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Copeland Borough Council Delivering Differently Programme 
Progress Update Quarter 3 2016/17

EXECUTIVE MEMBER: Mike Starkie – Elected Mayor
Councillor David Moore, Portfolio Holder

LEAD OFFICER: Fiona Rooney – Director of Commercial & Corporate 
Resources (& S151 Officer)

REPORT AUTHORS: Gillian Butterworth, Policy Officer.

WHAT BENEFITS WILL THESE PROPOSALS BRING TO COPELAND RESIDENTS?

Delivering Differently is the major change programme which underpins the rationale for 
change in Copeland Borough Council. It is designed to bring together and co-ordinate the 
complex portfolio of projects and other work, which will deliver the strategic priorities of 
the Council and supporting delivery of the financial targets within the Council’s Medium 
Term Financial Strategy.

WHY HAS THIS REPORT COME TO THE EXECUTIVE?
(e.g. Key Decision, Policy recommendation for Full Council, at request of Council, etc.)
This report is presented to update the Executive on the progress of the Delivering 
Differently Programme during Quarter 3 of 2016/17

1. INTRODUCTION

The financial challenges faced by the Council are well known. These challenges mean that it 
is essential for us to change the way we work through new service delivery models that 
maximise the potential of our employees and maximise our ability to meet the needs of our 
customers effectively.

The Corporate Strategy 2016-2020 sets out the Council’s priorities and the Delivering 
Differently programme provides the framework of how it will achieve some of the priorities, 
including the delivery the Council’s mission statement: “To make Copeland a better place to 
live, work and visit”.

The Delivering Differently Programme includes:
 Growth Projects: including those linked to the Nuclear Industry.
 Customer Projects: delivering better services for less cost and/or delivering 

more for the same cost.  

RECOMMENDATIONS:

The Executive is recommended to:
(i) Note the progress made against the Delivering Differently Programme
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 Business Projects: including new ways of working and new service delivery 
arrangements.

2. THE DELIVERING DIFFERENTLY PROGRAMME PRIORITIES 
To ensure that resources are being allocated to right projects within the Delivering 
Differently Programme, the following have been highlighted as key priorities for the 
Council:
Priority 1 – Working Differently Programme – Accommodation Strategy, Agile Working.
Priority 2 – Commissioning and Procurement – Future Delivery of Services, Procurement 
Strategy
Priority 3 – Growth
Priority 4 – Service Delivery – making sure that the day-to-day business of the Council 
continues during these significant changes.
Priority 5 – Customer Strategy and Digital Access Improvements.

3.  PROGRESS TO DATE

3.1 GROWTH THEME

3.1.1 Masterplan process for our four key towns 
Whitehaven Masterplan is complete to Phase 1, which provides an initial overview of 
options and recommendations for areas of growth and integration of the Moorside 
AD sites.  Phase 2 is now underway which will start to test and prioritise those 
options through engagement with stakeholders, against the planning framework and 
economic evaluation, alongside further discussion with NuGen. 

 Masterplans for the remaining three towns (Cleator Moor, Egremont and Millom) 
are underway to Phase 1, which will add spatial growth and recommendations for 
each of those as well, including integration of NuGen’ s temporary workforce.

3.1.2 Local plan
During quarter 3 a deliverability review was commissioned on our proposed housing 
allocations. Outcomes are expected during quarter 4 and will be regarded in 
conjunction with our Local Development Plan.

3.1.3 Stage 2 consultation for the Moorside Project
Nugeneration Ltd are continuing to review the key messages emanating from the 
Stage 2 DCO consultation that took place during last summer. This work is being 
carried out in tandem with a process of ‘optioneering’ which is reviewing the key 
components of the project proposals. NuGeneration Ltd have previously said that it 
is their intention to ensure that they have the optimised submission for DCO and 
thus will take the time necessary to achieve this. The outcome of both processes is 
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that the final scheme design is likely to change and the environmental assessment of 
impacts will therefore need to be reviewed. Depending on the scale of any potential 
changes to the project design further engagement with stakeholders and/or public 
consultation is likely to be required during 2017. Therefore, this will almost certainly 
lead to re-programming the way forward especially in relation to the date for the 
submission of the DCO application and we await further information on this. In the 
meantime, officers continue to work with County Council colleagues on a range of 
work-streams relating to the assessment of impacts and potential mitigations for the 
project including around Health Impact Assessment, Associated Development sites 
and environmental matters.

3.1.4 National Grid’s North West Coast Connections Project 
Stage 2 consultation for the North-West Coast Connections Project, which was 
launched by National Grid in October, ran until 6th January. The proposed National 
Grid 400kV development will provide a connection for the new nuclear power 
station at Moorside to the national network. Following a process of Member 
engagement and a programme of activities to seek the views of local parishes and 
communities on the proposals, the Council’s consultation response was duly 
considered and approved by the Council’s Nationally Significant Infrastructure 
Projects Panel prior to submission. A copy of the Council’s response is available on 
the Council’s website. Key messages in the Council’s response relate to limitations of 
the information made available through the consultation, time limitations placed on 
the consultation period, environmental impacts both generally across the Borough 
and at specific locations, socio-economic implications and opportunities brought 
about by the project and the perceived in-balance between local impact and national 
benefit. National Grid have reported that they have received over 8000 responses 
and are currently reviewing the content with a view to developing their final design 
for the scheme and associated supporting documents for a potential submission 
date of spring/summer 2017, the exact date still to be confirmed.

3.1.5 Partner project with BEC to develop the northern end of the town center and 
harbour side in Whitehaven 
The Government formally announce the regional growth deal allocations, Copeland, 
in partnership with BEC receive confirmation in Jan 2017 of a 4.2-million-pound 
Growth Fund grant. Although less than bid for, the monies offer substantial leverage 
for development of Whitehaven north. BEC are expected to finalise the Whitehaven 
north redevelopment delivery strategy by the end of quarter 4.

3.1.6 The Work and Skills Project 
Good progress continues, with additional outcomes being achieved.  Successful 
sector based schemes have been run with local employers in the food industry and in 
Millom, engaging in local providers such as Millom Network Centre and PEC to help 
deliver the schemes.  The schemes are designed to support many people that are 
currently out of work to gain experience and additional qualifications, but in 
additional both have successful supported Copeland residents into permanent jobs.  
The Partnership, whilst delivering the current programme, have also explored 
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opportunities to expand and enhance provision through other funding routes.  
Recorded annual outputs and outcomes will be provided at the end of quarter 4.

3.1.7 West Cumbria Mining 
Monthly meetings with West Cumbria Mining continue. It is anticipated that WCM 
will submit a planning application in Spring 2017, that application will be submitted 
to Cumbria County Council as they are the relevant Planning Authority in this case. 
Copeland would be consulted on the application and asked to comment. Given the 
nature and scale of the proposal we would report it to Planning Panel before we 
issue any comments back to the County Council. 

3.2 CUSTOMER THEME 
The working group continues to focus on the implementation of the Customer 
Strategy and its priority projects.  Risks and issues are flagged, discussed and 
mitigations considered at each meeting with the following key ones being 
highlighted during the past 6 months and mitigations managed:   Ensuring the new 
website will be fit for purpose, E-Planning, social media responses and updating of IT 
systems.  Progress against key activities in Quarter 3 is highlighted below 

 
3.2.1 Mitel telephony system

The Customer Services Strategy sets out objectives to explore and deliver on how we 
can improve customer experience and the Market Hall and with Copeland Direct.

The Council use the Mitel phone system currently and with a small amount of 
investment the system can provide additional services that will provide smarter ways 
of working, which will allow us to serve the customer better, provide savings in 
monetary value, time and effort.   Improvements to the telephony system will allow 
our customers to self-serve and engage in web-chat with our customer services 
team.

Web-chat is expected to be implemented in three departments during quarter 4, 
namely Revenues, Benefits and Customer Services.  A further call-back element of 
the system will be configured and tested during quarter 4.

3.2.2 Customer Standards
Existing corporate service standards are currently under review and revision.  
Examples of good practice and customer service excellence have been sourced and 
used to compile an A-Z of customer service standards. It is anticipated that this will 
be implemented by the end of quarter 4.  

3.2.3 Customer Flows
A full exercise to understand how our customers currently engage with services and 

Copeland Direct was mapped during quarter 2 and 3.  This has provided the 
opportunity to assess blockages and over handling.  Each service engaging with the 
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flow mapping has taken the opportunity to improve how customers access the Council and 
where roles and activities may need clarifying and improvements agreed and made by the 

services and Copeland Direct.  Areas assisted in the last quarter include Benefits and 
Copeland Direct.
There is scope to carry out process improvements exercises based on the findings.

 3.2.4 Website 
Scope and business case for the Website will recommence in quarter 4 following the 

Back Office Service Reviews, when a full content technical assessment of the new 
website requirements will take place.

Website working group will consult with the members via OSC on the draft business 
case. 

3.2.5 Digitisation

 Waste

The new Webaspx system will allow 5 areas of the Waste Management 
Service to be digitised. This will provide the crews with in-cab technology 
which is visible to the supervisors and Neighbourhood Officers at Moresby as 
well as Copeland Direct.
The screen layouts for the in-cab tech have been finalised 20 Jan for the 
following services;

 Refuse
 Garden Waste
 Recycling
 Bulky Collections
 Trade Waste

In-cab systems are expected to be installed and go live during March 17.  The 
project is currently targeted to be completed by June 2017

 Bereavement

The new digitised system build is in the final stages of testing.
Training will take place on site and be cascaded to the funeral directors who 
will place bookings directly into the system. The ICT infrastructure at the 
Crematorium has been improved with the installation of 3 new PC’s. 

 E-Planning

The in-house provision of an interim solution is no longer a viable option due 
to lack of ICT resource and knowledge. In this context, the risks associated 
with an internal solution are now very significant.
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The team are now looking at a replacement software system right across 
Planning/Building Control and Land Charges which would deliver the on-line 
capabilities required by Planning.

A capital funding bid will be required for this software and timescales 
determined.
Meanwhile, given the importance of securing an e- planning system the team 
are looking at an interim solution with their existing supplier by way of them 
continuing to support the system for the next 12 months.

3.2.6 Changing Places Changing Room at Copeland Pool. 

The contract for the build of this new facility has been awarded, grant funding 
received from Changing Places and work will commence on site 30 January 2017. The 
room will be suitable for customers of the leisure facilities who can utilise the 
changing bed, shower, toilet and hoist as well as visitors/residents who may need to 
use the facilities of the room, additional disabled parking bays are also being 
provided.  Work is expected to take 6-7 weeks to complete.

3.3 BUSINESS THEME

3.3.1 Support Services Review

Consultation on the Support Services Review concluded on 7 November, 2016.  The 
consultation period was extended, at the request of the trades unions.

The final report was then reviewed by Overview and Scrutiny Committee (16 
November 2016), Personnel Panel (17 November 2016) and approved by the 
Executive (22 November 2016).

18 volunteers were accepted for voluntary redundancy and left the Authority during 
December 2016.  The interview process was conducted throughout December with 
80% being confirmed into new or revised roles before the commencement of the 
Christmas Holidays.  The remaining employees will have their interviews in February 
2017.

3.3.2 Working Differently Programme - Accommodation Strategy

The leases for the Copeland Centre were agreed with the Nuclear Decommissioning 
Authority (NDA) and Sellafield Limited at the end of December 2016.  We are 
working with the landlord (Equitex) and their agent to ensure all documentation is 
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authorised to allow the building works to commence. This includes approval from 
the landlord’s funder which is due by the end of January 2017. The Council cannot 
enter any works agreement until all other legal aspects are in place to allow 
Copeland Borough Council to sign the final agreements.

To accelerate progress on this project, we have commissioned some short-term 
project management support to assist in getting this project over the line. The 
Portfolio Holder, Councillor Moore, will provide a verbal update at the Council 
meeting with expected timelines for Copeland staff to move to the Ground Floor and 
Sellafield staff to move in to the Copeland Centre.

3.3.3 ICT Strategy Implementation 

In this quarter the focus has been on the customer theme ICT activities highlighted in 
section 3.2.  A review of the strategy implementation and priorities for 2017/18will 
be undertaken in quarter 4.

3.3.4 Information Governance

The Information Management Strategy, FOI Policy, Data Protection Policy and 
Records retention and Disposal Policy were all completed and submitted to 
Executive and Full Council for approval during quarter 3. 

The draft Record Retention Schedule will be completed during quarter 4. 

The Information Officer has been contacted by NHS Partnership Information Group 
in relation to data sharing protocols and an information sharing gateway, to be 
progressed over quarter 4.  The Council already has several data and information 
sharing protocols in place with key partners.

3.3.5 Commercialisation and Procurement

Two commercial opportunities were progressed through the commercial framework 
during the quarter, the first being a collective switching scheme to help vulnerable 
members of the community to save money on their energy bills.
A business case was produced for the ‘Copeland Big Switch’ which was agreed at the 
meeting of the Executive Committee in November.  The project is now in the 
implementation phase which involves the promotion and marketing of the scheme 
to encourage residents to sign up and take part before 13th February 2017.

The second initiative is the use of Council assets to generate an income stream 
through advertising and sponsorship.  A business case has now been drafted and will 
go before the Council’s Executive Committee for approval in March 2017 along with 
an Advertising and Sponsorship Policy.
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Work has developed significantly regarding the Council’s proposed Energy Company 
in the quarter.  The phase 4 feasibility studies for a district heating network and mine 
water heat pump network prepared by Parsons Brinkerhoff are nearing completion 
and this stage of the work will look to be closed January 2017.

The Income Generation Strategy and Corporate Charging Policy went before the 
Council’s Executive Committee in December as part of the 2017/18 draft budget 
proposals.  A commercial target of generating an additional £50k per year has been 
included as part of the draft budget proposals to demonstrate a commitment to the 
Commercial Strategy.

3.3.6 District Heat Network
A feasibility study has been commissioned on behalf of the Council, the findings of 
which are expected during quarter 4 2016-17.  A decision on how to progress the 
project and applications for capital funding will be made at that point.
 The feasibility study will include considerations for a potential district heating 
network in Whitehaven Town Centre and Eastern Whitehaven and a study into a 
potential district heating network using a Minewater Heat Pump as the chosen 
technology to generate heat.

4. FINANCES
The updated position on finance of the Delivering Different Programme will be included
as part of the suite of 2015/16 outturn reports.

5. CONCLUSIONS
This report outlines some of the achievements and general progress to date in delivering
the Delivering Differently Programme.

6. STATUTORY OFFICER COMMENTS

The Monitoring Officer’s comments are: This report provides a progress update to the
Executive on key projects. Approval of individual projects and project budgets will be
dealt with separately in accordance with the constitution. Legal issues arising from such
projects will be dealt with as part of the approval process and project implementation.

The Section 151 Officer’s comments are: The financial implications of the Delivering
Differently Programme are shown in the Council’s Medium Term Financial Strategy and
2016/17 Budget and Capital Plan.

EIA Comments: The Delivering Differently Programme strives to meet several goals
which includes improving access to services for all our communities. Detailed EIAs have
been carried out on individual projects within the programme where appropriate.
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Policy Framework: Budget and Policy Framework Procedures and Rules are set down tin the
Council’s Constitution.  The Corporate Strategy 2016-2020 sets the framework for priorities 
and delivery.

Other consultee comments, if any: Comments made by the Overview and Scrutiny
Performance Sub-Committee are included within the report.

7. HOW WILL THE PROPOSALS BE PROJECT MANAGED AND HOW ARE THE RISKS GOING
TO BE MANAGED?
The Delivering Differently Programme is a series of projects which are scoped and
managed in accordance with the Delivering Differently Governance Arrangements which
have been previously agreed by the Executive.

8. WHAT MEASURABLE OUTCOMES OR OUTPUTS WILL ARISE FROM THIS REPORT?
Completion of the Programme as planned to assist the Council in delivering the changes 
required to deliver budget savings and efficiencies across the organisation.
Achievement of the financial targets set by the Medium Term Financial Strategy

9.  BACKGROUND PAPERS
Working Papers
Previous DDP Reports


