
BRECKLAND DISTRICT COUNCIL

Report of: Mark Dally, Regional Partnership Director  

To: Overview and Scrutiny Commission, 25 January 2018

Author: Stephen Ottewell, National Director Planning and Building Control, Capita 
Local Government

Subject: Capita Breckland Partnership – Progress Update for Improvement Plan 

Purpose: To provide an update on the progress made since October 2017 on 
improvements and enhancements to the technical services, including 
Planning and Building Control, provided by Capita on behalf of Breckland 
Council

Recommendation(s): 

1) That the content of the report be noted

1. PURPOSE OF REPORT 

1.1 This report seeks to provide information to the Overview and Scrutiny Commission on the 
progress made since the previous Capita report tabled at the Special Meeting on the 3rd 
October 2017. 

2. BACKGROUND SUMMARY  

2.1 The minutes of the 3rd October 2017 meeting outline the issues discussed by the 
Commission and these have been summarised and categorised below.

Service Improvement Plan  

2.2 The report summarised the Service Improvement Plan (SIP) which highlights the key 
areas for further development and covers:

 Responsiveness to Members
 Engagement with applicants
 Engagement with key stakeholders
 Working relationship between Officers

2.3 Progress against these issues are reviewed on a regular basis and overseen by the Joint 
Capita/Breckland Strategic Board. This report provides a further update on the progress 
made since October 2017. 

Staffing 

2.4 The loss of several senior staff had led to a situation where some applicants had 
experienced multiple case officers dealing with their applications. Members of the 
Commission debated the need for Capita to do more to recruit locally and to retain the 
best staff. Given the recent pressures caused by departures, there was also a question 
about staff welfare.     



Services other than Planning  

2.5 It was concluded that most of the services operated by Capita on behalf of Breckland 
were performing well. Reference was made to the strong level market share achieved by 
Building Control and the work of Planning Policy to provide the Council’s emerging Local 
Plan. 

2.6 The message we have taken away therefore is that the handling of planning applications 
creates a disproportionate level of ‘noise’ for the Council and for Councillors; and that it is 
improvements to the planning function that need to be prioritised. 

Growth 

2.7 The Commission highlighted that Breckland Council had expected an income from the 
contract with Capita and there was concern that there was not enough information in 
Capita’s Business Plan in relation to growth and what could be provided. We highlighted 
growth was difficult and that we felt that getting the Breckland contract right and building 
our local reputation would help. 

2.8 There was a concern as to why the anticipated growth locally had not been achieved. The 
challenge set by the Commission was for us to work harder to achieve the growth and 
shared profit originally anticipated.

Stakeholders 

2.9 Feedback from the Commission and the from the Parish Council representatives in 
attendance at the meeting was that communication needed to improve. Specific examples 
were raised about the allocation of s106 monies, and concerns that the team had been 
failing to proactively monitor and control developments through the construction phase. 

2.10 Planning enforcement matters where highlighted. Parish Councils are concerned that the 
reactive nature of the service fails to ensure swift planning enforcement action is taken 
when the quality of the development does not meet the required standards.   

3. PROGRESS

3.1 After the October Scrutiny Commission, the issues raised have been translated into a 
revised Service Improvement Plan. Key highlights have been set out below: 

 
Staffing 

3.2 Since October 2017 local recruitment in planning has gone well and we have appointed a 
new Head of Development Management (Jon Berry) and a Senior Planning Officer (Fiona 
Hunter). We will continue to try and recruit locally but the Norfolk market is very 
challenging as evidenced by the Golden Hello’s being offered by other Authorities in the 
county.

3.3 A key part of the Capita solution is that we are able to offer resilience at times when 
workloads are high by utilising support from elsewhere. At present Breckland is benefiting 
from some support from our North Tyneside and Belfast operations. Whilst we struggle to 
find experienced, quality staff locally, it is likely that this remote support will continue to be 
part of our resource going forward. 



3.4 A concern was raised at the October Commission about staff retention and morale. 
Remote support is an important factor in this regard as it gives us capacity that can be 
turned on and off. This helps to prevent workloads for staff based locally being increased 
to a level that is untenable. Underpinning this we have introduced a software tool that 
identifies the capacity available in the team. Through this work (called project Vegas) we 
are developing capacity plans which will allow us to match resource to the work as 
applications are submitted.

3.5 Another concern raised by the Commission in October was the failure to retain senior staff 
and frustrations caused when applications have multiple case officers. A revised People 
Plan was presented to the Strategic Board in December 2017. Feedback from the leavers 
in summer 2017 indicated that, for 2 of the 3, their drivers for leaving were flexibility. To 
address this we are working to offer all staff, whatever their function, the opportunity to 
work from home thereby offering greater flexibility for staff to balance their commitments. 
The key to unlocking this potential is deployment of further IT improvements and we are 
working with the Council to secure these.  

3.6 We are keen to continue integrating Capita and Breckland staff, to foster working 
relationships that promote joint working. For example: Capita staff are now attending 
Breckland run training programmes; and Capita has agreed to make a financial 
contribution to sponsor the 2018 Breckland Staff Awards.        

 
Growth 

3.7 It was highlighted at the October meeting that there is frustration that the growth of the 
service that had been anticipated when Breckland entered into the contract with Capita 
has not been achieved. In light if this, we tabled an outline of our growth strategy and 
proposals for revisions of the gainshare Breckland benefits from under the contract at the 
December Strategic Board

3.8 At present the contract provides for a discount for the Council on the annual core charge 
where incomes levels exceeded a defined threshold. This threshold has not been 
exceeded in the past and is not forecast to do so in future meaning no discount would be 
forthcoming. A profit share mechanism is also included in the contract that allows 
Breckland to benefit where the cumulative profits (less costs) at the end of the agreement 
exceed a certain level.

3.9 To help win growth work locally we need Breckland to be a positive and supportive 
reference. Our priority therefore is to focus on securing further improvements to satisfy 
Breckland on the service received. In addition, in order to align our aspirations, we are 
proposing changes to the gain share mechanism which will allow the Council to realise 
immediate benefits from any growth work. This would be an improved position over the 
current growth threshold and we think could be positive for both parties.

Stakeholders 

3.10 The SIP covers the introduction of the Member Engagement Protocol and improved 
arrangements for the Member Liaison Officer. In light of the comments at the meeting in 
October we have ensured that the scope of these includes Town and Parish Council’s. 
The new protocol formalises that we will offer to attend Town and Parish meetings when 
asked so that we can improve communication and understanding.

3.11 The Parish Council representatives at the October meeting asked questions about the 
approach adopted by the Council’s Planning Enforcement Team. We have a commitment 
to produce an Enforcement Plan for Breckland that will set out how we will prioritise 



possible breaches of planning control, and this is timetabled for 2018. In addition, we 
recently promoted the opportunity to Members to call-in enforcement matters to the 
planning committee and a case was dealt with in this way in December. This change is 
designed to allow for escalation in limited situations where there is a concern about the 
course of action adopted. Another concern raised was that we do not actively monitor 
sites under construction. In response we have chosen to increase the size of the team 
and we have advertised an opportunity for a new Trainee. 

4. OPTIONS

4.1 NA

5. REASONS FOR RECOMMENDATION(S)

5.1 NA

6. EXPECTED BENEFITS

6.1 NA

7. IMPLICATIONS

In preparing this report, the report author has considered the likely implications of the 
decision - particularly in terms of Carbon Footprint / Environmental Issues; Constitutional 
& Legal; Contracts; Corporate Priorities; Crime & Disorder; Equality & Diversity/Human 
Rights; Financial; Health & Wellbeing; Reputation; Risk Management; Safeguarding; 
Staffing; Stakeholders/Consultation/Timescales. The report author does not consider that 
there are any likely implications under these headings.

8. WARDS/COMMUNITIES AFFECTED

8.1 All

9. ACRONYMS 

9.1 Service Improvement Plan (SIP)

Background papers:- Report to OSC - 3 October 2017 

Lead Contact Officer
Name and Post: Stephen Ottewell - National Director Planning and Building 

Control, Capita Local Government
Email: Stephen.ottewell@capita.co.uk

Key Decision: No

Exempt Decision: No

This report refers to a Mandatory Service



Appendices attached to this report: (list appendices below or delete)

N/A


