young people – based 
on 30 per YISP per year  

The assessment of children and young people notified to the Service by both the Police and the Courts 

National Standards for Youth Justice (2009) require case managers to complete the Core Profile ASSET and 
where risk is indicated a Risk of Serious Harm ASSET – the assessment outcomes then inform the intervention 
planning process – including Risk & Vulnerability Management Plans  

An average of 3 assessments and planning processes are undertaken pre and post a statutory disposal being 
imposed and one per Final Warning (NB in many Final Warning cases YOS activity is restricted to screening) 

Between October 2009 and September 2010 1488 Court disposals were imposed requiring a YOS intervention and 
the Police imposed 659 Final Warnings 

Total number of assessments  

 

 

 

 

1416 x 3 = 4248 

659 Final Warnings 

 

4907 

Court Services  

Providing staff for duty at scheduled Youth Courts (will involve between 2 & 4 staff for any Court)   

Providing a member of staff when a young person is appearing before an Adult Court – each Team can expect to 
provide such cover on average once per week at each of the 7 Courts  

 

Total Court sessions to be attended  

364 scheduled Youth Courts 

7 x 52 = 364 unscheduled Court 
Duties  

+ 58 Occasional Courts 
(Saturdays and Public Holidays) 

786 

Report Preparation  

Preparing reports based on those assessments for the Police, Youth Panels (Referral Orders) and the Courts to 
advise on the most appropriate response to the offending behaviour: 

Police for Final Warning purposes (estimate 120 reports prepared for Kent Police) 

 
 
 
 

120 
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Service Area  Forecast Activity Level 

Youth Offender Panels / Referral Orders (average of 3 per Order, initial / review / end) – 632 Referral Orders were 
made between October 2009 and September 2010 

Pre Sentence Reports (2009.10)  

Total number of reports per year   

1896 

 

686 

2702 

Remand management services (remand is the period between the first hearing at Court and sentence) 

These include (data used is for the period October 2009 – September 2010):  

• Bail Support & Supervision (National Standards require a minimum of 3 contacts per week) – average 
length = 4 weeks  

• Remand to Local Authority Accommodation – placements in the community (foster / residential, with 1 
contact per week) – average length = 3 weeks  

• Court Ordered Secure Orders (a third of the costs of the placement within a Secure Establishment and 
100% of the costs of the required escorts, contacts 2 per 4 weeks) – average length = 4 weeks   

• Remands in Custody (contact 2 per 4 weeks) – average length = 4 weeks   

Each of the above remand decisions requires contact between either a YOS case manager or a Catch 22 Bail 
Support Co-ordinator / Worker – the frequency varies between the different types of remand decision.   

Total remand activity / number of contacts    

 

 

12 contacts x 133 BSS = 1596 

 

9 x 16 = 144 

 

2 x 41 = 82 

2 x 150 = 300  

 

 

2122 contacts  

Community based penalties – statutory supervision (NB levels of contact determined by assessment outcome, 
the Scaled Approach and National Standards for Youth Justice 2009)  

 

Referral Orders & Reparation Orders (First Tier)  

Community Penalties / Youth Rehabilitation Orders (NB includes approximately 90 young people subject to 
Intensive Supervision & Surveillance but not those undertaking only Unpaid Work as supervised by Kent Probation)  

Total community based supervision requirement  

Number of Orders imposed 
between October 2009 & 

September 2010  

 

632 & 54 = 686 

536 

1222 

Custody – through care and resettlement -  

 

116 custodial sentences (approx 
80 young people) 

Parenting Interventions – these are to be provided by YOS on both a statutory and voluntary basis with the 
intention being to access in each of the Districts the parenting programmes being provided by Children’s Services   

Approx 50 Parenting Orders p.a. 
150 progs on a voluntary basis  
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Commissioned Services (NB Remand Management include above) 

Appropriate Adult Service – provided by the Young Lives Foundation. The Police & Criminal Evidence Act 1984 
requires an Appropriate Adult to be present when a young person between 10 – 16 years inclusive is interviewed 
by the Police. Their role is to act an impartial guardian of the procedure to ensure fairness. In most instances this 
role is undertaken by a parent / carer but when neither is available to attend the Young Lives Foundation provide a 
volunteer.   

1,500 (estimate) 

Mediation Services x 3 (NB the current agreements with the three Mediation Services are subject to review and 
possibly amendment) 

 

Victim Liaison Officers x 6 – contact with victims of youth crime. Each Mediation Service is contracted to employ 
two VLOs. Contact is established with victims to obtain information from them about the impact of the offending 
behaviour on them (for Panel and Court Reports) and to offer the opportunity for their participation in restorative 
processes such as Youth Offender Panels and mediation.     

150 mediation cases as per the 
Service Level Agreement            

(NB only a minority will reach 
face to face mediation)  

 

The frequency of contacts with 
both victims and children / young 
people is increasing as the focus 

of the role changes.  

Young People’s Substance Misuse Service – YOS, via KDAAT, commissions KCA to provide 4 Named Drugs 
Workers to whom YOS practitioners refer in line with assessment outcomes for further assessment and possible 
treatment   

Responsive to identified need 
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New Projects, Developments and Key Actions 

The Corporate Director is authorised to negotiate, settle the terms of, and enter the following agreements/projects: 

Project/ 
development/key action  a/c manager 

Link to 
Corporate/Directo

rate Target 
Deliverables or outcomes planned for 2011/12 Target dates 

HMiP Inspection Andy Birkin  -Inspection complete and improvement plan developed Inspection 11-
15 April 
Improvement 
Plan July 11 

Speech and Language – the 
introduction of a screening 
process which informs case 
managers how best to 
communicate with individual 
children  

James Barber 
& Charlie 
Beaumont  

Bold Steps for 
Kent – Tackling 
Disadvantage  

-a revised pilot with a second Team in YOS 

-the outcomes from the screening is helping to inform the 
approach to be adopted for the style of intervention.  

-the screening is embedded as routine within the overall 
assessment process.  

December 
2011 – ability 
to evaluate the 
impact of the 
change in 
practice  

Learning Styles Questionnaire 
(LSQ) – this capacity is an 
expectation of YOTs so that 
case managers understand 
how individual children and 
young people learn – this is 
intended to ensure that children 
and young people learn from 
an intervention  

Jane Barber & 
Charlie 
Beaumont  

Bold Steps for 
Kent – Tackling 
Disadvantage – 
improving 
engagement in 
education  

-all case managers in the Service are using the Questionnaire 
recently launched 

-there is an awareness of the learning styles of young people 
on the YOS caseload 

-there is evidence that this awareness has informed the 
approach to the delivery of interventions alongside that of the 
knowledge of any speech, language and communication 
needs the child / young person has     

December 
2011 – able to 
identify routine 
usage and 
recording of the 
LSQ  

New Skills, New Lives – 
creating opportunities for young 
people   

Catherine 
Reilly  

Bold Steps for 
Kent – Tackling 
Disadvantage  
- Growing the Kent 
Economy 

-young people on Intensive Supervision & Surveillance / post 
custody interventions have access to apprenticeships   

-young people settle into their apprenticeships and do not re-
offend 

March 2012 

Deter Young Offender Cohort – 
more effective joint working 
between YOS and Kent Police 
with the more prolific young 
offender  

Catherine 
Reilly 

Bold Steps for 
Kent – Tackling 
Disadvantage  

-evidence of effective targeting by YOS and the Offender 
Management Unit in each Police Area (BCU) of young people 
assessed as presenting a high risk of re-offending 

-reduced incidence of the breach of Statutory interventions by 
the DYO population  and to promoting service opportunities 
which match their needs 

-re-offending rate for the 2010 cohort of DYOs is lower than 

March 2012  
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Project/ 
development/key action  a/c manager 

Link to 
Corporate/Directo

rate Target 
Deliverables or outcomes planned for 2011/12 Target dates 

that recorded for the 2009 cohort  

The Triage methodology – joint 
development with Kent Police 
to support diversion of children 
and young people from the YJS 

Andy Birkin,  Bold Steps for 
Kent – Tackling 
Disadvantage 

-there will be an increase in YOS staff dedicated to working 
within the Triage approach  

-evidence that Police decision making is utilising the Triage 
process  

-numbers of children and young people diverted from the YJS 
continues to increase  

March 2012 

Automatic uploading of Police 
data on to the YOS case 
management system  

Charlie 
Beaumont & 
Rob 
Underwood  

 -process is implemented  

-data quality reaches the required level of accuracy 

-administrative staff time is saved  

July 2011  

Restructuring of the Service  Andy Birkin  Bold Steps for 
Kent – Tackling 
Disadvantage 

-the three new operational Teams will are establish to replace 
the existing five  

-the new management arrangements at Service Manager and 
Team Manager levels are complete  

-the merger with the Youth Service has been initiated and 
YOS have improved access to Youth Service resources to 
support interventions with children and young people  

March 2012 

Support delivery of KCC 
Equality & Diversity Strategy 

Head of 
Service 

KCC Equality 
Strategy 

-implement service-specific actions 
 
-progress monitored 

March 2012 
 
Oct 2011 

Environmental Performance & 
Climate Change adaptation: 
Support delivery of Kent 
Environment Strategy 

Head of 
Service 

Kent Environment 
Strategy 

-implement service specific actions to support delivery of the 
Kent Environment Strategy 
 
-progress monitored 

March 2012 
 
 
Oct 2011 

 
In line with financial regulations, any capital projects on this list will be subject to a prior "gateway review" by the Project Advisory Group and in 
consultation with the Leader 

Risk Registers for major projects are maintained. These are available on request. 
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5. STAFFING PROFILE (as at Feb 2011) 
 

 

 
 

Interim Head of Service 
Andy Birkin 

PA to Head of Service 
Sandee Campbell-Scheidegger 

 

Service Manager 
West Kent  

Vacant 

Service Manager 
East Kent 

Theresa Atkin 
 

Service Manager 
County Services 

Catherine Reilly 

 

Service Manager 
Effective Practice & 

Performance 

Charlie Beaumont 

Senior Education 
Liaison Officer 

(managed within CFE) 

James Barber 
 

Dartford & 
Gravesham 

Maidstone 
& 

Swale 

Sevenoaks 
Tonbridge & 
Tunbridge 
Wells 

Canterbury & 
Thanet 

Ashford, 
Shepway & 
Dover 

Youth 
Inclusion 
Support 
Panels 
(YISP) 

Intensive 
Supervision 

And 
Surveillance 
Programme 
(ISSP) 

Team Manager 
Sue Goodrum 

Team Manager 
Dave Coupland 

Team 
Manager 

Barry Weeks 

 

Team Manager 
Sandra Van 
Empel 

Team Manager 
Claire Pascoe 

County Prevention 
Manager 
Dan Bride 

ISS Manager 
Mark Powell 

Team 
Manager 

Louise Fisher 

Workforce Development 
Co-Ordinator 
Simon Bounds 

Business Unit 

Mediation Service 

Occasional Courts 

 

Remand Management Service 

Appropriate Adult Service 

Administration Support Administration Support Administration Support 

COMMISSIONED SERVICES 

County 
Services Team 

 
-Referral Order 

Team 
 

-Integrated 
Resettlement 

Service 
 
-

Accommodatio
n 
 

-Training, 
Education & 
Employment 

Liaison 
 

Kent Youth Offending Service 

Organisation Structure 
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Staffing 

 2010/11 

2011/12  
(as at 1st April 

2011) 

Grade KR 13 (or equivalent) and above  5.0 5.0 

Grade KR 12 (or equivalent) and below 119.5 118.15 

TOTAL 124.5 123.15 
Of the above total, the estimated FTE which are externally 
funded 18.0 21.6 

6. KEY PERFORMANCE AND/OR ACTIVITY INFORMATION 

The data included in this table is based on the financial year. 

Performance or Activity 
Indicator 

Links to 
strategic 
priorities 

Actual 
2009/10 

Benchmark 
Data  
(where 

available) 

Estimate 
Fin Yr 
2010/11 

Target or 
Forecast  
Fin Yr 
2011/12 

Number of first time entrants 
to the youth justice system.  
(Total no. & number per 
100,000 10-17 year olds) 

Bold Steps 
for Kent 

2,075  
 

(1420 per 
100,000) 

National 
1,170 per 
100,000 

1,600* 
 

(1,092 per 
100,000) 

1,500* 
 

(1,024 per 
100,000) 

Re-offending rate (%) 
Bold Steps 
for Kent 

27.7% 
(2009 cohort) 

N/A – local 
target 

28.0% 27.0% 

Custodial sentences as a 
proportion of all convictions 
(lower is better) 

Bold Steps 
for Kent 

3.6% 
National – 
5.5% 

 
5.0% 
 

3.5% 

Engaging children & young 
people known to YOS in 
education, training & 
employment. 

Bold Steps 
for Kent 

73.0% 
National – 
73.3% 

75.0% 80.0% 

Engaging young people of 
statutory school age known 
to YOS in education, training 
and employment 

Bold Steps 
for Kent 

75.0% 
N/A – local 
target 

67.0% 75.0% 

Engaging young people post 
statutory school age known 
to YOS in education, training 
& employment 

Bold Steps 
for Kent 

71.3% 
N/A – local 
target 

75.0% 75.0% 

Ensuring young people are in 
suitable accommodation. 

Bold Steps 
for Kent 

89.8% 
National – 
96.4% 

85.0% 90.0% 

Ensuring young people 
returning to the community 
from custody are in suitable 
accommodation 

Bold Steps 
for Kent 

80.6% 
N/A – local 
target 

 
80.0% 

 
 

90.0% 

% Remand episode decisions 
recorded as court-ordered 
secure remand or remand in 
custody 

Bold Steps 
for Kent 

12.6% 
N/A – local 
target 

 
 

10.0%  
 

9.0% 

* based on mid-year 2009 population estimates from Ministry of Justice 
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To:   Customer and Communities POSC 
 
By:   Mike Hill, Cabinet Member and Amanda Honey,  
   Corporate Director, Customer and Communities 
 
Date:   15th September 2011 
 
Subject:          Update on the New Structure for Engagement Managers  
 
Classification: Unrestricted 

 
Summary: 
There will be a verbal update provided on the new structure for Engagement 
Managers within the Communication, Consultation and Community 
Engagement division. 
 
Members are asked to COMMENT on and to NOTE this information. 
______________________________________________________________ 
 
1.0 Introduction 
The Communication, Consultation and Engagement division is in the process 
of restructuring. 
 
There will be a short verbal update from the Interim Director of 
Communication, Consultation and Community Engagement on the new 
structure and to seek the views of members on the deployment of 
Engagement Managers in support of the new locality arrangements. 
 
2.0 Recommendations 
Members are asked to COMMENT on and to NOTE this information 
 
 
Director 
 Name: Jill Rawlins 
Job Title: Interim Director of Communication, Consultation and Community 
Engagement 
Telephone Number: 01622 694105 
Email: jill.rawlins@kent.gov.uk 
 
Background Documents: nil 

 

Agenda Item B5
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To:   Customer and Communities POSC 
 
By:   Alex King, Deputy Leader 
    
Date:   15th September 2011 
 
Subject:          Vision for Kent 2011-2021 consultation draft  
 
Classification: Unrestricted 
  
 

 
Summary: Vision for Kent is Kent Forum’s partnership strategy, developed 

between the public, private and voluntary sectors in Kent. A 
draft version of the refreshed strategy, Vision for Kent 2011-
2021, was out for consultation between June and August 2011.  
Customer and Communities POSC is asked to consider the 
draft, the summary of responses received during the 
consultation and to note the next steps in getting the Vision for 
Kent 2011-2021 finalised. 

 

 
1. What is Vision for Kent 2011-2021? 
 
1.1  The consultation draft of Vision for Kent 2011-2021 is attached as 
Appendix 1. 
 
1.2 Vision for Kent is the Kent Forum’s partnership strategy for the Kent 
community. It is developed in partnership between the public, private and 
voluntary sectors in Kent and sets out the shared priorities of partners to make 
Kent a better place to live and work. The first version of Vision for Kent was 
published in 2002 and refreshed in 2006.  
 
1.3 Partners have been working on a new draft Vision for Kent since the end 
of 2010. This refresh has resulted in a very different document from previous 
versions. Instead of being focused around service-specific themes, the Vision 
for Kent 2011-2021 is written around the three countywide ambitions identified 
by partners, which are: 
 

1. To grow the economy - For Kent to be ‘open for business’ with a 
growing, successful economy and jobs for all. 

2. To tackle disadvantage - For Kent to be a county of opportunity, where 
aspiration rather than dependency is supported and quality of life is high 
for everyone. 

3. To put citizens in control - For power and influence to be in the hands 
of local people so they are able to take responsibility for themselves, 
their families and their communities. 

 
The three countywide ambitions are also used in KCC’s Bold Steps for Kent. 
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1.4 The three countywide ambitions focus partners on a smaller number of 
strategic, long-term goals for improving the county, based on where we know 
that improvement is needed most. This approach also aims to encourage 
partnership working focused around the big priorities rather than around 
services. This should lead to more holistic working and more innovative 
approaches. 
 
1.5 Previous versions of Vision for Kent have been owned by Kent 
Partnership, Kent’s Local Strategic Partnership. Kent Forum has now replaced 
Kent Partnership, and is the owner of Vision for Kent 2011-2021. Although 
Government is consulting on whether local areas should remain under a duty to 
prepare a community strategy, Kent Forum remains committed to the Vision for 
Kent as a way to draw partners together and focus on the areas where no one 
partner can make an impact alone. 
 
1.6 As we move into our new partnership arrangements under the Kent 
Forum, the Vision for Kent 2011-2021 is supporting partnership working by 
providing a shared starting point for partners. It is also acting as the ‘glue’ and 
setting the context for county-wide strategies and delivery plans on specific 
issues, such as the suite under 21st Century Kent - Unlocking Kent’s Potential. 
 
1.7 The current draft is the product of extensive informal consultation with a 
wide range of partners from the public, private and voluntary sectors in Kent. 
Officers from the Customer and Communities Directorate have had a significant 
input into the draft, on topics including lifelong community learning, literacy, 
community safety and sports and leisure.  
 
1.8  There is widespread support for the three countywide ambitions, as can 
be seen in the endorsements from partners in Annex 2 of the draft document. 
 
1.9 It is important that Vision for Kent meets local needs. Therefore each 
Locality will set out their specific local priorities that will contribute to the three 
countywide ambitions, and how these will be achieved. It is expected that 
Locality Boards and/or District-level LSPs will lead on this. 
 
 
2. Consultation on the draft Vision for Kent 2011-2021 
 
2.1 The consultation draft of Vision for Kent 2011-2021 was out for formal 
consultation between 20 June and 22 August 2011. The consultation plan is 
attached as Appendix 2 and explains how various stakeholder groups were 
contacted and asked to take part in the consultation.  
 
2.2 The consultation focused on what needs to happen to achieve the 
countywide ambitions. It asked people to rate the importance of some 
suggested actions to achieve each of the ambitions, and tell Kent Forum if any 
vital actions are missing.  
 
2.3 An initial Equality Impact Assessment has been completed for the Vision 
for Kent 2011-2021 and a full assessment is underway. 
 
2.4 At the close of consultation on 22nd August, 793 responses had been 
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received. Of these, approximately 100 were received through the post and the 
rest were submitted via the online survey or emailed.  

2.5     Appendix 4 shows a top-level analysis of the consultation responses 
received1. More detailed analysis will be done over the next few weeks to inform 
the development of the final version of Vision for Kent.  

2.6. Some of the most significant points to note are:  

- The Vision for Kent consultation has received a high number of 
responses compared to similar consultation exercises; 

- 75% of respondents were members of the public; 
- There were a good number of responses from the other target 

groups, with 56 responses from Parish Councils, 64 from public 
sector organisations, 46 from VCS organisations and 13 from 
businesses; 

- 46.5% of respondents were female, 33% male and 13% did not wish 
to say with 7% not replying; 

- The majority of respondents were aged 56-65 (23%) and 46-55 
(20%); 

- 81% of respondents felt that the ambitions strike the right balance 
between being realistic and ambitious; 

- 59% of Voluntary and Community Sector respondents felt that the 
priorities of the VCS in Kent were well represented in Vision for Kent; 

- 69% of business sector respondents felt that the actions identified in 
Vision for Kent would make Kent a better place to do business; 

- 73% of Parish Council respondents felt that the draft responds to the 
balance of need between the rural and urban communities in Kent; 

- 54.5% of respondents wish to receive feedback at the end of the 
consultation. 

2.7 Regarding the three countywide ambitions, the table below shows the 
favoured actions that people felt were most important to deliver each ambition.  

Ambition Action rated most important 
(all respondents) 

Action rated second most 
important (all 
respondents) 

1. To grow the 
economy 

Encourage companies to take 
on more apprentices and 
trainees - 56% 

Improve Kent’s 
infrastructure (roads, rail, 
broadband connection) – 
48.5% 

2. To tackle 
disadvantage 

Encourage young people to be 
in education, training or work – 
56% 

Support unemployed people 
to get back into work – 48% 

3. To put citizens in 
control 

Tackle crime and anti-social 
behaviour – 41% 

Support people in taking 
more control over what 
happens in their 
neighbourhood – 41% 

                                                      
1
 The initial analysis is based on Snap Survey and Paper Questionnaire responses. We have also received 

20 written responses which we will take into consideration.  
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2.8 As well as selecting the two most important actions to deliver each ambition 
from a list, around 30% of all respondents suggested other actions that they felt 
needed to happen to achieve the ambitions. In total, there are over 900 
suggestions of other things that partners could focus on to help achieve the 
ambitions. The main themes will be available in a further update to be tabled at 
the meeting.  

 

3. Next steps 
 
3.1  Paul Carter is Chairing a Leaders Task and Finish group made up of a 
small number of District Leaders, to oversee some focused work on using the 
feedback to revise the draft and produce a final version of Vision for Kent for 
approval. This work will take place between the end of September and the start 
of November. 
 
3.2  The proposed final version of Vision for Kent overseen by the Leaders 
Task and Finish group will be presented to the following Committees for 
approval: 
 

Committee Date Purpose 

Cabinet 5 December To recommend the proposed final version 
to County Council 

County Council 15 December To agree the final version, as required in 
KCC’s Policy Framework 

Kent Forum 27 January To agree and adopt the final version of 
Vision for Kent 

 
 
3.3  Respondents to the consultation who asked to be informed will receive 
an email or letter summarising the responses received and what has been 
changed as a result, and directing them to the final version of the document. 
 
3.4  Postcodes have been requested from all respondents, so feedback will 
be available for each District area (on average about 70 per District). Feedback 
will be presented to localities via Locality Boards and/or LSPs, allowing them to 
use the feedback to shape their actions to achieve the ambitions. The Ambition 
Boards for Tackling Disadvantage and Putting Citizens in Control have 
requested feedback from the Vision for Kent consultation to help shape their 
work programmes.  
 
3.5 Working with Ambition Boards and Locality Boards, Kent Forum will put 
in place a light-touch delivery and performance management plan to monitor 
and manage progress towards the three countywide ambitions. 
 
 
4. Recommendations 
 
4.1 Although the wider formal consultation has ended, comments from C&C 
POSC can still be fed into the development of the final version of Vision for 
Kent, before endorsement by County Council and adoption by Kent Forum. To 
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comment on the draft, C&C POSC may wish to consider the following questions 
which are based on those developed for public sector representatives: 
 

i. Do you think the three countywide ambitions strike the right balance 
between being ambitious and realistic? 

ii. Do you think the priorities of Kent’s people and communities are well 
reflected in the Vision for Kent? If not, what is missing? 

iii. Vision for Kent identifies some key actions to help achieve the three 
countywide ambitions. Is there anything else partners must work on 
together in order to achieve the countywide ambitions?  

 
4.2 C&C POSC may also wish to comment on the high level summary of 
responses to the consultation (Section 2 above and Appendix 4).   Further 
information will be available at the meeting.  C&C POSC may wish to comment 
on any themes or issues arising which they feel should be taken into account in 
the development of the final version of the Vision for Kent. 
 
 

Recommendations  
Customer and Communities POSC is asked to: 
 
(a) Comment on the draft Vision for Kent 2011-2021 in order to feed into the 

formal consultation (referring to the consultation questions 4.1 i, ii and iii if the 
Board wishes) 

(b)      Comment on the summary of consultation responses (Section 2 and Appendix 
4) 

(c) Note the next steps in getting the Vision for Kent 2011-2021 finalised. 
 

 
 
Contact Officers: 
Name: Jenny Dixon         Name: Graeme Brown 
Job Title: Senior Partnership Officer      Job Title: Partnership Manager 
Tel No: 01622 694122        Tel No: 01622 696070 
e-mail: jenny.dixon@kent.gov.uk       e-mail: graeme.brown@kent.gov.uk 
 
Background Papers –  
Appendix 1: Consultation draft of Vision for Kent 2011-2021 
Appendix 2: Vision for Kent consultation plan 
Appendix 3: Vision for Kent consultation leaflet aimed at members of the public 
Appendix 4: Summary of responses to the Vision for Kent consultation  
 
Also visit www.kentforum.org.uk for more information. 
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 1 

 
 
 
1. Objectives of the consultation 
To engage people in the consultation and get as much useful feedback as 
possible, we will need to be clear about: 

- Why we need a Vision for Kent (and why this new version is needed) 
- What impact the Vision for Kent will have  
- Why people should be interested in the Vision and give their views on it 

(“what’s in it for me?”) 
- How people can give their views (call to action) 

 
2. Consultees 
In order to achieve the objectives, we will need to identify those whose views we 
are seeking, communicate with them and effectively encourage them to respond 
to the consultation with their views. The following main groups of consultees 
have been identified and will be engaged with as below: 
 
2.1 Members of the public 
A short, easy to understand leaflet has been produced for members of the public 
to tell them about Vision for Kent and the consultation and encourage them to 
respond to the consultation.  
 
The leaflet is available in hard copy and PDF. The leaflet provides a link to the 
Kent Forum website where people can find out more, read the full draft and 
complete an online consultation survey if they wish (see section 3.1 below.) 
Alternatively, the last page of the leaflet contains the consultation questions for 
members of the public. It can be torn off, completed and returned in a freepost 
envelope provided with the leaflet.  
 
The leaflets are being distributed to members of the public in the following ways: 
 

- Given out by Community Engagement Managers at local meetings such 

as Neighbourhood Forums and Local Boards. CEMs have been briefed 

and equipped with a crib sheet of the key messages that we want to 

communicate so they are able to present and explain the consultation, 

answer any questions and encourage people to respond. 

- Given out and emailed out by Youth Participation Workers to youth 

projects and centres across the county. They will also be equipped with a 

crib sheet of key messages to help explain the consultation. 

- Available at the 13 major libraries across Kent and all Gateways. Staff 

have been sent information about the consultation in order to answer 

questions that arise. 

- Available at the public Reception areas of all main Council offices in Kent 

Appendix 2 – Vision for Kent consultation plan 
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- A batch of the leaflets (and the PDF) and freepost return envelopes have 

been given to each District Council and other key partners to use as 

appropriate  

- Used to support a workshop on the Vision for Kent consultation at Kent 

Youth County Council in June 

In addition, members of the public who have expressed an interest in responding 
to consultations such as this one have been contacted directly, for example those 
registered to KCC’s consultation database, which the consultation has also been 
loaded on to.  
 
There has been internal communication about the consultation within the Kent 
Forum Authorities, for example it has featured in KCC’s staff bulletin and intranet 
home page. This is to encourage them to respond themselves, but also to 
encourage members of the public that they come into contact with to respond.  
 
2.2 Representatives of public sector organisations 
Public sector partners have been targeted specifically via email. A large 
distribution list has been compiled which identifies a contact in each of the key 
public sector organisations operating in Kent. These people have been emailed 
and also asked to forward the information on to any other colleagues they feel 
would be interested in the consultation. The email briefly explained the 
consultation and provided a link to the Kent Forum website where people can 
find out more, read the full draft and complete the online survey. Some specific 
consultation questions have been developed for public sector representatives 
and are included in the online consultation survey. A follow-up email will be sent 
towards the end of the consultation period to remind people to respond. 
 
2.3 Representatives of voluntary and community sector organisations 
Voluntary and community sector organisations have been emailed via VCS 
umbrella organisations, primarily Kent CAN and Voluntary Action Within Kent 
(VAWK,) which have a large database of members. As above, the email briefly 
explained the consultation and provided a link to the Kent Forum website to 
complete the online survey, which includes some specific consultation questions 
for voluntary and community sector representatives.  
 
The Vision for Kent consultation was also promoted at the annual VCS 
conference on 7 July 2011. 
 
A separate and important part of the VCS is the faith sector. Faith groups have 
been contacted and asked to respond via the County Ecumenical Officer. 
 
2.4 Representatives of Parish Councils 
All but a few Parish Councils in Kent are registered with Kent Association of 
Local Councils, who hold a database of email addresses. KALC have kindly 
forwarded on an email promoting the consultation and providing a link to the Kent 
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Forum website where Parish Councils can fill in the online survey. Some specific 
consultation questions have been developed for Parish Councils and these are 
available in the online consultation survey and have also been sent to each 
Parish Council separately so they can respond via email or post.  Any Parish 
Councils not reached in this way have been written to. 
 
2.5 Representatives of businesses 
Private sector partners have been contacted via Kent Economic Board and the 
Business Advisory Board. Business organisations on these Boards including 
Chambers of Commerce and Institute of Directors who have cascaded the 
message to their members, reaching around 6000 Kent businesses. As above 
businesses have primarily been emailed and encouraged to fill in the online 
survey, including specific questions for business representatives. 
 
2.6 Community / Special Interest Groups 
Community and special interest groups in Kent have been contacted separately 
to encourage them to respond to the consultation.  
 
2.7 Elected members  
Elected members from the Kent Forum Authorities were informed about the 
consultation on the first day. They were encouraged to respond themselves, and 
encourage others to do so. 
 
 
3. Other forms of communication 
 
3.1 Websites 
As mentioned above, people have been directed to the Kent Forum website to 
find out more about the consultation and complete the online survey. The web 
pages on the consultation contain: 

- A brief introduction to Vision for Kent, the countywide ambitions and the 

consultation 

- Film clips of each of the Ambition Champions introducing their ambition 

- A downloadable version of the full draft document 

- A downloadable version of the summary leaflet 

- A link to the online survey 

- Contact details for the Kent Forum team for further information 

In addition, a feature on the Vision for Kent consultation was added to the 
websites of each of the Kent Forum Authorities. This provided a link to the Kent 
Forum website where people could find out more.  
 
3.2 Social media 
We have made use of social media to promote the consultation and signpost to 
the online survey, using methods like Yammer and Twitter. Colleagues in KCC’s 
Communications, Consultation and Customer Engagement have advised on this. 
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3.3 Media release 
A media release was produced and sent out to key media partners in Kent at the 
start of the consultation. This introduced the new Vision for Kent, explained why 
people should respond to the consultation and how to do so. KCC’s Press Office 
lead on this and the release was approved by the Chairman and Vice-Chairman 
of the Kent Forum. 
 
 
4. Feedback 
Everyone who submitted a consultation response was asked to provide an email 
or postal address if they wished to receive feedback on how the consultation 
responses were used. Following the consultation, these people will be contacted. 
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Appendix 4    

Kent Forum Consultation: Initial Summary of SNAP survey responses 
 
N.B If printed in black and white, pie charts can be read referring to the key, from 12 o’clock on 
the graph onwards in a clockwise direction.    
 
The Vision for Kent consultation received 793 responses: 
- 637 Online Snap Survey Responses  
- 136 Paper Questionnaire Responses 
- 20 Written Responses1 
 
This analysis focuses on the Snap and Paper Questionnaire Responses. Further analysis of the 
written responses will take place.  
 
Sector Responses: 
 
 As a member of the public    580 (75.0%) 
 As a representative of a public sector organisation    64 (8.3%) 
 As a representative of a Parish Council    56 (7.2%) 
 As a representative of a voluntary and community sector organisation    46 (6.0%) 
 On behalf of a business    13 (1.7%) 
 In some other capacity    14 (1.8%) 

 
Parish Council Respondents: 
(Those who gave their details – 28 Parish / Town Councils) 
 

Petham Staplehurst 

Lydd Bilsington 

Boughton Monchelsea East Peckham 

Cobham Tilmanstone 

                                                
1 These totals are subject to change during final analysis 
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Ryarsh Hawkhurst 

Ash-cum-Ridely Hadlow 

Dymchurch Bethersden 

Capel le Ferne Edenbridge Town Council 

Pembury Knockholt 

Ramsgate Town Council Seal 

Teynham Hollingbourne 

Hythe Town Council Lympe 

Minster Chevening 

Headcorn New Romney (Individual Councillor responses) 

 
We also received the details from 43 VCS organisations and 11 business responses. Further analysis 
will take place on this information.  
 
 

Ambition Priorities 
 

Ambition 1 Priorities 
 

 Improve Kent’s infrastructure (roads, rail, broadband connection)   375 (48.5%) 
 Give businesses tailored support to help them be more successful   147 (19.0%) 
 Work to free businesses from unnecessary regulation   154 (19.9%) 
 Provide opportunities for adults to continue to learn new skills   254 (32.9%) 
 Encourage companies to take on more apprentices and trainees   435 (56.3%) 
 Find ways to tackle climate change and use fewer resources, (such as power 
and water)  

  137 (17.7%) 
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Ambition 2 Priorities 
 

 Work to provide a choice of high quality health and social care   237 (30.7%) 
 Help people improve their mental and emotional health   134 (17.3%) 
 Support unemployed people to get back into work   373 (48.3%) 
 Encourage young people to be in education, training or work   436 (56.4%) 
 Build homes people want to live in and communities they want to be 
part o 

  189 (24.5%) 

 Make it easier for everyone to find and use the public services they 
need 

  147 (19.0%) 

 
 

 

Ambition 3 Priorities 
 
 Involve people in making decisions on public services and 
spending  
 

  300 (38.8%) 

 Design services to meet the needs of the people who use them 
 

  266 (34.4%) 

 Support people in taking more control over what happens in 
their neighbourhood, for example giving them more say on 
how community buildings are put to good use 
 

  314 (40.6%) 

 Help charities and other voluntary organisations to do more 
good work 
 

  190 (24.6%) 

 Tackle crime and anti-social behaviour 
 

  318 (41.1%) 

 Help more people become volunteers in their community 
 

  110 (14.2%) 
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Will Vision for Kent actions achieve the three ambitions 
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Voluntary and Community Sector 
 

 
 

Business Sector 
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Demographics 
 
Gender: 

 
 
 
Age Range: 
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Age / Gender: 
 

 
 
 
 
Respondents’ employment status: 
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Do You Consider Yourself to be Disabled? 

 
 
Sexual Orientation: 
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We also have information on religious and ethnic groups which will be used to support the 
strategy’s Equality Impact Assessment.  
 
 
Feedback  
 

Would you like feedback at the end of the consultation? 
Yes   421 (54.5%) 
No   351 (45.4%) 
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To: Customer and Communities Policy Overview and Scrutiny 

Committee 
 
From:   Mike Hill, Cabinet Member and Amanda Honey,  
   Corporate Director, Customer and Communities 
 
Date:   15th September 2011 
 
Subject:  Kent Partners’ Compact - Refresh 
 
Classification: Unrestricted 
 
 
Summary:  
 
The Kent Partners’ Compact was launched in 2009.  Work has been 
undertaken recently to update the Compact in line with national guidelines 
published in December 2010. The updated Compact has now been published 
as a consultation draft. The consultation period runs from July 7th 2011 to 
September 30th 2011. KCC Members were alerted to the consultation via the 
Information Bulletin published on 15th July 2011. 
 
The consultation draft and response form is attached to this report for any 
member that wishes to submit comments. Members are also invited to 
comment at the meeting. 
    
FOR INFORMATION AND COMMENT  
 
 
1. Introduction and Background 
 
1.1 The Kent Partners’ Compact is a partnership agreement between the 

public and voluntary sectors in Kent that defines and improves their 
relationship and delivers improved outcomes for communities and 
individuals. 

 
1.2 The Kent Partners’ Compact was launched in 2009. The document sets 

out a series of principles and undertakings from both sectors and is of 
mutual benefit. It has enabled the two sectors to work together better and 
reflects national and local best practice. Kent County Council has 
contributed actively to the development and implementation of the 
Compact which was endorsed by the Kent Partnership in 2009. 

 
 
1.3 Prior to the development of the Kent Partners’ Compact, there had been 

multiple Compacts operating in Kent; effectively a series of bilateral 
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agreements. The single Kent Partners’ Compact has been of great value 
in simplifying relationships and joint activity. 

 

2. Recent Developments 

2.1 The coalition government has introduced a number of policies which have 
the potential to build a new relationship between public and voluntary 
sectors. Notably the Localism Bill and the Open Public Services White 
Paper present new challenges and opportunities, not least because of the 
intention to liberalise the market for providing public services. Nationally 
the commitment to a productive relationship between the sectors remains 
and a new national Compact was launched in December 2010.  

2.2 The new national Compact is a streamlined document which focuses the 
relationship between Government and “Civil Society Organisations on five 
key outcomes.   

 1. A strong, diverse and independent civil society 

2. Effective and transparent design and development of policies, 
programmes and public services 

3. Responsive and high quality programmes and services 

4. Clear arrangements for managing changes to programmes and 
services 

5. An equal and fair society  

3. Update on Refresh 

3.1 In Kent there is an established group of Compact partners who act as 
Champions and organisational advisors.  In March 2011, the then 
Communities Directorate commissioned a refresh of the Kent Partners’ 
Compact on behalf of the Kent Partnership.  

3.2 The refresh has been based on wide consultation and, importantly, it has 
been agreed to continue with “a single county-wide Compact which sets out 
what can be expected from partners and is part of a highly evolved and 
productive relationship with the sector” (response to the Best Value 
Consultation – May 2011). 

3.3 The consultation on the revised draft was launched on July 7th at the 3rd 
Annual VCS conference. In line with Compact principles it will run until 
September 30th 2011.  

3.4 Once the scale and breadth of the feedback from the consultation exercise 
is known a timeline will be established for the publication of the document and 
partners will be asked to adopt the refreshed document. Whilst not formally a 
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policy, the Kent Partners’ Compact has previously been adopted by KCC, 
other public sector partners and the Voluntary and Community Sector across 
the county.  It is the intention to ratify this document via the Kent Forum and to 
request other partners who are no longer part of the Kent Forum to formally 
endorse the document to ensure the continuation of a single county-wide Kent 
Partners Compact. 

 
4. Resource Implications 
 
No resource implications have been identified other than officer time. 
 
 
4.       Recommendations: 

To note the refresh of the Kent Partners’ Compact and the opportunity to 
contribute to the consultation. 

 
 

Director: 
Name: Angela Slaven 
Job Title: Director of Service Improvement 
Telephone Number: 01622 221696 
Email: angela.slaven@kent.gov.uk 

 
Contact Officer: Jacqui Ward 
Title: Senior Partnership Officer 
Contact Number: 01622 694109 
Email Address: Jacqui.ward@kent.gov.uk 
 
 
Background documents (attached) 
 
Consultation draft of the Kent Partners’ Compact. 
Feedback Consultation Document 
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Kent Partners’  

Compact  

 

 
Kent Partners’ Compact Refresh July 2011 
 
Feedback 
 
This document is a working draft and we would like to know what you think about 
it. 
 
We would therefore be grateful to hear your views and there are various ways in 
which you can do this: 
 
 
By website: www.Kentcan.org 
 
By email: Jacqui.ward@kent.gov.uk 
  
By letter: FAO Jacqui Ward Senior Partnership Officer 

G19 Sessions House, County Hall 
Maidstone. ME14 1XQ 

 
In addition, if you would like to talk to us in person, or if you would like us to come 
along and talk about the  Kent Partners’ Compact please contact Jacqui Ward 
using the details above or by calling 01622 694109. 
 
We are particularly interested in hearing your views on: 
 
 

Question 1:  
 
Compacts are about building a better relationship between the VCS and the public 
sector for mutually benefit  
 

a) Do you think the Kent Partners’ Compact will achieve this? 
b) If not why not? 

 
 
 
 

 

Kent Partners’ Compact 

An agreement for mutual benefit between the Voluntary and Community Sector and the Public Sector in Kent 
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Question 2:  
 
The Kent Partners’ Compact Champions group feel that it is better to integrate Equality 
and Diversity through the whole Compact document rather than have it as a discrete 
section. 
 

a) Do you agree with this principle? 
b) Do you think this has been achieved?   

 
 
 
 

Question 3:  
 
 
The Kent Partners’ Compact Champions group have refreshed Kent Partners’ Compact 
to closely reflect the national Compact.  
 

a)  Do you agree this is important? 
b)  Do you think this has been achieved?   

 

Question 4: 
 
Do you have any additional comments about the draft Kent Partners’ Compact?  
 
 

 
The deadline for submitting your comments is Friday 30th September 2011. 

 
Next steps - The final document 
 
After the consultation period ends, all comments received will be carefully 
considered  and changes as appropriate will be made. Feedback will be provided 
via Kent Can website www.Kentcan.org. 
 
The final agreed version of the Kent Partners’ Compact will be launched in the 
Autumn. 
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Item B10 
 

By: Mike Hill, Cabinet Member for Communities, Customer 
Services and Improvement 

Amanda Honey – Corporate Director of Customer and 
Communities 

To: Customer and Communities, Policy & Overview 
Scrutiny Committee \ 

Date: 15 September 2011 

Subject: Customer & Communities Annual Complaints, Comments and 
Compliments Report 2010/11 

Classification: Unrestricted 
______________________________________________________________ 

Summary and 
Recommendations 

This report provides information about complaints against the 
Council considered by the Local Government Ombudsman; 
comments on the Council’s performance on complaints, 
comments and compliments under our own performance 
management (including a detailed report on the Customer and 
Communities, complaints, comments and compliments); and 
reports on developments in the Councils complaint handling for 
1 April 2010 – 31 March 2011. 

 
 FOR INFORMATION 
                                                                                                                          

 
1. Introduction  
 

1.1 This reports sets out: 

• The Local Government Ombudsman Letter & Annual Review 2010/11 

• Developments in KCC Complaints Management  

• A summary of the complaints, comments and compliments received by 
the Council 

• Further improvements for 2011/12 

• Customer & Communities Annual Complaints, Comments and 
Compliments Report. 

 
1.2 Kent County Council aims to delivery high quality services where the 
customer is at the heart of everything it does. We welcome all customer 
feedback and aim to deal with customers’ concerns in a fair and consistent 
way. 
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1.3 The Council wants to listen to its customers’ views and values their 
contributions.  We learn from good practice as well as any mistakes and build 
upon past experiences to help improve our future service. 
 
1.4 Complaints, comments and compliments tell the Council what services 
look like from the consumers’ points of view and what their preferences are. 
These forms of representations, together with feedback from surveys, focus 
groups and engagement activities, help the Council to assess the quality, 
effectiveness and relevance of services. The information collected is used to 
inform and shape future decisions. 
 
2. The Local Government Ombudsman Letter & Annual Review 
2010/11 
 

2.1  Each year, the Local Government Ombudsman issues an annual 
review in which he sets out the number of complaints he has dealt with 
concerning the county council and summarises the outcome in each case. 
The purpose of the Letter and Annual Review is to: 

• Help Councils learn from the outcome of complaints to the 
Ombudsman 

• Underpin effective working relationships between Councils and the 
Ombudsman’s office 

• Identify opportunities for the Ombudsman and his staff to provide 
assistance that a Council may wish to seek in bringing about 
improvements to its internal complaint handling 

• Generally provide complaint-based information which the Ombudsman 
hopes Councils will find useful in assessing and reviewing their 
performance. 

 
2.2 The Ombudsman’s letter to the Managing Director plus the Annual 
Review for 2010/2011 is attached as Appendix A to this report. 
 
2.3 This year, the Council has had difficulty reconciling its statistics with 
those provided by the Ombudsman. This was due to changes in the 
Ombudsman’s reporting process – some subject areas and detailed 
categories have been updated and new decision groups introduced. This 
resulted in Adult Care Service complaints being missed off the Ombudsman’s 
provisional statistics, which also included six complaints about schools, not 
KCC. The Ombudsman also provides KCC’s response times to first enquiries 
over the past three years and compares KCC’s performance in this respect 
with other councils. 

 
2.4 The figures tabled in Appendix A Table 1 shows that the Ombudsman 
received 194 complaints about KCC in 2010/11 (including 44 where advice 
was given to the complainant and 21 that were deemed premature). The 
correct total was actually 197 as the Ombudsman’s statistics exclude 1 Adult 
Care Services complaint (the total forwarded to KCC was 38 not 37 as shown 
on the Appendix B table) and 2 Education & Children’s Services complaints 
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(the total forwarded to KCC was 71 not 69). This is an increase on previous 
years    
  
 
 
 
 

LGO complaints 2007/08 to 2010/11

118 110 118 132

28 54 43

65

0

50

100

150

200

250

2007/08 2008/09 2009/10 2010/11

Year

N
o
. Premature

Received

 
 
2.5 Of the 132 complaints that the Ombudsman investigated in 2010/11, 56 
of them (42%) related to education matters and virtually all of these were 
about school admission appeals, a process that is not unique to Kent but is 
not an issue that majority of other councils have to contend with. This is one 
reason why Kent & Buckinghamshire CC (who also has a similar appeals 
process) seems to have disproportionately more complaints than other county 
and unitary authorities. 
 
2.6 In 2010/11, there were 3 complaints to the Ombudsman regarding 
services provided by the Customer and Communities Directorate. Community 
Learning & Skills, Trading Standards and Libraries each received 1 complaint. 
There was no evidence of maladministration in the Community and Learning 
Skills and Trading Standards complaint. The Libraries complaint was outside 
of the LGO’s jurisdiction.  
 
2.7 The Ombudsman’s once again criticised KCC in this year’s letter for 
failure to provide the LGO with an initial response to enquiries within the 
LGO’s target time of 28 days.  KCC’s average response time of 31.5 days in 
2010/2011 was the same as it was for the previous year. However, bearing in 
mind that from June to October when the majority of Ombudsman complaints 
are received, the then Access to Information Team was reduced from 3 FTE 
to 2 FTE due to the uncovered maternity leave of one team member, this 
could be viewed as an improvement.  
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2.8 It is critical that as an organisation we learn the lessons from 
complaints, in particular those which go to the LGO, a recent case in Adult 
Social care highlighted the need for KCC to learn the lessons across the 
organisation, as the LGO identified similar issues to those raised in a 
complaint about Children’s services in 2009. Steps are being taken to ensure 
that lessons are cascaded with managers throughout the organisation and 
that reports are made to DMT and CMT as appropriate. 
 
2.9 Of the 111 decisions issued, there were no reports of 
maladministration. 
 
2.10 With regard to the 28 local settlements, Kent County Council was 
asked to pay a total of £8,865.65 in compensation to resolve 14 of these 
complaints. Details of these complaints are outlined in Appendix A. 
 
2.11 To conclude on a positive note, 83 of the 111 complaints that the 
Ombudsman issued a decision on, couldn’t have been avoided. KCC had 
done nothing wrong; the complainant was simply unhappy with perhaps a 
decision or policy that went against them. 
 
  
3 DEVELOPMENTS IN KCC COMPLAINTS, COMMENTS & 

COMPLIMENTS MANAGEMENT 
 
3.1 An annual report for each Directorate is a standing item on Policy 
Overview and Scrutiny Committees. 
 
3.2 KCC, in general, has a devolved approach to complaints, comments 
and compliments management. Individual Directorates and business units are 
responsible for developing, operating and monitoring their own processes, but 
they must comply with the KCC Complaints, Comments and Compliments 
Policy and KCC standards. Corporate Management Team has approved in 
principle of having a centralised complaints team.  KCC is looking at how to 
make the KCC complaints handling approach more responsive to customer 
needs. This will include: 
 

• One contact telephone number, address and email 

• Information for the public held in one place 

• One KCC team:  

• With specialist staff to deal with statutory complaints  

• Meet best practice standards and any foreseeable future 
requirements that may be made nationally 

• To provide training for staff on complaints handling at various levels 

• Provide all the information and guidance etc. associated with 
complaints 

• Log and track complaints received by the Leader and Directors 

• Log and track complaints from the Local Government Ombudsman  

• In-depth knowledge of services and be able to facilitate access and 
ensure complaints are given the right level of priority.  
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• The effective handling of alerts for Safeguarding Vulnerable Adults 
(SVA) 

• Advocacy and independent Adult arrangements 

• Work with the Contact Centre to log complaints. 
 
3.3 This year work has continued to ensure that staff are empowered to act 
decisively to resolve complaints at source and that we capture complaint 
information to improve the customer experience. Improved reporting is helping 
the authority to take action earlier and make the changes that can make a 
difference. There is a link with good communication and the number of 
complaints received and it is important in the current climate that we continue 
to make information available for everyone on why decisions are made and on 
the services we provide.  
 
3.4 Cross boundary complaints, which involve both health and social care 
organisations, are now dealt with via a single, co-ordinated response. The 
joint protocol, endorsing and promoting these obligations was developed by 
the Complaints Managers in Kent and Medway. It is pleasing to report that 
these protocols are working well.  
 
4. Equalities Monitoring   
4.1 As from 1 April 2009, when complaints are acknowledged a Complaints 
Equalities Monitoring Form (EMF) has been included with the 
acknowledgement letter. Due to the limited number of responses and the 
complaints we receive regarding the form itself a review was undertaken and 
we are no longer collecting diversity information in this way. We already hold 
Equality & Diversity data for our service users and we will use this knowledge 
to provide information on making a complaint in a more focused way.  
 
5. Number of complaints 
 
5.1 A complaint is an expression of dissatisfaction, whether justified or not 
and however made, about the standard of or the delivery of service, the 
actions or lack of action by the Council or its staff which affects an individual 
service user or group of users. This is consistent with the definitions used by 
other local authorities. 

5.2 The emphasis in the complaints procedure is to ensure that staff are 
equipped and empowered to act decisively to resolve complaints at a local 
level. The aim is that we work harder to resolve issues at the first point of 
contact – ‘do it once and do it well’! It is important that we record what went 
wrong so we can ensure that the experiences of others is improved, that we 
can show that we listen and learn and to help shape and improve our services 
for the future.  

 
5.3 In 2010/11, 4,346 complaints were recorded compared with 3,901 for 
2009/10, an increase of (11%) complaints.  
 
5.4 The trend across all services is for the number of recorded complaints 
to have increased. Once again we saw a large number of complaints 
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regarding potholes after the bad weather and this accounts for the majority of 
the increase in complaints recorded. 
 
5.5 In terms of factors within our control, we have promoted how to make a 
complaint and have implemented changes to improve our recording of 
complaints, comments and compliments. This has contributed to an 
increasing trend in our recorded complaints data and the corresponding 
increase in comments and compliments. 
 
5.6 It is important to be able to identify where there is an increase in the 
number of complaints received for a particular service, and investigate trends. 
This information is taken seriously and service unit managers have reviewed it 
with their teams, alongside more formal satisfaction survey information.  
   

  
*All figures have been reformatted to provide a comparison with previous 
years for the new Directorate. 
 
5.7 There has been a reduction overall in the number of complaints 
recorded for Customer and Communities Directorate for 2010/11, 517 
compared with 784 in 2009/10. 
 
5.8 Reduction in complaints 
 
5.9 The Library service has seen a reduction in complaints. The number of 
customer comments overall has reduced from 2009/10 to 2010/11, not just the 

COMPLAINTS*     10/11 09/10 08/09 

 Q1 Q2 Q3 Q4 Total   

Arts Development 0 0 0 0 0 3 2 

Community Engagement Managers 0 0 1 6 7 *** *** 

Contact Centre 27 11 10 10 58 *** *** 

Community Learning & Skills 32 49 38 32 151 118 60 

Community Safety 2 0 0 0 2 8 9 

Emergency planning 0 0 0 0 0 0 0 

Drug & Alcohol Action Team 1 2 0 1 4 11 10 

Gateways 0 0 0 3 3 2 1 

Media Centre 1 3 30 0 34 12* *** 

Kent Volunteers 0 0 0 0 0 0 0 

Kent Scientific Services 4 5 5 8 22 31 28 

Libraries & Archives 45 25 23 23 116 542 600 

Registration & Coroners 0 6 3 8 17 10 8 

Sport, Leisure & Olympics 0 5 0 0 5 0 4 

Supporting Independence 
Programme 

1 0 2 1 4 
2 6 

Supporting People 8 12 5 7 32 19* *** 

Trading Standards 5 3 2 1 11 22 9 

Youth Offending Service 2 2 2 2 8 2 3 

Youth Service 5 12 18 8 43 2 3 

TOTAL     517 784 744 
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number of criticisms.  In 2009/10 we received 1, 616 customers 
complaints/comments/ /compliments, in 2010/11 we received 605. Managers 
have been reminded to ensure that comment cards are clearly visible within 
the Libraries.  
 
5.10 Increase in Complaints 
 
5.11 Community Learning & Skills has seen a small increase in complaints 
this year. This related to fee increases, courses not being provided and 
concessions. 
 
5.12 There has been an increase in complaints regarding Youth Services 
following a review of how complaint information was recorded. Complaints 
relate to the availability of youth services and problems with the Togogo web 
site which have now been resolved. The number of complaints received is still 
low compared with numbers receiving the service.  
 
6. Reasons for complaints 
 

6.1 The main grounds for complaints during 2010/11 tend to fall under one 
of the following themes (not in order of prevalence):  

• Administrative errors and operational mistakes 

• Availability of services (including accessibility and eligibility) 

• Disagreement with decisions or policies made 

• Dissatisfaction with services or products offered or received 

• Impact of services on local residents and businesses 

• Physical location, buildings and facilities 

• Poor communication or information 

• Prices, charges and fees associated with services  

• Quality of the experience (directly delivered services) 

• Relating to a third party supplier or contracted service provider 

• Staff conduct and behaviour with service users 

• Timings or delays involved in delivering services or responding 
 

7. Compliance with standards 
 
7.1 New corporate standards for complaints handling were introduced from 
April 2009 as follows:  3 working days to acknowledge a complaint (reduced 
from 5 days) and 20 working days to give a formal response (reduced from 25 
- 28 days).  
 
7.2 The majority of KCC Units achieved 100% compliance to these 
standards for sending out acknowledgements and responses to complainants. 
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7.3  The percentage of Customer and Communities Directorate complaints 
meeting KCC response standards is shown in the table below. The majority of 
our Units achieved 100% compliance to these standards for sending out 
acknowledgements and responses to complainants. 
 

7.4 The acknowledgement compliance rate for the Directorate as a whole 
improved in 2010/11. This is largely due to the improvements in Supporting 
People, Trading Standards, Libraries and Registration.  Compliance with the 
response standard for the Directorate has stayed at 96%.  

Unit Acknowledged Responded To 

 11/10 09/10 08/09 11/10 09/10 08/09 

Arts Development 100% 100% 100% 100% 100% 100% 

Community Engagement 
Managers 100% N/A N/A 100% N/A N/A 

Community Learning & Skills 97% 94% N/A 92% 96% N/A 

Community Safety 100% 100% 100% 100% 100% 100% 

Coroners Service 100% 100% N/A 100% 100% N/A 

Emergency Planning N/A N/A  N/A N/A N/A N/A 

Gateways 100% N/A  N/A N/A N/A N/A 

KDAAT 100% 100% 100% 75% 100% 100% 

Kent Scientific Services 100% 97% 100% 100% 94% 100% 

Libraries & Archives 89% 84% N/A 92% 97% 68% 

Media Centre 100% N/A N/A 100% N/A N/A 

Registration Service 88% 60% 100% 65% 90% 75% 
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8. Comments 
 
8.1 A comment is a general statement about policies, practices or a 
service as a whole, which have an impact on everyone and not just one 
individual. A comment can be positive or negative in nature. Comments may 
question policies and practices, make suggestions for new services or for 
improving existing services. 
 
8.2 This year KCC received 1,991 comments compared with 2,986 last 
year. The council actively encourages our customers to give us opinions 
about any of our services and we are making it easier to make a comment 
about a council service. Kent.gov.uk has a number of options for people to 
have their say on the services we provide. These include email links for 
council tax, highways, complaints, social care and have your say. 
 
8.3 As seen in 8.8, Customer and Communities Directorate received 1,263 
comments compared with 1,692 last year. This reduction is due to  the overall 
reduction received by Libraries as explained in 5.9. Youth Service received an 
increase and the largest number of comments this year. The Feedback from 
comments cards during the EuroCamp are being used as part of service 
design for the next, global event. 
 
8.4 Comments received by Libraries were about book selection asking for 
us to order specific titles and about certain genres, the Library computer 
system, ebooks, merchandise, mobile library stops, lending times, activities in 
the library and subscriptions to magazines and periodicals. 
 
8.5 The Media Centre receives comments regarding the website and 
publications. 
 
8.6 The majority of comments to Registration and Coroners were about 
fees which are perceived as being high when compared to other local 
authorities.  KCC policy is for full cost recovery whereas many authorities 
subsidise the cost or do not account for all costs within the registration budget 
(eg premises) which means that some costs are hidden and so are not 
reflected in the fees charged.  
 
8.7 Comment received in Customer & Communities Directorate. 

Sport, Leisure & Olympics 100%  n/a 100% 100%  n/a 100% 

Supporting Independence 100% 100% 100% 100% 100% 100% 

Supporting People 97% 79% N/A 94% 95% N/A 

Trading Standards 91% 82% N/A 91% 82% 100% 

Youth Offending Service 100% 50% 100% 88% 100% 100% 

Youth Service 100% 100% 100% 100% 100% 98% 

TOTALS 98% 87.0 96% 96% 96% 74% 
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9. Compliments 
 
9.1 A compliment is an expression of thanks or congratulations or any 
other positive remark. (Internal compliments are excluded from this process) 

9.2 Compliments across the council increased by 43%. We recorded 5,321 
compliments from April 2010 to March 2011 compared to the same time 
period in the previous year when 3,722 compliments were recorded. There 
has been an significant increase in recorded compliments for the Youth 
Service. 
 
9.3 These compliments have provided a valuable source of learning and 
can be a good indicator of best practice or areas where we are getting things 
right across the Council. 
 
9.4 Customer and Communities Directorate received 3,164 Compliments in 
2010/11 compared with 1,220 in 2009/10, an increase of 159%. Large 
numbers of compliments are received for the ongoing work of supporting 

young people through the Try Angle Awards, events and EuroCamp. 
Customers also praised aspects of the Library service, including the activities 
held in our libraries, access to computers, our family history resources, 
selection of books and our online resources 
 
9.5 The number of compliments received by the Library service is less than 
usual. As discussed earlier in the report the reduced number of comment  

COMMENTS 2010/11 2009/10 2008/09 

Arts Development 1 2 0 

CEMs 32 *** *** 

Community Learning & Skills 22 38 16 

Community Safety 0 4 7 

Emergency planning 3 0 0 

Drug & Alcohol Action Team 0 10 0 

Gateways 41 *** *** 

Media Centre 314 *** *** 

Kent Volunteers 0 0 0 

Kent Scientific Services 0 1 1 

Libraries & Archives 366 1615 372 

Registration & Coroners 81 0 0 

Sport, Leisure & Olympics 0 7 0 

Supporting Independence Programme 0 0 0 

Supporting People 9 0 *** 

Trading Standards 6 15 18 

Youth Offending Service 0 0 0 

Youth Service 388 0 106 

TOTAL 1,263 1,692 520 

COMPLIMENTS 20010/11 2009/10 2008/09 

Arts Development 53 42 21 

Community Engagement Managers 33 N/A N/A 
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cards received by Libraries has had an overall effect on compliments 
received. 
 
9.6  Registration & Coroners Service received a large number of 
compliments for the high quality of the registration of events in particular 
marriage ceremonies.  For many people getting married is one of the most 
important events in their lives and we provide a high quality service and the 
compliments reflect this 
 
 
 
 
10. Methods of communication  
 
10.1 Information on how to complain is available on our website and various 
‘Have your Say’ and Complaints, Comments and Compliments leaflets. 

The public can give feedback in the following ways: 

• Talk to the manager where they receive the service 

• Complete the ‘Have your Say’ feedback form on our website, 
www.kent.gov.uk This is available in Contact us, Have your say, How 
to get involved and the Complaints sections 

• E-mail: haveyoursay@kent.gov.uk  or 
corporate.complaints@kent.gov.uk 

• Telephone: 08458 247247 

• Contact their local County Councillor 

•  Write to us. 
 
10.2 It is important to ensure that all channels remain open and effective so 
customers can choose how they contact us. It should be noted, however, that 

Community Learning & Skills 36 12 20 

Community Safety 111 63 107 

Emergency planning 22 0 0 

Drug & Alcohol Action Team 1 12 2 

Gateways 50 19 N/A 

Media Centre 40 6 N/A 

Kent Volunteers 0 0 0 

Kent Scientific Services 8 14 10 

Libraries & Archives 187 644 605 

Registration & Coroners 248 265 180 

Sport, Leisure & Olympics 23 32 37 

Supporting Independence Programme 48 16 120 

Supporting People 14 30 *** 

Trading Standards 26 53 40 

Youth Offending Service 6 0 0 

Youth Service 2258 12 190 

TOTAL 3164 1220 1332 
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it can be more difficult for staff to record comments, compliments and 
complaints given face-to-face but staff are perhaps more likely to be able to 
resolve the situation there and then with the complainant. 

• The majority, 37% of KCC complaints were received via the contact 
centre (5% in 2010/11), followed by 19% (22%) by letter and 19%(17%) 
by e-mail   

• 67% of highways complaints were recorded via the contact centre. 

•  The majority of Children Families and Education complaints, 37% and 
51% of Kent Social Services complaints were received by letter 

• Just over 1% of complaints recorded are received face to face (0.3%) 
and using the on-line complaints form (1.1%).   

 
10.3 In 20011/12 we are looking at ways to improve how to complain ‘on-
line’ and how we can capture information from face-to face complaints to 
make improvements without creating a bureaucratic process. 
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10.5 The majority of complaints in Customer & Communities were received 
face to face or on-line this year 34.8% compared to 10% in 2009/10. 
 
10.6 A high proportion of CMY complaints are received by Community 
Learning & Skills (29.2%) and Libraries (22.4%) this is to be expected given 
the very high number of customers they deal with every year and is not taken 
to be an indication of a generally poor service relative to others.  
 
10.7 The second highest method of contact was comment card accounting 
for nearly a 22.4% compared with (24.4% 2009/10) of all complaints received. 
More than one in ten (11.1%) prefer to contact by phone while 9.5% prefer a 
letter. As discussed above there has been a reduction in comment cards 
received this year by Libraries and management action has been taken to 
address this issue. 
 
10.8 Compliments are again dominated by Library comment cards, but 
people are far less inclined to give compliments over the phone (1.4%) and 
prefer the written channels of email (17%) and letter (15%). A higher 
proportion of compliments are given face to face (4.1%) compared to 
complaints. Similarly comments are most often received via library comment 
cards (60%) while email (17%) and online (13%) are used for much of the 
rest. 
 
11. Conclusion 
 
11.1 The letter and Annual Review reflects the generally good working 
relationship which exists between the County Council and the Ombudsman’s 
office.  Positive action is being taken to respond to lessons learnt through 
complaints monitoring – through service development, training and through 
improvements to the complaints process itself.  
 
11.2 Several customer focused improvements have been implemented 
across the Council in 2010/11 and these are making a difference to the 
customer experience. 
 
11.3 We have looked into the growing number of complaints and have taken 
action to prevent further complaints in these areas.  
 
11.4 We are committed to listening to what residents have to say but need 
to do this in the most cost effective way. A centralised team to deal with 
complaints will be more responsive to customer needs by providing easier 
access and will be more efficient and cost less.   
  

12.  Recommendations 
 
12.1 Members are asked to note the contents of this report. 

 
Janice Hill 
Performance & Improvement Manager     
Ext 1981 
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                                                       APPENDIX A  

24 June 2011 
 
 
 
 
 
 
Ms K Kerswell 
Managing Director 
Kent County Council 
County Hall 
Maidstone   ME14 1XQ 
 

 
 
Dear Ms Kerswell 
 
Annual Review Letter 
 
I am writing with our annual summary of statistics on the complaints made to me about your 
authority for the year ending 31 March 2011.  I hope the information set out in the enclosed tables 
will be useful to you. 
 
The statistics include the number of enquiries and complaints received by our Advice Team, the 
number that the Advice Team forwarded to my office and decisions made on complaints about 
your council. Not all complaints are decided in the same year that they are received. This means 
that the number of complaints received and the number decided will be different.   
 
The statistics also show the time taken by your authority to respond to written enquiries and the 
average response times by type of authority.  I have decided to add a commentary to the attached 
statistics in view of the number and range of complaints against your Council that my office dealt 
with in the year which have predominantly been about Adult Care Services, Children’s Services, 
and Education.  I also wanted to provide you with some information on the schools complaints 
service which commenced in Kent in September 2010.   
 
Enquiries and complaints received 
 
Our Advice Team received 194 enquiries about your Council in 2010/11. We dealt with 44 of these 
enquiries through the provision of advice.  A further 21 were passed back to the Council with a 
request that they were considered further because the corporate complaints procedure had yet to 
be exhausted, and it seemed that the complainants would not be disadvantaged by doing so. They 
were told they could resubmit their complaint to the Ombudsman if they were dissatisfied with the 
outcome of their complaint after it had been considered further by the Council.  The remaining 129 
enquiries were treated as complaints and so were forwarded to an investigation team.    
 
Complaint outcomes 
 
Of the 111 decisions I made in the year, nine were outside my jurisdiction. In 47 cases I found no 
fault, and in 24 cases I exercised my discretion not to pursue the complaint, often because I felt the 
claimed injustice was insufficient to justify an investigation. Although I issued no reports against 
your Council in the year, I did agree 29 local settlements. 
 
A ‘local settlement’ is a complaint where, during the course of our investigation, a council takes or 
agrees to take some action that we consider to be a satisfactory response to the complaint. In 
2010/11, 27.1% of all complaints the Ombudsmen decided and which were in our jurisdiction were 
local settlements. The comparative figure for your authority just exceeded this at 28.8%. All except 
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one of the local settlements we secured for Kent complainants this year related to complaints 
about three services: Adult Care Services, Children’s Services, and Education.  The majority of the 
settlements about Education related to fault in admissions arrangements to schools or in the 
hearing of appeals in respect of non-admission to a particular school.  I will say more about this 
later.     
 
Local settlements may be obtained in many different ways. Sometimes the payment of 
compensation is appropriate. In 2010/11 your Council paid compensation of £8,625 in total. But 
often there is more to a local settlement than just the payment of money.  Here are some examples 
of the settlements obtained during the year. 
 
Adult care services 
 
We settled one complaint about the extent to which Council had responded appropriately to the 
complainant’s concerns about the safety and wellbeing of her elderly mother who was known to its 
Psychiatric Services.  A number of failings were identified in the way in which the Council had 
responded to the concerns, and the conclusion was reached that it had failed in its responsibilities 
to the complainant’s mother.  It set in train a number of actions to improve its procedures in future.       
 
In another complaint I asked the Council to provide £1,900 in compensation for its failure to provide 
community care services to a complainant who had been assessed as eligible to receive such 
services. 

 
I also dealt with a complaint where the complainant did not receive the level of customer service 
which he was entitled to expect following the death of his stepfather when he attempted to obtain 
some clarification on the outstanding care home fees that were owed. The Council accepted that 
he should not have had to deal with so many of its officers over what ought to have been a simple 
matter.  Although the Council responded promptly to most of the contact from the complainant, it 
was slow to recognise his legitimate concern that he may have been invoiced for money he had 
already paid. The Council should have recognised that the complainant was entitled to an apology 
and an explanation of what had gone wrong. The Council agreed to reduce the outstanding debt by 
£150 and to send an apology. 
 
Education  
 
I settled two complaints last year in respect of the Council’s failure to provide suitable education for 
children of statutory school age.  One had been excluded from school and should have been 
receiving suitable full time education from the sixth day of his exclusion. Although the child 
received some home tuition and arrangements were put in place to enable exams to be taken, my 
Investigator concluded that this was far from adequate.  The second case involved a child who 
relied on a motorised wheelchair for mobility.  As he had got older he had outgrown his wheelchair 
but the larger one he was provided with was unsuitable for his home until such time as adaptations 
had been undertaken.  He effectively became housebound for a six month period during which 
time no education was provided.      
Thirty five separate complaints about school admissions raised questions about the quality and 
independence of the appeal process when the Council provides and services Independent Appeal 
Panels - both for itself and for schools that are admission authorities.  In some appeals the Clerk's 
notes were inadequate.  I found a number of instances where an appeal panel had decided to send 
a particular standard decision letter only for Council officers to send a different one. Some decision 
letters did not include major points documented in the clerks' notes.  The practice of Council 
officers finalising and sending appeal decision letters with the clerks' facsimile signatures breaches 
the statutory Code. 
 
One of the school admission complaints involved a selection test that had been disrupted and the 
invigilators making mistakes about timing.  The Council said it would not arrange for the children 
affected to sit an alternative test.  It said that the parents could appeal to an Independent Appeal 
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Panel.  Primary schools can ask for a panel of head teachers to review the cases of children who 
are expected to pass but do not.  Children who pass but achieve a lower score than expected 
cannot be referred to the panel of head teachers.  As a result, a child who passes but has 
underperformed because of disruption and/or mistakes by the Council's invigilators could miss out 
on a 'super selective' place (i.e. one of the places that some schools reserve for a specified 
number of children scoring the highest marks who would not otherwise get a place, for example 
because of the distance between their home and school).   
 
Liaison with the Local Government Ombudsman 
 
My investigators made initial enquiries on 83 complaints this year. On average it took 31.5 days for 
the Council to reply. These times fall short of my requested timescale of 28 days.  
 
Whilst my Investigators have noted some reluctance to agree to proposed settlements, they have 
also noted examples where the Council has been pro-active in proposing them on cases under 
investigation.  I also note that two of your Officers attended a seminar I held in our London Office in 
December, which I hope they found useful.   
 
Communicating decisions 
 
We want our work to be transparent and our decisions to be clear and comprehensible.  During the 
past year we changed the way we communicate our decisions and reasons. We now provide a 
stand-alone statement of reasons for every decision we make to both the citizen who has 
complained and to the council.  These statements replace our former practice of communicating 
decisions by letter to citizens that are copied to councils.  We hope this change has been beneficial 
and welcome comments on this or any other aspect of our work. 
 
In April 2011 we introduced a new IT system for case management and revised the brief 
descriptions of our decisions.   My next annual letter will use the different decision descriptions that 
are intended to give a more precise representation of complaint outcomes and also add further 
transparency to our work. 
 
Extended powers 
 
During 2010/11 our powers were extended to deal with complaints in two significant areas. 
In October 2010 all complaints about injustice connected to adult social care services came under 
our jurisdiction.  The greater use of direct payments and personalised budgets mean that it is 
particularly important for us to be able to deal with such complaints irrespective of whether a 
council has arranged the care.  Anyone who arranges and pays for their own social care now has 
the right to an independent and impartial examination of any complaints and concerns they may 
have about their care provider. 
 
In the six months to April 2011 we received 89 complaints under our new adult social care powers.  
Between 2009/10 and 2010/11 complaints about care arranged or funded by councils doubled from 
657 to 1,351.   
 
The Apprenticeships, Skills, Children & Learning Act 2009 introduced powers for us to deal with 
complaints about schools by pupils or their parents.  This was to be introduced in phases and 
currently applies in 14 council areas.  By the end of 2010/11 we had received 169 complaints 
about schools in those areas and 183 about schools in other areas where we had no power to 
investigate.  The Education Bill currently before Parliament proposes to rescind our new jurisdiction 
from July 2012.  
 
As you are aware, schools in Kent have been subject our new powers since September 2010.  I 
would like to thank Kent County Council for its support during this period in facilitating the delivery 
of training across the county to Head Teachers, Governors and Clerks about the new legislation, 
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and more recently in supporting schools to develop accessible and fair complaints handling 
procedures. We have delivered eight courses in total to over 200 delegates with an overwhelmingly 
positive response.   
 
I had received 64 complaints about schools in your area by the end of March 2011. These covered 
a broad range of issues including how schools had dealt with allegations of bullying, the provision 
of additional support for those children with special educational needs, how schools had dealt with 
medical issues, complaints about staff conduct, the way in which policies on school uniforms had 
been applied, exclusions from school, school trips, and the barring of parents from school 
premises.   
 
Of the 57 complaints decided in your area: 
  

• In 16 cases we initiated an investigation; 
 

• In 39 cases the complaint was referred back to the school for it to consider using its own 
complaint procedure as it had not yet had the opportunity to do so before the complaint was 
made to me; and 

  

• In 2 cases we were unable to consider the complaint as it was either not made by a 
qualifying person or was about a matter I am prevented from considering by law. 

 
In terms of the 16 of cases where we initiated an investigation: 
 

• A satisfactory resolution was reached between the parties in eight cases following the 
Ombudsman’s involvement and so the investigation was discontinued. 
 

• We secured a remedy and / or agreement for action to prevent similar problems recurring in 
six of the cases. 
 

• In two we found that there was no fault in the actions of the school or there was no 
substance to the complaint. 

 
Decisions in the 14 areas can be broken down as follows: 
 

• In 47% of cases we initiated an investigation. 
 

• In 48% of cases the complaint was referred back to the school for it to consider using its 
own procedures as it had not had the opportunity to do so. 

 

• In 5% of cases we were unable to consider the complaint as it was not within our 
jurisdiction. 

 
In terms of the 47% of cases where we initiated an investigation: 
 

• A satisfactory resolution was reached between the parties in 25% of cases following the 
Ombudsman’s involvement (and the investigation was discontinued). 

 

• We secured a remedy and/or agreement for action to prevent similar problems recurring in 
13% of the cases. 

 

• In 9% we found that there was no fault in the actions of the school or there was no 
substance to the complaint. 
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Our new powers coincided with the introduction of Treasury controls on expenditure by 
government departments and sponsored bodies designed to reduce the public spending deficit.  
This has constrained our ability to inform care service users, pupils and their parents of their new 
rights.  
 
Assisting councils to improve 
 
For many years we have made our experience and expertise available to councils by offering 
training in complaint handling.  We regard supporting good complaint handling in councils as an 
important part of our work.  We provided a one day training course on Effective Complaint 
Handling for officers in your authority on 11 March 2011.  I hope this course was timely in the 
context of the roll-out of your new complaint handling arrangements in April 2011. 
 
During 2010/2011 we surveyed a number of councils that had taken up the training and some that 
had not.  Responses from councils where we had provided training were encouraging: 
 

• 90% said it had helped them to improve their complaint handling 

• 68% gave examples of how the knowledge and skills gained from the training had been 
applied in practice 

• 55% said that complaints were resolved at an earlier stage than previously 

• almost 50% said that citizens who complained were more satisfied. 
 
These findings will inform how we develop and provide training in the future.  For example, the 
survey identified that councils are interested in short complaint handling modules and e-learning.  
 
Details of training opportunities are on our web site at www.lgo.org.uk/training-councils/ 
 
More details of our work over the year will be included in the 2010/11 Annual Report. This will be 
published on our website at the same time as the annual review letters for all councils (14 July).     
 
If it would be helpful to your Council I should be pleased to arrange for me or a senior manager to 
meet and explain our work in greater detail. 
 
Yours sincerely 

 
Anne Seex 
Local Government Ombudsman  
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To: Customer & Communities Policy Overview and Scrutiny 

Committee 
 
From:   Mike Hill, Cabinet Member for Customer & Communities 

Amanda Honey, Corporate Director of Customer & 
 Communities 

 
Date:   15 September 2011 
 
Subject: Connecting with Communities – 2010/11 Annual Report 

on Consultation, Engagement and Involvement Activity. 
 
Classification: Unrestricted 
 
 
Summary:  
 
The purpose of this report is to update POSC Members on the activities that 
took place between 1 April 2010 and 31 March 2011 to consult, engage and 
involve all those who are interested in or involved with our services.  
 
 
FOR INFORMATION AND COMMENT 
 
 
1 INTRODUCTION 

 
1.1 The purpose of this report is to provide information on the main aspects 
of consultation, engagement and involvement within KCC during the financial 
year 2010/2011. It also informs Members on both existing and future work and 
highlights the changes the Council intends to make to further embed and 
extend engagement processes.  

1.2 Whenever KCC makes a decision about improving or changing its 
services, it needs to be confident the decision is properly informed by public 
opinion. The reduction in budget allocation for public services means that it is 
likely that all residents will be impacted upon in some shape or form. At this 
time, more so than any in the recent past, it is important that the public has 
the opportunity to have a say about the services they receive. Public opinion 
should be viewed as an important tool for Councillors - the local decision 
makers - in making difficult decisions about where and how to reduce or 
redesign services. 

 
2 KNOWN INFORMATION 
 
2.1 It is important that we target our information and use our resources in the 
most cost efficient way. KCC has used customer insight to ensure that we 
provide information in a way that suits people best.  
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2.2 This area of work is driven by the information and data we hold about 
residents of Kent, including the feedback we get from customer comments 
and complaints. KCC also makes use of a number of data and information 
sources including ‘MOSAIC’ to provide insight into the background and 
lifestyles of residents across the whole of Kent. 
 
2.3 Getting an insight into how customers are interacting with KCC, what 
they want and who they are is crucial to improving access to services. This 
insight can help KCC to predict what people will want and need in future. We 
can also find out who is or isn’t interacting with the Council as well as 
over/under provision and over/under utilisation. 
 
2.4 The Research and Intelligence Unit has corporate responsibility for all 
of the research and data areas outlined below: 
 

• Demography  

• Deprivation  

• Economy and the labour market  

• Land use:  
- Commercial 
- Housing 

• Retail and town centres  

• Customer Insight (MOSAIC). 
 
2.5 The Unit collects, collates, processes, analyses and maps data for a 
wide range of projects across the whole of Kent County Council and beyond. 
All of the latest data and publications on these topics can be found on the 
Research and Intelligence website www.kent.gov.uk/research 
 
2.6 This information is used before we go out to consult with the public. 
The knowledge gained through consultation is then fed back across KCC.  
 
 
3 THE WAYS IN WHICH WE’VE INVOLVED LOCAL PEOPLE IN 

2010/11   
 
3.1 There are a number of different opportunities for residents, service 
users and other interested groups to influence decision-making and service 
delivery across all our functions. The main objectives for these consultation 
and involvement activities are: 
 

§ To find out what customers think about the services they have 
received or want to receive  

§ To find out what particular groups or audiences think about a given 
theme 

§ To find out what interested or affected people think about a particular 
proposal, policy or plan  

§ To include groups of interested or affected people in a decision-
making or policy-making process  
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§ To include groups of interested or affected people in service design 
and delivery, in order to improve those services 

§ To include groups of interested or affected people in the assessment 
or evaluation of services 

§ To involve residents in the recommendations of member community 
grants. 

 
3.2 There are also a variety of methods and tools that are used to meet 
these objectives, as shown below:-   
 

Satisfaction Surveys:  As well as measuring satisfaction levels and 
monitoring them over time, surveys often include other questions which 
enable the services to act on the information provided to fix problems 
or take opportunities. The surveys are usually carried out using 
questionnaires (paper, email or online) or are done over the phone. 
They target service users and tend to be carried out by units with high 
levels of frontline customer contact. 

 
Forums, groups and panels: The purpose of this sort of activity is to 
examine issues in greater depth and begin to explore solutions to 
problems or to identify new opportunities. They are ‘qualitative’ 
methods and the forums, groups and panels we run are generally 
groups which meet regularly to talk about a particular service. They 
typically involve around 5 to 15 people per group, and may be 
organised around a particular service, location or issue. 

 
Participative events and processes: The main purpose of this sort of 
activity is to exchange views, opinions and ideas, and often making 
decisions together. 

 
Market research: Main purpose of this sort of activity tends to be to 
generate actionable information about people, communities and groups 
who are, or who could be, using a service which we provide. We use it 
to identify opportunities for developing certain areas of our businesses. 

 
           Participatory Budget events (You Decide): The main aims have   
            been to engage a wide section of the local community in the grant  
            decision making process. 
 
4 WHAT WE HAVE DONE 
 
4.1 Detail of the consultation, engagement and involvement work carried out 
during 2010/2011 by Customer & Communities Directorate 
is presented in the Appendix 1  
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5 Restructure  
 

The current team of Community Engagement Managers transferred 
into the Communities directorate in April this year, and as part of KCC's 
need to make substantial savings over the next three years, the 
division in which they are part of (Communications and Engagement) 
has been undergoing a restructure.  
 
 As officers are appointed to new roles within the restructure, the 
Consultation and Engagement team will be structured as follows: 
 
  

 
  
 
The new team will have fifteen officers with different specialist areas all 
working much more seamlessly to support Consultation and 
Engagement.  
 

 
5.1 Though good progress has been made there is still scope for further 
improvement and consistency in consultation and engagement practice 
across the Council. From September 2011 there will be a central resource to 
ensure: 
 

• KCC does not target the same audience segment by 
age/interest/geography at the same time with two different 
consultations 

• All questions asked are constructed in an appropriate and 
unambiguous method to ensure answers that are relevant to the topic 
and to an agreed accuracy 

 

• A log of all consultations is kept so that there is visibility of the contact 
being made by KCC with its customers – and its impact. 
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5.2 The corporate responsibilities are for setting and supporting coherent 
standards, giving advice, challenging the business need and creating the 
opportunity for working with partners to share costs and findings.  
 
5.3 We still need to make it even easier for local people to have their say 
and we also need to use their views and suggestions more effectively and -  
crucially - ensure we publicise what difference those views made when a final 
decision was taken. We will continue to explore how digital technologies could 
be better deployed to make engagement work, cheaper, quicker, more 
responsive, more relevant and more convenient for residents and businesses. 
 
5.4   PB events are a useful tool for engaging with communities where 
residents see that they can have an impact on the decisions to be made.  The 
grant allocation process was a helpful starting point and PB has shown it has 
the potential to be a valuable tool across a wider range of discretionary 
service decisions.   
 
 
 
6 CONCLUSIONS 
 
6.1 The examples in Appendix 1 indicate the extent to which Customer and 
Communities Directorate is using information from service users and other 
interested groups to influence its decision making. This is in keeping with the 
statutory duty to involve (even though the Coalition Government has 
indicated this is due to be repealed, the same duty will remain but become 
non-statutory), the Equality Act 2010 and with the culture being fostered 
across the Authority. 
 
6.2 Twin pressures are influencing our consultation, engagement and 
involvement work.  Firstly there is pressure to improve the quality of the work 
we do, which arises from problems that other authorities have had when they 
have been judged to have acted incorrectly or inappropriately.  This pressure 
concerns what we consult about, when we consult and how much detail we 
use to inform the consultation process and the ultimate decision making. 
 
6.3 The second pressure arises from our budget position and the need to 
reduce significantly the overall amount of our resource committed to 
consultation, engagement and involvement.   
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6.4 Because some consultation work, for instance, must be done and must 
be done to a particular standard and timescale, the outlook for the future can 
be summarised as doing less work overall but doing the work we do 
better and more efficiently and effectively. 
 
6.5 This work will continue during 2011-12 and three particular priorities will 
be:-  
 

• Undertaking a rigorous and mandatory assessment of all consultation, 
engagement and involvement proposals at a very early stage, in order to 
identify those projects that are not a priority and will not be pursued and 
also those that are a priority and don’t just need to be done but need to 
be done in a demonstrably exemplary manner.  

 

• Exploring how digital technologies could be better deployed to make   
engagement work cheaper, quicker, more responsive, more relevant  
and more convenient for residents and businesses.  

 

• Using every opportunity to keep down the costs of consultation 
exercises; minimise duplication and to make best use of the analysis 
and information that is collected.  

  
 
7  RECOMMENDATIONS 
 
7.1 Members of the Policy Overview and Scrutiny Committee are asked to 
NOTE the contents of this report and COMMENT on the priorities identified in 
section 6 above. 
 
 
 
Director:  Jill Rawlins 
Title:   Interim Director of Communications and Engagement 
Contact Number: 01622 694015 
Email Address: jill.rawlins@kent.gov.uk 
 

Contact Officer:  Andrew Bose 
Title:    Project Manager 
Contact Number: 01622 694518 
Email Address:  andrew.bose@kent.gov.uk 
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1 Communities Directorate 2010/11 
 
The Communities Directorate included a wide range of services.  Some 
services are “universal” such as Kent Libraries and Archives, consumer 
advice and registering births, marriages and deaths. Some are more directly 
targeted towards particular client groups who are vulnerable or require 
particular support services, for example, the Youth Offending Service (YOS).  
 
Some manage both of these relationships, for example the Youth Service, 
Community Wardens and the Adult Education Service. Others such as 
Trading Standards and YOS also have a regulatory role. There are also 
teams whose roles are strategic or involve commissioning external providers, 
for example, Emergency Planning; Sport, Leisure and Olympics; Arts 
Development and KDAAT. Their direct day-to-day contact with residents and 
end-users in the county is therefore limited but they nevertheless ensure that 
the views and aspirations of their stakeholders are well understood.  
 
This paper gives a short summary of the consultation and involvement 
activities carried out by the Directorate between April 2010 and March 2011. 
 

1.1 Consultation  

 
The Directorate undertook the following formal “set-piece” consultations 
during 2010/11: 
 

§ Kent Libraries and Archives maintained its consultation and engagement 
activity (including equality analyses) with communities about the layout 
and service provision being planned within several library building 
projects. 

§ KDAAT consulted with partners, service providers and service users on 
proposals to change the way services are commissioned and delivered 
in West Kent. A number of changes were made to the draft service 
specification as a result of the feedback received during the consultation. 

§ Community Learning and Skills carried out a consultation with learners 
and non-learners as part of its review into adult education 
concessions available for older customers. The process was started in 
Q4 2010/11, with fieldwork carried out during April and May 2011. The 
consultation informed the decision taken by the Cabinet Member on 9 
June 2011 and highlighted the need to promote the range of existing 
support packages available to mitigate the impact of the change.  

§ Kent School Games (see box below) 
 

1.2 Participative events 

 
§ Youth Takeover Week – in November 2010, Kent Youth Service 

worked closely with the Office for the Children’s Commissioner to 
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organise a number of events during which young people shadowed 
officers and Members from across KCC to gain real insight into the 
decision making that takes place each day. A “Question Time” style 
event was also held, giving young people on opportunity to come along 
and put their questions to KCC Cabinet Members and the Chair of the 
British Youth Council. 

§ dance 4 your life is a dance and health programme especially designed 
for young people aged 14 years old. It focused on young people taking 
part in creative dance and research based activity. dance 4 your life took 
place across the North Kent Local Authority Arts Partnership region. The 
final research report and recommendations is available on KCC’s 
website.  

§ User Groups and Forums – several services run or host standing 
user groups or forums to help them better understand the views and 
opinions of service users. They are often asked for comments on 
particular issues or plans, and will also raise their own points with the 
services. Kent Libraries, KDAAT, Community Learning and Skills and 
the Youth Service all have groups and forums in place. 

§ Kent Youth Theatre Festival (see box below) 
 

1.3 Ongoing engagement and research 

 
§ Continuing consultation and engagement to inform the development of 

Involving the Whole Community; the Kent Approach to Literacy and 
Reading. [Further details are due to be published on kent.gov.uk 
shortly.] 

§ Youth Service User Evaluation is really about the day-to-day business 
of running a youth centre or project and engaging young people with 
regular feedback and evaluation on the session they have just 
participated in.  This took place with a range of methodologies across 
the Service and feedback was used regularly in session and programme 
design and delivery. 

§ YOS participation involves ongoing “business as usual” activities 
undertaken to better understand the reasons why children and young 
people are either at risk of or involved in offending and to identify their 
service requirements. The learning from the aggregated outcomes has 
been used to inform two recent reports, one on the Deter Young 
Offender Cohort and the other on the custodial population – these were 
prepared to assist YOS in reviewing the needs of these populations and 
our capacity through the partnership arrangements to meet them. 

§ CLS Learners’ Views Survey under Framework for Excellence – 
collects learners’ views about the various aspects of the learning journey 
(doing so is a requirement of the Skills Funding Agency - SFA). Learners 
taking qualification courses had access to an online SFA survey via an 
external website.  All teachers advised learners of website and details 
for access. We are still awaiting the results from the SFA. 

§ Sport, Leisure and Olympics held discussions with District leisure 
officers, the 2012 Sport Sectoral Task Group and district Sports 
Development officers about the 17 day gap between the end of the 
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Olympic Games and the beginning of the Paralympic Games. These 
discussions led from what activities partners would be doing in that 
period to a wider concept of developing 2012 as the Kent Year of Sport, 
that all partners could link to.  

 

1.4 Feedback and evaluation 

 
Much of the Directorate’s consultation and involvement activity tended to be 
embedded, ongoing work such as user groups, comment cards and 
satisfaction surveys.  
 

§ Library Satisfaction Surveys - the annual Library User survey 
(February 2011) highlighted some very positive customer perceptions of 
the library service.  This is evident from the investment in the service 
through the Modernisation Programme, upgrades in ICT and 
improvements in the books.  Staff helpfulness and overall satisfaction 
with the service have increased in the 2011 results. Other satisfaction 
surveys were carried out for remote services and Ask A Kent Librarian. 

§ The Youth Service User Survey highlighted the importance of specific 
services to local young people and also identified the key factors behind 
attendance as well as the main outcomes young people experienced 
through being involved in youth work. The results were used to inform 
curriculum development and the final report was circulated to all youth 
centres who took part and discussed at all area team meetings and 
Youth Advisory Groups 

§ Youth Service peer inspection - The Peer Inspection of Voluntary 
Organisations took place in October 2010 with final report published in 
December 2010.  An inspection programme was agreed and young 
inspectors were trained and supported to carry out the inspection 
alongside officers. The results informed the development and planning 
of work within the voluntary sector and development of service review 
planning and the report was discussed at Youth Advisory Group 
meetings. 

§ Registration Service – carried out its usual series of satisfaction and 
customer feedback surveys across the range of its services and 
ceremonies. Results remain strong with satisfaction levels in typically in 
the 90% – 100% range. Results have been used, for example, to inform 
the Service’s marketing strategy and to inform decision-making around 
rolling out the pilot scheme to train Library staff to register births and 
deaths across Kent. 
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Evaluating and improving what we do 
 
Kent School Games 2010 consultation 
 
The Sport Leisure and Olympics service leads a Kent 
School Games Executive Group, made up of partners and 
other stakeholders. This group is used to discuss and 
disseminate plans. Senior Managers on the Group also 
report to the Cabinet Members for Communities and CFE 
on progress. 
 

Kent School Games 2010 consultation also included: 
 

§ Reporting and feedback on welfare issues, with health and safety 
advisors 

§ Informal feedback from young people participating in the 2010 games 
§ Formal monitoring and evaluation of the Games, via professionals and 

adult volunteers involved in the running of the Games e.g. Team 
Managers (including School Sport Partnership staff), Sports Managers 
and facility managers. 

 
While feedback was generally positive, some recommendations have been 
made to the Kent School Games Executive Board. The results are being used 
to help inform and shape the development of the Kent School games in 2012, 
for example around welfare arrangements and administration.  
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Shaping services 

 
KDAAT West Kent substance misuse service specification 
 
This consultation aimed to find out what 
service users, their families, friends & carers, 
drug workers, organisations providing drug or 
alcohol treatment services, local 
organisations and anyone who wishes to 
express a view felt about the proposed 
service model set out in the  
draft service specification. 
 
The key principles for the West Kent Substance Misuse Service were 
developed through discussions with the KDAAT partnership’s Adult Joint 
Commissioning Group (JCG), Executive Board and with:  

§ Kent’s Community Safety Partnerships  

§ Local GPs  

§ KDAAT’s Service User Expert Group 

 
A public and stakeholder consultation on the full draft service specification 
was launched on 1 February 2011 and closed on 4 March. Publicity for the 
consultation included:  

§ An email alert to all drug and alcohol service providers  

§ Internal and external partners  

§ Information, documents and forms published on the KDAAT website  

§ Consultation directory on the KCC consultation database  

§ Alerts to the Kent Local Involvement Network (LINk)  

§ Newsletter items in Inside Track, and NHS West Kent’s PCT newsletter  

§ KDAAT Service redesign newsletter  

§ KCC external website and intranet  

 
Responses to the consultation were gathered through:  

§ Five public consultation events across Kent  

§ An event for service providers  

§ Online response forms on the KDAAT website  

 
The feedback received at the consultation events highlighted some 
misunderstandings among staff and service users about the purpose and 
requirement of competitive tendering within KDAAT’s commissioning cycle. 
KDAAT is seeking to address this by developing an easy to understand guide 
to the KDAAT commissioning framework.  
 

Specific feedback and examples of how it changed the Service Specification 
are outlined in the Consultation Report available from KDAAT’s website 
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Youth participation 
 
Kent County Youth Theatre Festival 2010 

Kent County Youth Theatre Festival 2010 took place on 3 and 4 July in 
Maidstone and was a great success! 
  
250 young people from across Kent came together for a 
weekend of workshops and performances. The theme was 
‘Welcoming the World’ and the festival achieved the Inspire 
Mark, which means it was officially part of the 2012 Olympic 
and Paralympic Games!  
 
Artists delivered workshops including Mask, Physical theatre, Musical theatre, 
Ensemble Theatre, Set Design and Contemporary Dance. Participants 
enjoyed professional performances from StopGAP – the leading European 
Dance and Disability Company and Propeller - Edward Hall’s all male physical 
Shakespeare company.  14 Youth Theatres offered a spectacular 
collaborative performance which included a procession and a mass 
performance in British Sign Language. 
 
Kent Arts Development captured feedback and comments on the festival and 
surrounding programme, in terms of delivery, impact and value, and how a 
festival and programme could be developed, improved and impact widened. 
Film, evaluation forms and 1:1s were used to capture feedback from young 
people, youth arts leaders and artists.   
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By:    Head of Democratic Services 
 
To:   Customer and Communities Policy Overview and Scrutiny 

Committee   
   15 September 2011 
 
Subject:  SELECT COMMITTEE - UPDATE   
 
Classification: Unrestricted 
 

 
Summary: This report updates Members on the progress of the Select 

Committee on the Student Journey  
 

 
Select Committee – “The Student Journey”. 
 
1.  (1)  The Select Committee under the Chairmanship of Mr Kit Smith 
has nearly completed its evidence gathering sessions and has interviewing key 
stakeholders including representatives from business, education and obtaining 
evidence from young people. It will continue gathering evidence until October 
2011. 
 
(2) The Committee met on 1 September 2011 to signpost areas for possible 
recommendation, the outcome of this is set out the APPENIDX to this report.   
  
(3)      It is intended that the Select Committee will submit its final report to the 
Cabinet in April 2012 and to County Council in May 2012. 
 
 Suggestion for a Select Committee topic reviews  
 
2.  At the meeting of this Committee, under its Crime and Disorder remit on 
8 July 2011 it was agreed that a proposal for a Select Committee topic review 
on Domestic Abuse would be submitted to the Scrutiny Board on 28 September 
2011 for their approval.   
 

Recommendations 
 

4. Members are to comment on and note the draft areas for 
recommendation proposed by the Select Committee on the Student Journey, 
and to note the proposal to seek approval for a Select Committee on Domestic 
Abuse.   
    

  
 
Denise Fitch  
Tel No:  01622 694269 
e-mail:   denise.fitch@kent.gov.uk 

Background Information:  Nil 
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APPENDIX  
 

Select Committee – The Student Journey  
 
 

Update 
   
 The Select Committee has started its evidence gathering sessions and 
has interviewed key stakeholders including KCC officers, representatives of 
local businesses, academics, and representatives of careers education and 
apprenticeships services.  It will continue gathering evidence until October 2011 
by visiting businesses, schools and colleges, and by interviewing young people. 
 

Potential areas for recommendation that have emerged so far include the 
following. 
 

 

• Promote at strategic, county-wide level, the adoption of mechanisms that 
genuinely strengthen the link between local educators and businesses, 
and that enhance the employability of young people in Kent (for example, 
develop links between Vocational Skills Centres and local businesses, 
develop the role of Planning Forums, etc.). 

 

• The way careers education and information, advice and guidance are 
taught in schools in Kent should be more consistent.  It is suggested to 
promote and produce an “employability passport” for each student, which 
includes a checklist of activities and objectives every student must 
achieve in order to reach adequate employability standards.  Also, in 
order to ensure good quality and consistent advice and guidance, KCC 
should develop with partner organisations a county-wide kitemark 
scheme. 

 

• Evidence indicates that young people lack the “soft skills” (for example, 
punctuality, professionalism and motivation) that employers seek in 
potential employees. Also, careers education in schools is often taught 
too late.  Finally, the business community - as well as the Wolf Report - 
points out that young people’s literacy and numeracy standards when 
completing compulsory education are generally inadequate. 

 

• The great majority of businesses in Kent are small or medium-sized.  
Several of these businesses may find it challenging to invest time and 
resources in order to offer apprenticeship and work experience 
programmes.   Kent County Council should develop further its important 
strategic role by increasing its support, advice and guidance to 
employers offering apprenticeships and work experience programmes.  
Red tape and bureaucracy should be cut to promote the setting up of 
apprenticeships by employers, and their take up by young people.   

 

• About 5% of young people aged 16-18 in Kent are not in education, 
employment or training.  As powerful collaboration structures between 
learning and skills providers already exist, KCC could encourage them to 
agree voluntary targets to reduce the number of young people who could 
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potentially become NEETs when leaving school or college.  A pilot 
scheme could initially be run for this purpose. 

 

• Normally young people in Kent go through their education with a view to 
having three optional endings: continue their education, employment or 
unemployment.  The option of being more entrepreneurial and of 
becoming self-employed should be promoted, and more information 
should be offered to young people about the support and guidance 
available to them.  

 

It is intended that the Select Committee will submit its final report to the Cabinet 
in April 2012 and to County Council in May 2012.  
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