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Summary  
 Under the Local Government Measure 2009, Local Authorities have a 

duty to make arrangements to secure continuous improvement and to 
account for it.   

 In April 2016 full Council approved the eight Improvement Objectives 
in the Improvement Plan for 2016-18. 

 The Improvement plan 2016-18 sets objectives for a 2 year period  
 This report offers details of our progress in delivering the Improvement 

Objectives described in the Improvement Plan during the first year 
(2016-17). 

 Overall progress against the plan for 2016-17 is assessed as being 
‘good’, with most Improvement Objectives performing well,  Excellent 
progress has been made for the objective ‘Ensuring people have the 
right social services to meet their needs’. 

 2016/2017 is the sixth consecutive year where the number of informal 
(stage 1) complaints received has decreased since recording of the 
corporate process began in 2011. 

 
 

Proposal To note the content of this report and to commend areas of successful service 

delivery. 
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Background 
Appended to this reported is a review of the progress made against the Improvement Plan 
during 2016/17. This document enables the council to fulfil its statutory duty to make 
arrangements for continuous improvement and to account for them. 
 
The review details progress towards the eight Improvement Objectives identified in the 
Improvement Plan 2016-18 which spans 2 years and an assessment of how successful the 
council has been in delivering them during the first year. The eight Improvement Objectives 
are linked to the six themes in the Corporate Plan 2012-17. 
 
Overall progress against the plan during 2016/17 is assessed as being ‘good’, with most 
Improvement Objectives performing well; the objective: ‘Ensuring people have the right 
social services to meet their needs’ was assessed as excellent. 
 
National Measures 
The council also reports some performance indicators nationally; these are Public 
Accountability Measures (PAM) and Social Services Performance Measures (SSPM).  
Performance for these measures in 2016/17 has also been assessed. PAMs and SSPMs will 
be referred to as national measures in this report. 
 
All Wales data for 2016/17 will be provided in a separate report once the data has been 

released by the Data Unit Wales. 

 
Financial Summary 
 
There are no direct financial implications from this report.  
 
Risks 
 

Risk Impact  of 
Risk if it 
occurs* 
(H/M/L) 

Probability 
of risk 
occurring 
(H/M/L) 

What is the Council doing or 
what has it done to avoid the 
risk or reduce its effect 

Who is 
responsible for 
dealing with the 
risk? 

That the 
council’s plans 
and projects 
do not have 
the desired 
impact on the 
city 

H M The council will assess the 
impact of its actions on an 
on-going basis and enable 
adjustments to actions and 
policies to be brought forward 
as the need arises  

Heads of 
Service / 
Strategic 
Directors 

That major 
impacts are 
not properly 
monitored due 
to faulty 
assessment of 
risk and/or 
impact 

H L Quarterly reporting to 
Cabinet, together with 
opportunity for scrutiny 
reviews will enable 
adjustments to monitoring 
regime to be implemented as 
the need arises  

Heads of 
Service / 
Strategic 
Directors 

That on-going 
monitoring 
impedes 
progress on 
project 
delivery 

H L The assessment criteria for 
monitoring progress are 
designed to ensure 
monitoring is proportionate to 
impact and purpose. This will 
be reassessed as part of the 
on-going reporting process  

Cabinet / 
Strategic 
Directors 

* Taking account of proposed mitigation measures 



 

 

 
 
Links to Council Policies and Priorities 
 
This report directly links with all of the council’s priorities identified in the Corporate Plan and 
the Improvement Plan 2016-18.   
 
As outlined in the report there is also a link to the Well-being Objectives agreed in March 
2017, these will form part of the new Corporate Plan and Improvement Plan from 2017 
onwards.  
 
Options Available and considered  
 

1. To accept the report  
2. Not to accept the report 

 
Preferred Option and Why 
 
Preferred option is 1. Accepting the report will enable the Council to fulfil its statutory duty 
and to publish the report before the deadline of 31st October 2017. 
 

Comments of Chief Financial Officer 
 
The financial implication of individual projects relating to the Improvement Plan are reported 
as part of the on-going medium term financial planning and budget monitoring processes 
and in that respect, having clear responsibility and accountability for delivering the projects 
and managing resources is key. 
 

Comments of Monitoring Officer 
 
The details set out in this report reflect the requirements of the Local Government Measure. 
The approach for monitoring progress against corporate priorities and strategies is 
consistent with the council’s performance management framework and risk management 
principles  
 

Comments of Head of People and Business Change 
 
There are no direct staffing implications as a result of this report. The Improvement Plan 
2016-18, gives clarity of vision which should help employees, managers and stakeholders 
understand our corporate priorities, how they are being assessed and what this means for 
individuals.   
  
The Improvement Plan 2016-18 demonstrates the council’s commitment to improving the 
lives of citizens and also plays a part in the council’s contribution to the Wellbeing of Future 
Generations (Wales) Act 2015, the Sustainable Development Principle has been considered 
during the development of the plan and its objectives.  The improvement objectives will also 
contribute to the council’s wellbeing objectives which form the basis of the Corporate Plan 
2017.  Ultimately they will add value to the council’s contribution to the Wellbeing Goals for 
Wales, ensuring that the needs of current generations are met without compromising the 
ability to meet the needs of future generations. 

 
Comments of Cabinet Member 
 
The Chair of Cabinet has been consulted and has agreed that this report goes forward to 
Council for consideration. 
 



 

 

Local issues 
 
No local issues. 
 

Scrutiny Committees 
 
Street Scene, Regeneration and Safety Scrutiny Committee, Draft Improvement Plan 2016-
18 
Community Planning and Development Scrutiny, Draft Improvement Plan 2016-18 
Learning, Caring and Leisure Scrutiny Committee, Draft Improvement Plan 2016-18 
 

Equalities Impact Assessment and the Equalities Act 2010 
 
An EIA was completed for the Improvement Plan 2016/17 
 

Children and Families (Wales) Measure 
 
Although no targeted consultation takes place specifically aimed at children and young 
people, consultation on planning applications and appeals is open to all of our citizens 
regardless of their age.  Depending on the scale of the proposed development, applications 
are publicised via letters to neighbouring occupiers, site notices, press notices and/or social 
media.  People replying to consultations are not required to provide their age or any other 
personal data, and therefore this data is not held or recorded in any way, and responses are 
not separated out by age. 
 

Wellbeing of Future Generations (Wales) Act 2015 
 
The Wellbeing of Future Generations Act 2015 came into force in April 2016, this sets the 

context for the move towards long term planning of services.   

 

The Improvement Plan objectives directly contribute to each of the council’s well-being 

objectives and the overall well-being goals for Wales. 

 

Well-being Objective Contribution to Well-being Goals Link to Improvement Plan Objective 
 

To improve skills, 
educational outcomes and 
employment 
opportunities 
 

A prosperous Wales 
A more equal Wales 
 

4 – City Regeneration and 
Development 
5 – Supporting young people into 
education, employment or training 
6 – Ensuring the best educational 
outcomes for children 
 

To promote economic 
growth and regeneration 
whilst protecting the 
environment 

A prosperous Wales 
A resilient Wales 
A Wales of vibrant culture and thriving 
Welsh Language 
A globally responsible Wales 
 

4 – City Regeneration and 
Development 
7 – Increasing recycling 

To enable people to be 
healthy, independent and 
resilient 

A healthier Wales 
A resilient Wales 
A more equal Wales 
A prosperous Wales 
A Wales of cohesive communities 

1 – Improving independent living for 
older people  
2 – Ensuring people have the right 
social services to meet their needs 



 

 

A Wales of vibrant culture and thriving 
Welsh Language 
A globally responsible Wales 
 
 

To build cohesive and 
sustainable communities 

A more equal Wales 
A Wales of cohesive communities 
A Wales of vibrant culture and thriving 
Welsh Language 
A globally responsible Wales 
 
 

3 - Ensuring people have access to 
suitable accommodation 
8 – Preventing Offending and Re-
offending of young people 
4 – City Regeneration and 
Development 
 

 

 
Crime and Disorder Act 1998 
 
Section 17(1) of the Crime and Disorder Act 1998 imposes a duty on the Local Authority to 
exercise its various functions with due regard to the likely effect of the exercise of those 
functions on, and the need to do all that it reasonably can to prevent, crime and disorder in 
its area.   
 

Consultation  
 
The objectives in the improvement plan were chosen based on the results of consultation 
with the public, members and staff. 
 

Background Papers 
 
Council Report “Corporate Plan 2012-2017” (25/09/12) 
Cabinet Report: Improvement Plan Priorities 2016-18  
Street Scene, Regeneration and Safety Scrutiny Committee, Draft Improvement Plan 2016-
18 
Community Planning and Development Scrutiny, Draft Improvement Plan 2016-18 
Learning, Caring and Leisure Scrutiny Committee, Draft Improvement Plan 2016-18 
Performance Board, Draft Improvement Plan 2016-18 
Cabinet Report:  Improvement Plan 2016-18 
Cabinet Report:  Improvement Plan Quarter 1 Update (17/09/16) 
Cabinet Report:  Improvement Plan Quarter 2 Update (01/12/16) 
Council Report:  Improvement Plan Review for 2017-18 (23/01/17) 
Cabinet Report:  Improvement Plan Quarter 3 Update (20/03/17) 
Cabinet Report:  Improvement Plan Quarter 4 Update (14/06/17) 
Cabinet Report:  Improvement Plan Year End Review (13/09/17) 
 
Dated: 
 
 
 
 
 
 
 
 
 
 
 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Annual Review of the Improvement 
Plan 2016-18 
 

 

  



 

 

Contents 

 

Summary .............................................................................................................................. 9 

Progress against objectives ................................................................................................ 10 

Summary Table of Progress Against Improvement Plan Objectives .................................... 12 

Improvement Objectives in Detail ........................................................................................ 14 

Improvement Objective 1 .................................................................................................... 15 

Improvement Objective 2 .................................................................................................... 17 

Improvement Objective 3 .................................................................................................... 21 

Improvement Objective 4 .................................................................................................... 23 

Improvement Objective 5 .................................................................................................... 25 

Improvement Objective 6 .................................................................................................... 29 

Improvement Objective 7 .................................................................................................... 32 

Improvement Objective 8 .................................................................................................... 35 

Equalities and the Welsh language ..................................................................................... 38 

Corporate Complaints and Compliments ............................................................................. 39 

Partnership work and collaboration ..................................................................................... 41 

Wales National Measures analysis...................................................................................... 42 

 

  



 

 

Summary 
 

The following report outlines progress the council has made in the first year against 

achieving the goals set out in the 2016-18 Improvement Plan. 

 

The 2016-18 Improvement Plan was based on the key themes that form the Corporate Plan 

2012-17; the change this year has been that there are eight Improvement Objectives spread 

across the themes and the Improvement Plan is set for a two year period.  The performance 

for each objective is summarised below.   

 

The 2016-18 Plan has been successful during the first year and has achieved an overall 

rating of good – green.  Despite an ever increasing drive to realise savings and an 

unprecedented internal economic climate, the Plan demonstrates solid performance.  Overall 

progress against the Improvement Plan Objectives in 2016/17 is assessed as being ‘good’, 

with most Improvement Objectives performing well.  A key area of excellent progress is 

‘Ensuring people have the right social services to meet their needs’. 

Each of the eight Improvement Plan objectives is linked to a Corporate Plan theme as listed 

below: 

 

Corporate Plan theme: A Caring City  

1. Improving independent living for older people 

2. Ensuring people have the right social services to meet their needs 

 

Corporate Plan theme: A Fairer City 

3. Ensuring people have access to suitable accommodation 

 

Corporate Plan theme: A Learning & Working City 

4. City regeneration and development 

5. Supporting young people into education, employment or training 

6. Ensuring the best education outcomes for children 

 

Corporate Plan theme: A Greener and Healthier City 

7. Increasing recycling 

 

Corporate Plan theme: A Safer City 

8. Improving outcomes for youth justice 

 

 

 



 

 

 

 

 

Progress against objectives 
The following outlines the progress made in each of the objectives as listed under their 

Corporate Plan theme. 

Newport is a Caring City 

 

1. Improving independent living for older people – Acceptable - Amber 

Objective: Working with Aneurin Bevan University Health Board and partner agencies  
Neighbourhood Care Networks (NCN’s) have been developed comprising all Primary Care, 
health and social care community providers operating across the West, East and North of 
the city with boundaries which broadly coincide with the Team around the Cluster 
boundaries, and they have a adopted range of priorities to improve the health and wellbeing 
of the population, many of which are contributors to the Health and Wellbeing theme work to 
deliver the Newport Single Integrated Plan.  
 

This objective is rated amber – acceptable; There has been a positive improvement 
overall, all actions are on track; however, there are 2 red measures. 
 
 

2. Ensuring people have the right social services to meet their needs – Excellent – 

Green Star 

Objective: We will help people identify and fulfil the outcomes they want to achieve, where 
possible utilising their ideas and preferences with an emphasis on co-production and use 
their own ideas and resources. We will help people with care and support needs to stay safe 
whilst promoting their independence and control whilst supporting positive risk taking 
through the provision of high quality care and support services. 
 
This objective is rated Green Star - excellent; All actions and measures are on track. 
 
 

Newport is a Fairer City 

 

3. Ensuring people have access to suitable accommodation – Good – Green 

 
Objective:  To ensure that people have access to suitable accommodation.  For most 
people, their homes are the foundation for everyday life and are critical to their quality of life.  
Most households are able to find homes through owner-occupation, the social rented sector 
or, increasingly, the private rental market but we need to make sure that the supply of 
housing is aligned to local housing needs and that there is help available for individual 
households who cannot find homes or whose housing is unsuitable, in poor condition or at 
risk. 
 
This objective is rated green - good; All actions are on track, good progress has been 

made throughout the year. 

 



 

 

 

 

 

Newport is a Learning and Working City 

 

4. Developing and regenerating the City – Good – Green 

 
Objective:  The objective goes hand-in-hand with the delivery of the Council’s ten-year 
Economic Growth Strategy ‘People, Places, Prosperity’, which will continue to drive Newport 
forward as ‘an area of visible change, with high aspirations, high achievement and shared 
prosperity’. 
 
This objective is rated green - good; All actions are on track, good progress has been 

made throughout the year. 

 
 
5. Supporting young people into education, employment or training – Good - Green 

Objective:  Evidence from work undertaken by Professor David Egan (on behalf of the 
Joseph Rowntree Foundation) suggests that efforts to prevent young people from becoming 
NEET have a more profound long term impact than work undertaken to support young 
people who are NEET back into provision. The Improvement Objective of ‘Supporting Young 
people to remain within education, employment or training’ focuses on early identification, 
information sharing and additional, specific provision to meet the needs of young people. 
 

This objective is rated green - good; All actions are on track, good progress has been 

made throughout the year. 

 
 
6. Ensuring the best educational outcomes for children – Good - Green 

 

Objective:  To ensure all our pupils are effectively engaged in education so that they can 

attain the best possible educational outcomes. This includes vulnerable learners that may be 

at risk of not reaching their expected level of attainment. 

 

This objective is rated as green - good; All actions are on track, good progress has been 

made throughout the year. 

 
 

Newport is a Greener and Healthier City  

 

7. Increasing recycling – Good - Green 

 

Objective: To ensure Newport delivers the Welsh Government objectives for the increasing 

of recycling and the European targets for diversion of waste from landfill, every recycling and 

diversion opportunity available to the city must be explored and where applicable, 

implemented. The diversion of residual municipal waste from landfill will largely be covered 

by the operation of Prosiect Gwyrdd and Cwm-y-Fory. Therefore, this objective will largely 

focus on encouraging businesses and residents within the city to recycle more which will 

maximise the potential currently being classified and treated as residual waste. 

 



 

 

This objective is rated as green - good; All actions are on track, good progress has been 

made throughout the year. 

 

Newport is a Safer City 

 

8. Improving outcomes for youth justice- Acceptable - Amber 

 

Objective: The principle aim of the youth justice system, established by section 37 of the 

Crime and Disorder Act 1998, is to prevent offending by children and young people. This 

relates to prevention of antisocial behaviour and offending; appropriate use of Out of Court 

Disposals to divert young people from the criminal justice system; reducing the rate of 

proven re-offending and reducing the proportion of young people sentenced to custody. In 

line with Welsh Government and Youth Justice Board policy, we believe that prevention is 

better than cure and that children are young people first and offenders second. 

 

This objective is rated amber – acceptable; There has been a positive improvement 
overall, however, some actions are falling short of planned outcomes and there are 3 red 
measures. 

 

Summary Table of Progress Against Improvement Plan Objectives 

 

Report produced in… September December March June 

To show status for…. Q1 Apr-Jun Q2 Jul-Sept Q3 Oct-Dec Q4 Jan-Mar 

1. Improving Independent   
Living for Older People 

Green Green Green Amber 

2. Ensuring people have the 
right social services to meet 
their needs 

Amber Green Green Green Star 

3. Ensuring people have 
access to suitable 
accommodation 

Green  Green Amber Green 

4. City Regeneration and 
Development 

Amber Green Green Green  

5. Supporting young people 
into education, employment or 
training 

Green  Green Green Green  

6. Ensuring the best 
educational outcomes for 
children 

Green Star Green Green Green 

7. Increasing recycling 
 

Amber Green Green Green 

8. Improving outcomes for 
youth justice 

Green Green Green Amber 

OVERALL Good Good Good Good 



 

 

National Measures summary 

In 2016/17 there were 46 National Measures, these include Public Accountability Measures (PAMs) and 

Social Service Performance Measures (SSPMs).  The points below highlight the council’s performance 

in 2016/17 for the national measures overall: 

 

 45.6% of national measures have performed better than target 

 48% of national measures have performed better than last year (25 measures with comparable 

data) 

 

All Wales data for 2016/17 will be provided in a separate report once the data has been released by the 

Data Unit Wales.  All Wales data is due to be released 13th September 2017. 

 

WAO proposals for improvement  

During 2013/14 the council received its Corporate Assessment from the Wales Audit Office (WAO) 
containing six recommendations for action.  Progress has been made towards delivering the Wales Audit 
Office proposals for Improvement and recommendations.   
 
The WAO returned to conduct a follow-up review of the Corporate Assessment 2014/15, this resulted in 
removal and revisions to the original recommendations and PFIs and the addition of a recommendation.  
A further review of the Corporate Assessment was carried out by the WAO in 2015/16; this reduced the 
number of recommendations from 7 to 4 which shows that the council has improved despite continuing 
financial and legislative pressures. 
 

Additional detail on these actions can be found at the end of this report.  

 

Links and further information: 

Improvement Plan 2016-18 

Improvement Plan Summary 2016-18 

Corporate Plan 2012-2017 

Performance Management webpages 

 

Have your say 

Newport City Council is committed to improving our services and it is important that we listen to what the 

community have to say. We welcome your comments or suggestions at any time of the year. 

If you have any comments, would like any further information, or to request a copy of this Improvement 

Plan review please contact: 

 

Corporate Performance Team 

Newport City Council 

Civic Centre 

Newport 

NP20 4UR 

 

Email: performance.management@newport.gov.uk 

Telephone: 01633 656656 

 

 

 

http://www.newport.gov.uk/documents/Council-and-Democracy/About-the-council/Improvement-Plan-2016-2018-FINAL.pdf
http://www.newport.gov.uk/documents/Council-and-Democracy/About-the-council/Summary-Improvement-Plan-2016-2018-31MAR16.pdf
http://www.newport.gov.uk/stellent/groups/public/documents/plans_and_strategies/cont688084.pdf
http://www.newport.gov.uk/_dc/index.cfm?fuseaction=improvement.homepage
mailto:performance.management@newport.gov.uk


 

 

Improvement Objectives in Detail 
This section discusses the Improvement Objectives in more detail.  An overall assessment of each of the objectives has been made based on 

the following: 

 

An overall evaluation of progress is made using the following criteria.  

Status Evaluated as Explanation 

Green 
Star 

 Excellent All actions and measures are on track 

Green 
 

Good Actions and measures are on mostly on track, one or two falling marginally short 
of planned targets 

Amber 
 

Acceptable Some actions and measures have deviated from plan and are some are falling 
short of planned targets 

Red 
 

Improvement Required Actions and measures are of concern and are mostly falling short of planned 
targets 

 

 

 

 
             New measure – no comparable data 

 
 
 



 

 

Improvement Objective 1 

 
 
 
 
 
 
 
 
 
 



 

 

 
 
 

 
 
 
 
 



 

 

Improvement Objective 2 

 
 
 



 

 

 
 
 
 
 
 
 
 
 
 
 



 

 

 
 
 
 
 
 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Improvement Objective 3 

 
 
 

 
 
 



 

 

 
 
 
 

 



 

 

Improvement Objective 4 

 
 



 

 

 
 
 
 
 
 
 
 
 
 
 



 

 

Improvement Objective 5 

 
 
 



 

 

 



 

 

 

 
 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Improvement Objective 6 

 
 
 



 

 

 
 
 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Improvement Objective 7 

 
 



 

 

 



 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Improvement Objective 8 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

 
 



 

 

 
 
 



 

 

 

 
 
 

Equalities and the Welsh language 

Equalities 

In March 2016, a new Strategic Equality Plan (SEP) was published by Newport City Council identifying nine equality objectives that the 

authority would measure itself against over the next four years.  

In the past 12 months we have made positive progress towards meeting our equality objectives and evidence some of the hard work that have 

been carried out to promote equality of opportunity for all. The Strategic Equalities Plan Annual Report was approved by Cabinet in June 2017.  

It reflects the work that has been carried out in the previous year and identifies priorities for the coming years.  

The Fairness and Equality Impact Assessments (FEIAs) have been reviewed to ensure that statutory requirements and other policy 

considerations such as the Welsh language, Fairness and the Well-being of Future Generations Act are appropriately reflected in our decision 

making processes.  Consultation with the public, and subsequent FEIAs, was a key priority in the budget setting process for the 2017-2018 

budget.  

https://democracy.newport.gov.uk/documents/g6888/Public%20reports%20pack%2014th-Jun-2017%2016.00%20Cabinet.pdf?T=10


 

 

The Strategic Equalities Group (SEG) has been reconvened and have met regularly throughout the year to take a strategic lead on the 

implementation of the equalities agenda as well as monitor the delivery of the SEP. The SEG is chaired by the Cabinet Member for Finance 

and Resources and has representation from elected members, Fairness Commission and officers. 

 

Welsh 

This year (2016/17) has been the first full year of implementing the majority of the Welsh Language Standards which came to force on the 30th 

of March 2016.  

 
The Welsh Language Annual Monitoring Report  was approved by Cabinet in June 2017 and reflects on the substantial progress made in the 

last year, and the work identified for the coming years. 

 

The implementation of the Welsh Language Standards continues to remain on the council’s Risk Register however the risk level has now been 

reduced to Medium Risk.    

 

In order to mitigate the level of risk, we have implemented the Standards in a systematic way, with resources identified for translation and roll-

out of the Standards.  To improve accountability, the Welsh Language Implementation Group, which has representation from all services; 

meets monthly and also reports progress to the Strategic Equalities group (see above).  

 

We have consulted on a 5 Year Welsh Language Plan for Newport and feedback received indicate that residents value the language and are in 

favour of services and education being made available in the medium of Welsh for those who request for it.  Council approved the 5 year Plan 

in March 2017 and we will be working with local partners to implement the Plan in the coming years.  

 

Corporate Complaints and Compliments  

Complaints 

2016/2017 is the sixth consecutive year where the number of informal (stage 1) complaints received has decreased since recording of the 
corporate process began in 2011. 
 
This reduction in informal complaints received could be interpreted in a number of ways: 

 There are fewer services now provided by the council. 

https://democracy.newport.gov.uk/documents/g6888/Public%20reports%20pack%2014th-Jun-2017%2016.00%20Cabinet.pdf?T=10


 

 

 There may be an overall improvement in the quality and timeliness of service provision so customers do not wish to make as many 
complaints. 

 There may be an overall improvement in communications so customers have a better understanding about the services that the council 
does and does not supply; therefore the services provided meet their expectation. 

 Initial complaints are being dealt with by the service area (as per the policy) but are not being recorded centrally on CRM. 
 
Stage 2 complaints decreased slightly compared to the previous year, down from 34 to 30. This may indicate that; 

 Customers are receiving a better service and response when they are raising informal complaints, meaning that customers are satisfied 
with the council’s first attempt to resolve the complaint. 

 Officers have become better at responding to informal complaints, with quality responses provided in a timely way. 
 
Some of the formal (Stage 2) complaints received were raised due to failure to respond, or delays in responding to informal (Stage 1) 
complaints. This was the reason given for 36% of the Stage 2 complaints the council dealt with. 
 
Reviewing the reasons for the remaining Stage 2 complaints indicates that, where customers had already received a response, Stage 2 
complaints from customers were because they were unhappy with the outcome and response they received at Stage 1 – however when 
reviewed by a senior officer none of the outcomes at Stage 1 were amended due to any new findings.  
 
The number of complaints that customers submitted to the Ombudsman following the two-step process increased significantly year on year, 
from 9 to 28.  The Ombudsman has recently issued tighter deadlines for organisations to respond to their enquiries within 1 week. Although the 
council has been able to negotiate longer response times when appropriate, these stringent timescales represent an increased pressure on 
limited resource. This has been communicated to the Ombudsman as part of the all-Wales Complaints Forum at which the council has 
representation. 
 
Of the 297 complaints received, 27 were closed or cancelled as they were not complaints. This may have been because an initial request for 
service had not been submitted first, or because there was an appeal process to follow instead.  
 
44 complaints remain open at this time, leaving 253 complaints that were reviewed and investigated as appropriate. Following review and 
investigation, 101 complaints were upheld and a further 52 complaints were partially upheld. 86 complaints received were not upheld. 
 
Proportionally the percentage of total complaints not upheld is slightly less than the previous year (33% down to 27%). The percentage of the 
total complaints received that were fully or partially upheld has increased from 38% in 2015/2016 to 49% in 2016/2017. 
 
 

 



 

 

Compliments 

A total of 127 compliments were recorded in 2016/2017, the annual total was only one less than the 128 received in the previous year. 
In balance the service areas that receive the most complaints are also the areas that received the most compliments as they are the most 
visible frontline services.  
 
Streetscene and City Services account for almost all compliments received – this is in part due to the high visibility of these services to the 
public.  The compliments recorded for Streetscene are largely due to swift action taken as a response to a customer request. Customer 
Services received most of their compliments for the helpful and pleasant nature of staff providing an efficient and friendly service. 
 
Law and Regulation also receive many compliments for the work that the Registrars carry out. 

 

Partnership work and collaboration  
Newport City Council is committed to working in partnership on a number of service delivery areas with a variety of partners, in 2016/17 the 

council collaborated extensively with other partners and stakeholders across service areas. 

The Well-being of Future Generations (Wales) Act 2015 established the Pubic Services Board – One Newport.  The members of the board and 

papers for the year can be found on the One Newport website, this year the PSB have developed the well-being assessment for Newport with 

partners and are in the process of developing the Well-being Plan.  

The One Newport Single Integrated Plan (SIP) Board oversees the delivery of the current SIP; and the council works collaboratively with a wide 

range of groups and organisations including NEETS groups,  Financial Inclusion Forum, Hate Crime Forum,  PREVENT to tackle extremism; 

the Community Cohesion Group;  Armed Forces Forum, SE Wales adoption service; the SE Wales safeguarding children board; Gwent 

Safeguarding Adults Forum; Employability and Skills Group , Prosiect Gwyrdd;  Domestic Abuse forum; Newport Schools Admissions 

Forum;  Regional Welsh Education Forum; All Wales Education Safeguarding Group.  The partners listed here provide a ‘flavour’ of the kinds of 

partnership and collaboration work being undertaken and it should be noted that this list is not exhaustive.   

The level and range of partnership and collaboration work is significant and as such it is not possible to list every agency or stakeholder that 

works alongside the council.  The 2016/17 published service plans reviews provide a more comprehensive compendium of those organisations 

that work with the council.  

Please click on the link below to access the 2016/17 Service Plan Reviews  

https://intranet.corporate.newport/sites/live/Pages/Service-Plans.aspx  

http://onenewportlsb.newport.gov.uk/oneNewport/One-Newport-Homepage.aspx
https://intranet.corporate.newport/sites/live/Pages/Service-Plans.aspx


 

 

Wales National Measures analysis  
Target setting principles were introduced in March 2015 to help increase levels of performance when compared to other Welsh Authorities; this made 
our targets challenging but more meaningful at a national level.  The following 3 principles were applied; 
 

1. Improve on previous year performance and, where relevant; 

2. Be set at least at the Wales average or, 

3. Be set above quartile 4 levels. 

 

All Wales data for 2016/17 will be provided in a separate report once the data has been released by the Data Unit Wales.  All Wales data is due to be 

released 13th September 2017. 

 
Year- end actual data for all national measures can be seen in the table overleaf. 



 

 

  



 

 



 

 

Wales Audit Office Recommendations and Proposals for Improvement  
The table below shows the progress made towards the Recommendations and Proposals for Improvement made to the authority by the Wales Audit 

Office. This was reported to Cabinet in the Wales Audit Office Action Plan that was considered at the July Cabinet meeting 

 

Updated Action Plans in Response to Corporate Assessment Recommendations  

 
Action plan to address WAO Recommendations 
 
 

Completed actions are highlighted in grey 
 
 
Recommendation 1 
 

 

Ref Planned Actions  Completi
on Date 

Progress to date Planned next quarter Responsible 
Officer 

1.1  Chief Officers will view all decision 
making reports and conclude on 
whether they are of sufficient quality 
before submission to the decision 
making and scrutiny processes. 

March 
2017 

Cabinet reports are received by 
SLT for consideration of content 
and quality before submission 
to the Cabinet cycle. 

This is now embedded in the process, no 
further actions planned. 

Chief Executive 

1.2  Heads of Service will ensure that 
appropriate quality assurance processes 
are implemented within their service 
areas to ensure that reports are of an 
acceptable quality and standard before 

July 2017 Reports will be considered by 
Heads of Service before 
consideration by SLT and 
submission to the decision 
making or scrutiny process 

To continue this process and assess its 
effectiveness 

Chief Executive 

Recommendation 1 The Council should ensure that Members are routinely and transparently considering robust information at the earliest 
opportunity to enable them to inform, take, and challenge choices and decisions effectively, and ensure that decisions are 
recorded and reported transparently. 

WAO’s Intended 
outcome/benefit 

Decisions and scrutiny are based on consideration of up to date and accurate information. 

Decisions are accurately recorded on a timely basis on the Council’s decision making tracker so the public are able to easily 
find and understand what decisions have been taken and by whom. 

Responsible Officer Chief Executive   
Head of Law & Regulation 

https://democracy.newport.gov.uk/documents/g6889/Public%20reports%20pack%2019th-Jul-2017%2016.00%20Cabinet.pdf?T=10


 

 

Ref Planned Actions  Completi
on Date 

Progress to date Planned next quarter Responsible 
Officer 

submission for inclusion in the decision 
– making or scrutiny processes  

1.3  All Cabinet, Cabinet Member and 
delegated officer decisions are properly 
recorded, including background 
information, options and reasons for 
those decisions, in accordance with the 
Council’s constitution and legislative 
requirements. Minutes of Council and 
Committee meetings are also recorded 
accurately, approved at subsequent 
meetings and published in a timely 
manner.  All decisions, background 
reports and minutes are published on 
the Council’s web site, with a search 
engine to enable decisions to be tracked 
and easily found. 

July 2017 The new template is now being 
used. An updated template has 
also been made available for 
reports to Scrutiny    

Keep under review  Head of Law & 
Regulation 

 
 
 
 
 
 
 
 
 
 
 
 
 
  



 

 

 
Recommendation 2 
 

Recommendation 2 The Council should address with more urgency the weaknesses in its governance arrangements that underpin its decision 
making to support improvement. This would include: 

 strengthening committee work programming arrangements to ensure they are timely, meaningful, informative, 
transparent, balanced, monitored, and joined up; 

 reviewing and updating the Council’s constitution ensuring that roles, responsibilities and accountabilities are clear, 
and that all Members understand and apply their respective roles in relation to each other without compromising 
independence; 

 empowering Members to be more proactive and accountable for their roles and responsibilities; 

 strengthening scrutiny arrangements to more effectively inform and challenge policies, options, decisions and 
actions, and hold Cabinet Members, officers, partners and others to account more robustly to drive an increased 
pace of progress and improvement; and 

 strengthening and mandating member and officer development and learning programmes based on competency 
assessments to improve skills and understanding to enable them to undertake their roles more effectively. 

WAO’s Intended 
outcome/benefit 

 The areas of focus of each of the committees is clear, linked to corporate priorities, regularly updated and 
considered in an open forum. 

 The Council’s constitution accurately reflects existing arrangements and clearly sets out roles and responsibilities. 

 Members are able to fulfil their roles effectively and are held to account for these roles. 

 Scrutiny is used effectively to inform policy development and hold Cabinet Members and officers to account for 
performance. 

 Members and officers are equipped and supported to undertake their roles. 

Responsible Officer Head of Law & Regulation 

 
 

Ref Planned Actions  Completion 
Date 

Progress to date Planned next quarter Responsible 
Officer 

2.1  To develop the use of Committee pre-
meetings in order to focus challenge 
more effectively and improve the 
quality of questioning. (Scrutiny AR 
Action 1) 

July 2017 Pre-meetings are continuing for the 
new scrutiny committees 
 
 

We have planned questioning and 
chairing training for September 
  

Head of Law & 
Regulation 

2.2  To introduce an effective system for 
scrutiny of the Public Services Board, in 

By April 
2018  

 

A new scrutiny committee structure 

was agreed at this year’s AGM, 

The new committee for partnership 
scrutiny has been appointed and will 

Head of Law & 
Regulation 



 

 

Ref Planned Actions  Completion 
Date 

Progress to date Planned next quarter Responsible 
Officer 

response to the statutory duty placed 
on scrutiny by the WFGA (Scrutiny AR 
Action 2) 

including a separate committee for 

partnership scrutiny. 

 

start training and developing its work 
programme over the summer. 
 
 

2.3  To introduce a new report template to 
improve the quality and focus of the 
information that is presented to 
Committees (Scrutiny AR Action 3) 

By November 
2016 meeting 
cycle 

A new template has been introduced 
and is in use.   

Continue to review and amend as 
necessary, to improve the quality 
and focus of information that is 
presented to the Committees.   
 

Head of Law & 
Regulation 

2.4  To continue to develop the links 
between Scrutiny and Auditors / 
Inspectors / Regulators, in particular to 
support work programming and 
training (Scrutiny AR Action 4) 

Ongoing Outcomes of the peer review with 
Caerphilly and Monmouthshire will 
be reported in the Scrutiny Annual 
Report. 

Further links with AIRs will be 
reviewed once the new committees 
are up and running. 

Head of Law & 
Regulation 

2.5  To continue implementation of the 
Public Engagement Strategy agreed in 
2015 (Scrutiny AR Action 5) 

By April 2017 Implementation ongoing.  We are in 
the process of reviewing the website 
content.    

The new Chairs will need to review 

the Public Engagement Strategy for 

the new Council term. 

Head of Law & 
Regulation 

2.6  Cabinet work programmes are 
presented to each cabinet 
meeting  

 

By April 2017 This has been implemented and  is 
ongoing  

Implemented Head of Law & 
Regulation 

2.7  The Democratic Services Committee   
are reviewing the various elements of 
the Constitution 

 

Ongoing This has been implemented and  is 
ongoing  

Implemented Head of Law & 
Regulation 

2.8  To develop the use of Committee pre-
meetings in order to focus challenge 
more effectively and improve the 
quality of questioning. (Scrutiny AR 
Action 1)  

 
July 2017 

See 2.1 above  Head of Law & 
Regulation 

2.9  To introduce a new report template to 
improve the quality and focus of the 
information that is presented to 

By November 
2016 meeting 
cycle 

See 2.3 above  Head of Law & 
Regulation 



 

 

Ref Planned Actions  Completion 
Date 

Progress to date Planned next quarter Responsible 
Officer 

Committees (Scrutiny AR Action 3) 

2.10  To develop the use of Committee 
pre-meetings in order to focus 
challenge more effectively and 
improve the quality of 
questioning. (Scrutiny AR Action 
1)  

 

 
July 2017 

See 2.1 and 2.8 above  Head of Law & 
Regulation 

2.11  To continue regular meetings of the 
Chairs of Scrutiny, the Scrutiny Officer 
Team and leading Members of the 
Executive, to ensure a positive 
relationship continues, and workloads 
are coordinated effectively (Scrutiny AR 
Action 6) 

Meetings 
already 
diarised 

We need to plot these meetings now 
the new Council and administration 
is in place. 

We need to plot these meetings now 
the new Council and administration 
is in place. 

Head of Law & 
Regulation 

2.12  To develop an appropriate role for 
Scrutiny within the new arrangements 
for managing performance, and 
building on the existing measures for 
service plan monitoring (Scrutiny AR 
Action 7) 
 

By December 
2017 

We are introducing a new system for 
performance reporting, including 
scrutiny consideration.  

To finalise and implement the new 
system for performance reporting.    

Head of Law & 
Regulation 

2.13  To update and deliver the training and 
seminar programme for Members, 
including training to support: - Budget 
scrutiny - Performance scrutiny - 
Implementation of the Wellbeing of 
Future Generations Act (Scrutiny AR 
Action 8) 

July 2017 Training for the new Committees is 
underway. 

Review ongoing training programme. 
 

 

Head of Law & 
Regulation 

2.14  To work with current Members to 
develop an effective scrutiny induction 
programme for Elected Members after 
the 2017 election. (Scrutiny AR Action 
9) 

July 2017 Programme implemented. Review ongoing training programme. 
  

Head of Law & 
Regulation 

 
 



 

 

Recommendation 4 
 

Recommendation 4 The Council must continue to develop its people management arrangements, to ensure it has the capacity and 

capabilities necessary to change and improve. In doing so, it should:  

 continue to develop its draft Workforce Plan and associated action plans by, for each action: allocating 

responsibility to an officer and setting a deadline for completion; and 

 in the absence of a formal approach to 360-degree feedback for all staff, address manager inconsistency in 

carrying out appraisals and ensure all staff receive a constructive and developmental appraisal to support job 

performance. 
 

WAO’s Intended 
outcome/benefit 

 The Council has effective workforce planning arrangements in place, which will help it deliver its vision and priorities. 

 Staff appraisals are consistently undertaken and to a good standard and these are used to inform staff development. 

Responsible Officer Head of People & Business Change 

 
Action Update 

Ref Planned Actions  Completion 
Date 

Progress to date Planned next quarter Responsible 
Officer 

4.1  Creation of a workforce plan review 
group  

February 
2016  

 

Completed  Head of People 
& Business 
Change 

4.2  Publication of workforce plan June 2016 Completed  Head of People 
& Business 
Change 

4.3  Second version of workforce plan in 
place for 2016/17 

June 2016 Completed  Head of People 
& Business 
Change 

4.4  HR Business Partners to meet with 
Head of Service to discuss 
workforce objectives for 2016/17 

June 2016 
onwards 

Completed  Head of People 
& Business 
Change 

4.5  2016/17 objective for workforce 
planning set in both service planning 
and individual objectives 

May 2016 Completed  Head of People 
& Business 
Change 

4.6  Carry out self-assessment audit to 
assess current performance and 
identify future priorities 

December 
2016 

Completed  Head of People 
& Business 
Change 

4.7  Conduct enhanced training on December Completed  Head of People 



 

 

Ref Planned Actions  Completion 
Date 

Progress to date Planned next quarter Responsible 
Officer 

workforce planning for all HR/OD 
officers 

2016 & Business 
Change 

4.8  Feedback to managers on quality of 
appraisals sampled 

October 2016 Feedback provided on sample of 
appraisals 

 Head of People 
& Business 
Change 

4.9  Options to review current processes 
are investigated to bring about 
technology in the PM cycle and 
modernise the system 

July 2017 Currently on a pilot for new 
performance management 
system to move to a continuous 
performance management 
process instead of an annual 
appraisal 
 
Pilot was conducted from January 
– March 2017 with a group of 100 
employees across all service 
areas.  
 
Review of the pilot was 
successful and contracts have 
been agreed to implement full roll 
out across the Council.  
 
Sessions have been taking place 
with senior managers to explain 
the project and a full comms plan 
will come out to employees later 
in July 

Make determination as to 
whether to proceed and roll 
out across the Council. 
Plan roll out of training and 
support to use the system 
 
 
Roll out is fully planned and 
has commenced with senior 
managers.  
 
Comms to staff will 
commence in July 2017. 
 
KPI will be amended to show 
% of successfully achieved 
objectives 

Head of People 
& Business 
Change 

4.10  Review of Coaching for 
Performance course and 
recommendations made on future 
procurement 

August 2016 Review undertaken and we will 
continue to run the course but 
add additional coaching support 
in the form of ILM qualifications 

Implemented Head of People 
& Business 
Change 

4.11  Solutions identified to offer both 
coaching and mentoring ILM 
qualifications 

August 2016 ILM in coaching and mentoring 
has been identified and a cohort 
of 14 managers signed up – this 
commenced January 2017 

Implemented Head of People 
& Business 
Change 

4.12  Creation of action learning set 
network 

October 2016 ILM in action learning sets 
identified and offered to 

Implemented Head of People 
& Business 



 

 

Ref Planned Actions  Completion 
Date 

Progress to date Planned next quarter Responsible 
Officer 

managers but take up low at this 
point. 
Informal action learning set took 
place in one service area in 
November 
Focus will be on coaching at this 
time 

Change 

 
  



 

 

Recommendation 5 
 

Recommendation 5 To strengthen the arrangements that enable the Council to scrutinise its improvement objectives. In doing so, the Council 
should: 

 Enable Members to effectively challenge and scrutinise service performance: 
 ensure that meeting agendas allow for sufficient time for Members to focus on (broad) underperformance; and 
 provide training on effective challenge and scrutiny for Members. 

WAO’s Intended 
outcome/benefit 

Members are given accurate and timely information to enable them to challenge performance and progress against 
improvement objectives effectively. Remedial action is identified and taken forward. 
Performance is frequently discussed and challenged by scrutiny and members have sufficient time to do so. 
Members have the necessary skills to challenge and scrutinise effectively. 

Responsible Officer Head of People & Business Change 

 
Action Update 

Ref Planned Actions  Completion 
Date 

Progress to date Planned next quarter Responsible 
Officer 

5.1  New Performance reporting framework 
in place ensures more information is 
provided to scrutiny and Cabinet 
Members in a timelier manner. 

Framework 
agreed by 
Cabinet and 
Scrutiny Chairs 
September 
2016 

This has now been implemented No further action planned Head of People & 
Business Change 

5.2  New performance management system 
will allow information on performance 
to be more visible and readily available 
around the authority. 

New System 
Implemented 
April 2016 
Further 
development 
continues. 

Further work has been carried out 
on the system by Performance 
Management Officer. 
Development plan in progress and 
further training has been rolled out. 
There are now many more users 
who can access the system to view 
and comment on performance. 

The system will continue to be 
developed 
 
 

Head of People & 
Business Change 

5.3  Exception dashboards and reports for 
service plans highlight key areas. 

July 2017 New Service plan template is in use 
for the 2017/18 service plans and 
new peer review process has been 
introduced 
 
 

The Service Planning process 
and template will be reviewed 
on an annual basis to ensure 
that process continues to work 
and is adapted to the changing 
environment in which the 

Head of People & 
Business Change 



 

 

Ref Planned Actions  Completion 
Date 

Progress to date Planned next quarter Responsible 
Officer 

council operates. 
 
A new reporting framework will 
be developed in conjunction 
with Scrutiny. 
 

5.4  Performance reports that go to Cabinet 
now go to the Scrutiny Chairs for 
Information. 

Framework 
agreed by 
Cabinet 
September 
2016 

This has now been implemented, 
detailed improvement plan Cabinet 
update sent to Scrutiny for 
information for Q1  

No further actions planned, this 
will be ongoing. 

Head of People & 
Business Change 

5.5  Heads of Service have regular briefing 
meetings with Cabinet Members who 
in turn brief the Leader of the Council. 

Framework 
agreed by 
Cabinet 
September 
2016 

Heads of Service have had regular 
briefing meetings with Cabinet 
Members.  Cabinet Members then 
brief the Leader of the Council. 

This is now embedded, no 
further actions planned. 

Chief Executive 

5.6  We have put in place a training and 
seminar programme for Scrutiny 
Members, and we have also introduced 
pre-meetings to improve the focus and 
challenge of Member questions. We 
are also developing the new induction 
programme for May 2017 which will 
include focus on effective challenge. 

Systems in 
place and in 
ongoing 
development 
Induction 
programme 
from May 
2017 

Induction programme delivered. 
 
 
 

Review ongoing training 
programme. 
 
 

Head of Law & 
Regulation 

 
 
 
  



 

 

Wales Audit Office Proposals for Improvement 
 

Ref Proposal Progress update to the end of March 2017 Actions planned next 

quarter 

Expected 

close down 

date 

Responsible 

Officer 

1. The Council should: 
Provide Cabinet with a 

more detailed update of 

progress in addressing 

our Corporate 

Assessment and its 

Follow-up 

recommendations to 

facilitate more active 

discussion and challenge 

of progress. 

Cabinet have received the Review of 
progress in addressing the Corporate 
Assessment and Corporate Assessment 
Follow-up recommendations 2015/16. 
The Quarterly update on progress against 
the Corporate Assessment 
Recommendations and Proposals for 
improvement is now considered by cabinet 
as a report in its own right. 
 
The reporting process outlined in response 
to Recommendation 1 (ref 1.1 and 1.2) will 
ensure that sufficient detail is included. 
The Quarterly update is now submitted to 

Chief Officers prior to submission to Cabinet 

to ensure that enough detail has been 

included. 

No further action 

planned. 

January 2017 Head of People 

& Business 

Change 

2. Review the timespan for 

completion of return to 

work interviews. 

We have rolled out People 
Manager on ITrent to managers in the 
organisation. 
We anticipate that this action will shorten 
the length of time to complete return to work 
interviews and will increase the percentage 
of returns within the timeframe. 
 
All managers are now enrolled on using 

People Manager on ITrent and are 

completing sickness information directly on 

the system themselves. 

Further consideration of 
the removal of the paper 
form and move to an 
online form. 
 
We are working towards 

removing all paper forms 

in HR activity and are 

investigating the option 

of building an iTrent form 

so that the RTW 

discussion can take 

place electronically and 

therefore remove the 

September 

2017 

Head of People 

& Business 

Change 



 

 

Ref Proposal Progress update to the end of March 2017 Actions planned next 

quarter 

Expected 

close down 

date 

Responsible 

Officer 

form. This should result 

in a much higher 

percentage (if not all) 

RTW’s taking place 

within the 7 day timeline. 

3. Review whether it has 

appropriate capacity 

within its People and 

Business Change 

service area to 

strengthen workforce 

planning. 

Workforce Plan 2016/17 published and all 
service areas have completed their template 
for the year with their workforce planning 
objectives identified. 
HR Business Partners are working 

proactively with Heads of Service to discuss 

their templates as part of normal business 

discussions and each member of the HR 

team has contribution towards the workforce 

planning progress report. 

Currently working on a 
longer term workforce 
plan for the organisation 
which will match up to 
the next People Plan – 
i.e. a 5 year plan for both  
 
HRD network are piloting 
workforce planning 
template and we intend 
to see whether this tool 
is appropriate for 
Newport. 
 
HR Business Partners 
will move towards 
greater emphasis on 
workforce planning 
support to the 
organisation by a 
restructure which 
introduces HR Advisors 
to pick up employee 
relations casework – this 
will provide greater 
capacity to HR Business 
Partners to focus more 
on workforce planning. 

September 

2017 

Head of People 

& Business 

Change 

 


