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WHAT BENEFITS WILL THESE PROPOSALS BRING TO COPELAND RESIDENTS? 
These proposals ensure the continued delivery of customer services to the residents of 
Millom.  
 
WHY HAS THIS REPORT COME TO THE EXECUTIVE? 
This report provides the Executive with an overview on the proposal to provide 
customer services to the residents of Millom from a new location provided by the 
County Council; the Millom Hub. 
 

RECOMMENDATIONS: 
To note the progress with providing customer services to the residents of Millom from 
a new location provided by the County Council; the Millom Hub. 
 

 
1. BACKGROUND 

1.1. Copeland Directs main role is to provide an efficient and effective customer 
focused contact centre for all of Copeland Borough Council (CBC) services, 
ensuring that all customers receive a high level of service and have their query 
resolved professionally and efficiently. Copeland Direct provides their expertise 
to back offices where there is a high demand for service i.e. Elections, Annual 
billing, Waste enquiries, bulky collections and Environmental Health. The Team 
also provide Payment processing support for the majority of back Office 
functions. 

1.2. Copeland Direct assists with over the counter enquiries at reception (Current 
Covid-19 restrictions apply presently) incoming emails and phone channels at 
two sites – Whitehaven and Millom. 

1.3. Our service provision within Millom is currently located within Millom Library. 
This Cumbria County Council (CCC) owned building also hosts the Library and 
until recently Millom Town Council. The service is delivered by two members of 
staff who work over a four day period in line with the Library Opening hours and 
days. The Benefits Team also provide a member of staff on a daily basis to assist 
with protracted enquiries. An interview room is available for confidential 
enquiries. The current lease agreement with CCC is a Peppercorn Lease. 



  
1.4. The current location commonly known as the Red Brick Building, St Georges 

Road, Millom is no longer fit for purpose – it is neither wind nor water tight and 
the rear of the building is currently condemned due to the ingress of trees and 
shrubbery that is now visible in the rear stairwell. This area is now out of bounds 
to staff and members of the Public. As such significant investment is needed to 
bring the building up to an acceptable standard and CCC have advised that they 
do not have the significant financial resources, estimated at c£1m, to enable this. 

1.5.  Alternative accommodation options were explored – The Bradbury Building 
owned by Age Concern adjacent to the Library was initially considered however, 
Age Concern made the decision to sell the building. The former Barclays Bank 
was also investigated but the unrealistic cost of the lease and the significant 
square footage of the building this site was also deemed non-viable. 

1.6. CCC identified the Hub on Salthouse Road, Millom as suitable premises to 
relocate the Library and have offered CBC customer services the opportunity to 
relocate to a customised reception area and Interview Room. This move is 
subject to an extensive refurbishment project and investment by CCC of £500k. 

1.7. CCC propose to move to the new site mid April 2021. Services that require 
installation prior to occupation from CBC perspective are the installation of BT 
Cables for Internet/digital capability. Current lead times as per BT SLA’s are a 
minimum of 4 to 6 months at a cost of circa £24k; this will be met from existing 
budgets. 

1.8.  In terms of the future of the Red Brick Building Sellafield UK and CCC have 
identified a need for a touchdown hub to be located in Millom Town Centre and 
have identified the Red Brick Building. Under the proposals, the building would 
be regenerated and converted into offices, subject to negotiations and 
consultation. The main aim is to create flexible workspace for employees of the 
Nuclear Decommissioning Authority and as such create a ‘touchdown’ hub for 
the Sellafield UK employees   

1.9. The red brick building, when agreement reached by Sellafield Ltd for funding and 
renovated, will see a touch down hub created for Sellafield employees at a cost 
of circa £1m. 

1.10. Once renovated the Millom Hub will provide increased integration between CCC, 
CBC and third party sectors. There will be increased economic regeneration for 
the Town due to increased foot fall from Sellafield employees. This also supports 
the strategy to reduce on site Sellafield employees; reducing traffic flow and 
Carbon Emissions. 

1.11.  The proposed move to the Millom Hub for the Library and Copeland Direct 
means the loss of a visible presence in the Town Centre and potential 



  
accessibility issues due to poor transport links. CCC is however exploring 
community transport alternatives; such as voluntary driver schemes to assist 
where a bus service is not available to ensure access for our most vulnerable 
residents. 

2. CONCLUSIONS 

2.1. Whilst there is recognition that a central location would be preferable to both 
CCC and CBC, investment is needed to bring the Red Brick building up to a safe 
habitable standard that is unaffordable.  

2.2. The overall solution is a great example of public agencies working efficiently and 
effectively together across One Public Estate; government’s aim is to use the 
public estate to boost economic growth, regeneration and integrate public 
services. With the Sellafield investment in to the Red Brick Building it would 
guarantee the legacy of the building for future generations and provide an 
increased footfall Sellafield employees. Furthermore, maintaining a service 
provision within Millom in a fit for purpose building at both County and District 
demonstrates the level of the continued commitment towards the needs of our 
residents.  

3. STATUTORY OFFICER COMMENTS  

3.1. Legal comments are: There are no legal issues arising from this recommendation.  

3.2. The Monitoring Officer’s comments are: To be provided at the meeting. 

3.3. The Section 151 Officer’s comments are: Contained within the report. 

3.4. EIA Comments: N/A 

3.5. Policy Framework: N/A 

3.6. Other consultee comments, if any: N/A 

 


