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No.

53.

54. Increase household
waste recycled and
composted
(LAA192)

We will increase the number of homes in the
domestic sector will cavity wall and loft
insulation:

British Gas partnership

Together with neighbouring boroughs, we will
procure new recycling and waste treatment
contracts to divert more waste from landfill

We will roll out kerbside recycling for plastic, card
and green waste to the whole of the borough 

We will refurbish/replace containers and
signage at Neighbourhood Recycling Centres
and complete introduction of plastics
recycling to all sites

Cabinet Member for
Environment &
Highways 

TTaacckklliinngg  cclliimmaattee  cchhaannccee  bbyy  rreedduucciinngg  CCOO22 eemmiissssiioonnss

LAA/LPSA Outcome Croydon Council Actions

Reduce per capita CO22
emissions in the local
authority area
(LAA186)

We will develop a Climate Change Strategy

We will revise and begin implementing our Air
Quality Action Plan

We will:
Improve energy efficiency of private sector homes 

Increase SAP rating from 78.7 and reduce
emissions in Council homes through a
programme of central heating, double glazing and
insulation

Target

2008/09 2009/10 2010/11

Lead Member(s) Lead Officer(s)

Cabinet Member for Planning

160 Coldbuster
grants

16 grants

SAP rating 79.6
– save 400

tonnes of CO2

SAP rating 80.5 –
save 400 tonnes

of CO2

SAP rating 81.5 –
save 400 tonnes

of CO2

October 2008

March 2009

120,000
properties

601 tonnes
saved

500 homes 350 homes 250 homes 

EDCS

EDPRC

EDCS

Cabinet Member for
Safety & Cohesion 

EDASH Deputy Leader
(Finance) and Cabinet
Member for Housing 

IMPROVING THE ENVIRONMENT

Baseline: 5.5 tonnes per capita 
emissions (2005) 

3.16% reduction
against baseline

(0.17 tonnes)

Additional 3.16%
reduction

(additional 0.17
tonnes)

Additional 3.16%
reduction

(additional 0.17
tonnes)

IImmpprroovviinngg  wwaassttee  rreeccyycclliinngg  aanndd  rreedduuccee  wwaassttee  ttoo  llaannddffiillll

Baseline: 20.1% (2006-07) 28% 35% 40%

5Detailed actions and targets will be reflected in annual service plans.

5 5 5

5 5 5
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We will deliver a risk based highways drainage
maintenance programme to improve highways
drainage

55.

Cabinet Member for
Environment &
Highways 

Improve street and
environmental
cleanliness (levels of
graffiti, litter, detritus
and flyposting)
(LAA195)

EDCS

CCoonnttiinnuuiinngg  ttoo  iimmpprroovvee  ssttrreeeett  cclleeaannlliinneessss

56. Improve access to
services and facilities by
public transport, walking
and cycling
(LAA175)

We will secure increased cycling/walking
opportunities in the Wandle Valley through
Connect 2 funding

Cabinet Member for
Environment &
Highways Deputy
Leader (Finance) and
Cabinet Member for
Housing 

Cabinet Member for
Planning

5.7 days
(5.5 stretch)

March 2009

95% assessed at
A or B standard 

95% assessed at
A or B standard

95% assessed at
A or B standard

Joint feasibility
study with EA
commissioned 

May 2008
Design competition

launch Oct 2008   

Commencement
of services 2010

Continue
lobbying for

phase 2

2013/14 for
extension to

Crystal Palace

All schools

2008/09 for
improvements to
services & review
further extension

opportunities

2009/10 for
improvements

to stops

Cabinet Member for
Culture & Sport 

We will continue to keep our housing 
estates clean 

We will reduced the average time taken
between receiving a graffiti report and its
removal (LPSA9)

We will support and facilitate the East London
Line development

We will support and facilitate service
improvements to Croydon Tramlink, and
extensions to Crystal Palace and other
destinations

We will encourage and support schools to
produce school travel plans to limit the number
of journeys at peak school times

EDCS/EDASH

EDPRC

EDRPC

EDPRC/EDCYPLCabinet Member for
Planning/ Cabinet
Member for Children’s
Services and Adult
Learning 

Baseline: TBD (2008-09) Baseline year 

Key: CEX – Chief Executive;
EDASH – Executive Director, Adult Services and Housing;
EDPRC – Executive Director, Planning, Regeneration and Conservation;

EDCYPL – Executive Director, Children Young People and Learners;
EDCS – Executive Director, Community Services;
EDRCS – Executive Director, Resources and Customer Service

2010/112009/102008/09

5Detailed actions and targets will be reflected in annual service plans.

5 5

5 5

5 5

5 5

6656.9% 

PPrroommoottiinngg  ppuubblliicc  ttrraannssppoorrtt  aanndd  rreedduucciinngg  ccoonnggeessttiioonn

Baseline: TBD (2008-09) Baseline year

Cabinet Member for
Environment &
Highways 

EDCS



DELIVERING HIGH QUALITY PUBLIC SERVICES AND IMPROVING
VALUE FOR MONEY
Our vision:
Delivering good quality services at the same time as making sure that we provide
value-for-money is central to our agenda. We want to make sure our services meet
the needs of local people and are accessible to all sections of the community,
particularly those who need them most.

To achieve this we must:

� IImmpprroovvee  qquuaalliittyy  aanndd  ccuussttoommeerr  ssaattiissffaaccttiioonn  wwiitthh  llooccaall  ppuubblliicc  sseerrvviicceess            

� IInnccrreeaassee  tthhee  rroollee  aanndd  ccaappaacciittyy  ooff  tthhee  tthhiirrdd  sseeccttoorr

� IImmpprroovvee  vvaalluuee  ffoorr  mmoonneeyy  ffoorr  llooccaall  ppuubblliicc  sseerrvviicceess

CORPORATE THEME SIX
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WHY THIS IS A PRIORITY
Developments in the local government environment, Government targets for
efficiencies, and changing customer expectations constantly demand new thinking
in the way in which the Council delivers services. This trend will continue.

We will need to respond positively to the continuing financial challenges and
changes that  the new Local Area Agreement (LAA) Framework and Comprehensive
Area Assessment (CAA) will bring over the next three years.

We took part in the statutory 3-year Best Value Satisfaction Surveys in 2006 and,
although many of our service scores stood up well, indeed improved, the survey
revealed that satisfaction with many local services is an issue.

And, disappointingly, overall satisfaction with the Council stands at only 42%;
satisfaction with Croydon as a place to live is well below average – with only 30% of
respondents agreeing that the area was a better place to live compared to the
previous year. The London average was 42%.

Of equal concern was our value for money score – the lowest in London – despite
our council tax being below the outer London average and our costs, in the main,
being low.

Delivering good quality services and providing value-for-money is therefore central
to our ambitions for the borough. We know that we can and must do better if we are
to turn these figures around.

OUR ACTION PLAN FOR CHANGE

Having taken a critical look at ourselves, we are now working hard to transform
ourselves into a modern and responsive organisation that has at its heart the needs
of its customers. We need now to concentrate our efforts on those areas which we
know are under-performing.

Our RELEASE programme, which during its first year identified efficiencies of some
£12m, is providing a perfect platform to drive out savings and embed a new
efficiency culture within the Council.

Our award-winning public and third sector local strategic partnership will also
continue to explore new ways of developing shared services and joint working to
ensure we use our finite resources as cost-effectively and efficiently as possible.

Maximising the potential of advancing technology and providing more on-line
services will also enable us to open up access to services, cut costs and speed up
responses to our customers. As part of this we will continue to expand the
capabilities of our contact centre which currently deals with 1.5million calls a year.

Another key priority will be to ensure our finances remain on a sure footing, with
healthy balances and reserves, and that council tax increases are kept to a minimum
in line with manifesto promises.

6 2 C R O Y D O N  C O U N C I L ’ S  C o r p o r a t e  P l a n  2 0 0 8  -  2 0 1 1
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Good communications are also vital – not just with our customers/council tax payers
but with local businesses, stakeholders and, importantly, our staff. We will continue to
ensure that the council uses every medium available to promote and protect its
reputation.

We will continue to invest in a whole range of modernisation programmes which aim
to deliver services around customer needs and not organisational structures.

By capturing and analysing all sources of customer feedback, including complaints,
and maintaining an up-to-date understanding of our customers’ need and priorities,
we will ensure that our strategic approach to shaping Croydon’s future and our more
immediate service delivery arrangements are aligned with Croydon’s needs.

Further details of the arrangements being developed to achieve this, like for example
our extensive programme to develop a community vision, and the establishment of a
Croydon Observatory, are outlined in Chapter Four – Improving the way we work.



Improving quality and customer satisfaction with
local public services
Ensuring we have the right workforce in place, with the right skills and experience is
crucial. Organisationally, we need to provide the means for development and
succession planning to enable us to deliver high quality services in a complex
environment and build capacity across the organisation – and ultimately improving
customer satisfaction. The recruitment and retention of a highly competent
workforce is, therefore, a key priority.

We will make it easier for our customers to contact us by extending the number of
services and processes available on-line and through the Council’s contact centre.
The Taberner House One-Stop Reception area will also receive a major refurbishment
in 2008 to make it easier for those of our customers who wish to visit council offices.

We want to pursue a policy of ‘no wrong door’ for all our customers. This will mean
training all our front-line staff to be able to sign-post other services and provide
information.

We shall be investing in a complaints tracking system to better capture, track,
monitor and report on all complaints. This will help us to establish a more customer
focused system and enable us to learn from customer feedback. A new database-
driven complaints management system has been purchased and it is anticipated that
the Go Live deadline will be October 2008.

Increasing the role and capacity of the third sector
Croydon is fortunate in having many people who give their time to help others, such
as the elderly or mentoring in schools, or who become involved in conservation work
in parks and open spaces.

These people come from all walks of life, ages and ethnic backgrounds and we shall
continue to encourage and support more volunteers in their vital caring role to make
Croydon a better place to live.

We will look for opportunities to commission more of our services from the third
sector, and to strengthen partnership with Croydon Voluntary Action and its member
organisations.

Improving value for money for local public services
We will continue to implement our transformation programme, management
restructuring programme, and the RELEASE efficiency programme which is designed
to create a new culture. We want it to become second nature to innovate with our
partners, stretch performance and keep costs low.

Our performance monitoring processes will also be reviewed to ensure that all
services continue to improve, and that we meet the stringent targets we have set
ourselves in line with the new LAA procedures and those areas highlighted as areas
for improvement in our recent Corporate Assessment.

A pilot Croydon Observatory, providing accurate and relevant information on the
borough and its population, is being set up  which will enable us to better tailor
services to meet local needs.

6 4 C R O Y D O N  C O U N C I L ’ S  C o r p o r a t e  P l a n  2 0 0 8  -  2 0 1 1
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DELIVERING HIGH QUALITY PUBLIC SERVICES AND IMPROVING VALUE FOR MONEY

No.

57.

58. Provide environment for
a thriving third sector
(LAA7)

We will train front line staff to implement our ‘no
wrong door’ policy.

We will increase the number of people in formal
volunteering for average of 2 hours per week
(LPSA8):

People aged 16 or over 
New people from hard to reach groups

We will implement the Croydon VCS
Capacitybuilders Consortium Strategy and
Business Plan to deliver support packages and
training to achieve the key aims:
Developing skills, competencies and improving
performance
Building independent income
Transforming existing services to meet new needs

Cabinet Member for
Safety & Cohesion

IImmpprroovviinngg  qquuaalliittyy  aanndd  ccuussttoommeerr  ssaattiissffaaccttiioonn  wwiitthh  llooccaall  ppuubblliicc  sseerrvviicceess

Baseline: 42%

LAA/LPSA Outcome Croydon Council Actions

Improve customer
satisfaction with quality
of all local public
services (local indicator)

We will develop and implement a strategy to
deliver a % increase in customer satisfaction

We will introduce a new Corporate Complaints
management system to speed up responses to
customers, and will ensure that Stage 3
complaints are dealt with in no longer than 30
days.

We will open the remodelled and refurbished One
Stop at Taberner House with plans in place to
minimalise disruption during works.

Target

2008/09 2009/10 2010/11

Lead Member(s) Lead Officer(s)

15 staff trained. 30 staff trained. 40 staff trained

142
993

December 2008

44% 47% 50%

August 2008

CEX/EDRCS

CEX

Cabinet Member for
Resources & Customer
Services

IInnccrreeaassiinngg  tthhee  rroollee  aanndd  ccaappaacciittyy  ooff  tthhee  tthhiirrdd  sseeccttoorr

Baseline TBD (2008-09) Baseline year +4.1% on baseline

5 5 5

5Detailed actions and targets will be developed over the lifetime of this plan.

5 5

5 5 5
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We will provide opportunities for volunteering in
culture and sport:

Train volunteer walk leaders for the Active
Lifestyle team Walking for Health Scheme

Recruit volunteer Sports Development Team
Managers for the London Youth Games

Work with BTCV and Probation Service volunteer
programmes

58.
cont..

Cabinet Member for
Culture & Sport

EDCS

IInnccrreeaassiinngg  tthhee  rroollee  aanndd  ccaappaacciittyy  ooff  tthhee  tthhiirrdd  sseeccttoorr  CCOONNTT......

59. Local indicator to
measure public
perception of value
for money

We will improve take-up of payment of Council
Tax by direct debit

Cabinet Member for
Resources & Customer
Services

Through the RELEASE and DELIVER programmes
we will embed and develop a council-wide
efficiency culture that will drive out savings year-
on-year over the next 3 years in the:
� front office
� back office.

2 courses by
March 2009

12 Volunteer
Managers by
March 2009

4,500 volunteer
hours

3%pa
4%pa

3%pa
4%pa

4%pa.
3%pa

99.25%
96.75%
85.0%

99.5%
97.0%
88.0%

99.5%
97.25%
90.0%

98.2%
90.0%

£1.3m

65%

98.3%
91.0%

£1.3m

98.4%
92.0%

£1.3m

We will maximise the collection of all revenues:
� Business rate (baseline: 98.84%)
� Council tax (baseline: 95.84%)
� Sundry debts (paid within 30 days)

(baseline: 83.5%)

We will maximise the collection of:
� Council rent
� Annual housing service charges

(Baseline: 95.02%)
� Land charges (baseline: £1.3m)

EDRCS

Key: CEX – Chief Executive;

EDASH – Executive Director, Adult Services and Housing;

EDPRC – Executive Director, Planning, Regeneration and Conservation;

EDCYPL – Executive Director, Children Young People and Learners;

EDCS – Executive Director, Community Services;

EDRCS – Executive Director, Resources and Customer Service

5 5

5 5

2010/112009/102008/09

IImmpprroovviinngg  vvaalluuee  ffoorr  mmoonneeyy  ffoorr  llooccaall  ppuubblliicc  sseerrvviicceess

Baseline: 30% (2006-2007) 32% 35% 40%

5Detailed actions and targets will be reflected in annual service plans.
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Improving the way we work
There are a number of activities that we undertake to strengthen the corporate
capacity of the organisation and/or improve the manner in which we deliver services
and respond to the needs of local people. Some of these are on-going and reflect
good practice and procedures. Others are specifically intended to bring about
improved performance. Combined, they promote better services and assist us to
meet our continuing aspirations to become a highly-rated council under the new
Comprehensive Area Assessment (CAA) regime.

This chapter sets out all the main corporate modernisation and improvement
activities under way in Croydon that we think are needed to achieve excellence.

In all of this we are mindful of the need to take a carefully managed approach to
bringing about positive and sustainable change in the way that we work. Our focus
on continuing to strengthen our organisational capacity, through for example the
implementation of our new organisational structure and the creation of our
Leadership Academy, is designed to ensure that we have in place a solid foundation
to enable us to excel further still.

CHAPTER FOUR
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OUR ACTION PLAN FOR 2008/09
Developing a community vision
Most successful cities have an agreed vision of how they will seek to shape their own
future. We believe that visioning is important for three main reasons:

� It paints a picture of the place we would aspire to be, and tells the story of how 
we will aim to get there.

� It helps to identify and anticipate the effects of external influences on the locality,
and to plan accordingly.

� It helps build community identity, cohesion and solidarity.

Having an overall vision for Croydon is important to enable other strategies and
plans to find their starting point and thus contribute to overall goals, including
initially the sustainable Community Strategy.

Over the coming year, we will be working with our partners in the Local Strategic
Partnership towards creating a long-term vision for Croydon having at its heart
realistic, desired outcomes.

We think the visioning process will take about a year, will involve all LSP partners,
local community groups, businesses, residents and, importantly, Croydon’s young
people. It will have four parts:

� Appointing the team and arranging the public engagement process.

� Running the engagement process.

� Drafting and agreeing the vision.

� Communicating the vision.

Responding to the Corporate Assessment
At the end of January 2008, the Council was inspected by the Audit Commission
under the national comprehensive performance assessment (CPA) framework. The
thorough, two-week on-site inspection, known as a corporate assessment, looked
particularly at our corporate capacity and how well we manage our services overall.

The detailed report of the inspection, including a revised corporate assessment score,
was published in June 2008 when the council recieved a score of  “3”, and was
considered to be “performing well” . We intend to develop a detailed action plan
responding to any issues raised by the inspection team.

For more information on Croydon’s overall CPA score, our corporate assessment
inspection and the scores that the Audit Commission has awarded our individual
services, please look at the Commission’s website: www.auditcommission.co.uk
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Modernising the organisation
Following the appointment of the Chief Executive in 2007, the Council took the
opportunity to review its management structure. Plans to streamline the top of the
organisation to ensure a more logical organisation of services were announced in
March 2008, for implementation by October 2008.

The changes will involve a reduction from seven to five departments:

Adult Services and Housing

Planning, Regeneration and Conservation

Children, Young People and Learners

Community Services

Resources and Customer Services.

The introduction of the new, refined management structure will also see a reduction
from 36 to 28 directors and assistant directors, and is expected to deliver savings of
almost £700,000 a year.

We will also continue to invest in ICT systems to ensure that as an organisation we
take full advantage of new technology as it develops to ensure we deliver efficient
and effective services which meet our customers’ needs.

As well as investing in further intranet development and improving our contact
centre capabilities we will also be investing in Electronic Document and Records
Management System (EDRMS). Whilst small pilot schemes have been in progress
within the Council for some while, the system is being extended to encompass
committee documentation.

Other systems identified include:

Customer Relationship Management System

Integrated Children’s Database

Single Geographical Information System (GIS)

Home mobile working

Croydon Human Resource Information System (CHRIS) 

Organisational development
We are moving the organisation forward by taking planned steps to create a working
environment where staff understand their role and how they contribute to the
Council’s priorities.

Results from the 2006 Staff Survey showed clearly a need for better leadership across
the Council. In response, and as part of the Place Shaping Agenda, we have launched
Croydon Council’s Leadership Academy which is open to people from all levels of the
Council.

Good leaders are essential to the Council’s success. The Council’s Leadership
Academy provides a range of resources to:

� Develop staff and help them to realise their potential and enhance their skills so 
that we can provide excellent services to the community.

� Recognise and reward talent and commitment to ensure the Council has high 
performing teams and individuals.

� Support employees to ensure that they can perform at their best and deliver
good services to the community. This support takes many forms – helping them 
to balance their working and home lives, looking after their health and safety 
and ensuring everybody is treated as an individual with respect.
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� Involve staff by giving them an opportunity to have a say in planning our services
as well as understanding their role in helping deliver excellent services.

� Keep everyone informed so that they understand what the Council is aiming to 
achieve and how it is doing it.

Workforce planning
Croydon employs some 10,000 people across all services and schools. In 2007 the
People Strategy set out how the Council will manage and develop its workforce over
the next three years to deliver the Council’s corporate objectives and plans.

There are six themes within the Strategy:

� Organisational development

� Improvements for the workforce

� Equalities and diversity

� Performance management

� Organisation modernisation

� HR & OD service development.

From the Strategy and implementation plan, targets and performance indicators will
be set to monitor progress. This will be reported quarterly to the Council
Management Team and Cabinet. Activities and themes that feed into other key plans
will be reported, as appropriate, to the Service Transformation Board, Corporate
Performance Board and the Recruitment & Retention consultation group.

Effective financial management
In recent years Croydon has faced unprecedented financial challenges. Tough
decisions had to be made to enable us to meet central Government objectives and
the priorities of local people.

However, we have made significant progress in the achievement of our strategic
financial objectives and improved our balances and reserves. This was recognised by
the Audit Commission in 2007 when we were awarded a 4 star overall in our CPA Use
of Resources score, the highest possible score.

The year ahead will be no less challenging. Our grant  from the Government for
2008/09 was yet again joint lowest in London and that, coupled with the
Government’s decision to reinforce a ceiling on council tax increases, meant that we
have had to prioritise spending significantly.

Table: Percentage Increases in Grant

The key change to the 2008/09 budget setting process was the embedding of a
value for money challenge to all services delivered by the Council through its
RELEASE and DELIVER strategies (see page 72).

Region 2008/09 2009/10 2010/11

England 3.5% 2.8% 2.6%

Inner London 2.0% 1.8% 1.8%

Outer London 2.8% 2.3% 2.1%

Croydon 2.0% 1.75% 1.5%



7 2 C R O Y D O N  C O U N C I L ’ S  C o r p o r a t e  P l a n  2 0 0 8  -  2 0 1 1

The financial environment is a constantly changing entity and therefore we shall
continue to monitor and review regularly the local and national environment to
ensure the robustness of the Council’s budget planning process and to assess the
deliverability of the core financial objectives.

Strong performance equals strong improvement 
A robust performance management framework is crucial to any organisation wishing
to improve services as well as demonstrate its efficiency and effectiveness.

During 2008/09 we shall be reviewing our current framework and introducing a new
comprehensive, corporate performance framework to reinforce the ethos of excellent
service delivery alongside value for money.

As a first step, in the autumn of 2007 the Chief Executive introduced new internal
governance arrangements at officer level. Reporting directly to the Council
Management Team, five Boards were created, covering the areas of:

� Strategy

� Performance Management

� Improvement

� Communications

� Place Shaping.

Separately, from June 2008, we shall focus particularly on under-performance in key
services. Led by the Chief Executive and supported by the Executive Director for
Resources and Customer Services, the initiative will identify and support around two
dozen or so of those of our services that, for whatever reason, are not performing to
the level that we believe they should.

RELEASE – our efficiency programme 
Integral to our joint service and financial planning is our efficiency and improvement
programme RELEASE. This has already delivered efficiencies in Adult and Children’s
social care of £7.6m.

RELEASE extends beyond purely financial targets and has created a culture where it
is second nature to innovate with our partners, stretch performance and keep costs
low. Each of the seven streams: Review and Challenge – Enabling Partnerships –
Leading and Learning – Excellence in Procurement – Asset Management – Service
Transformation – Effective Financial Management – has a nominated officer and
allocated Executive Director Sponsor. The RELEASE Cabinet Committee maintains
Member oversight.

To ensure efficiencies are delivered, the relevant resource needs are subtracted from
future budgets. By providing Invest to Save resources, for 2008/09 we plan to secure
efficiencies from:

� Our service transformation programme of £3m

� Excellence in procurement of £5m

� Effective financial management of £4.5m.

Developing a Croydon Observatory
Initial discussions with a cross-section of council managers and partner organisations
show that there is strong support for the creation of a Croydon Observatory – a
corporate service which will provide accurate and relevant data on the borough and
its population.
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A pilot observatory is to be set up in summer 2008 which will seek to provide a one
stop for Croydon specific demographic data which is already published on a number
of sites across the UK. The observatory will also host local data sets and key facts on
the borough. The potential benefits include:

� Better evidence based planning by raising the profile of, and access to, relevant 
and up to date data on Croydon.

� A more consistent view of the borough and its communities for all our partners.

� Greater pooling of information.

� Reduced risk of organisations using out of date or incorrect information when 
service planning.

�More robust service and improvement delivery plans, helping to achieve desired
outcomes quicker and more efficiently.

� Better targeting of services leading to less wasted resources.

Our Local Area Agreement (LAA)
Following the Government’s recent Comprehensive Spending Review (CSR07),
Croydon’s 3-year LAA which started in April 2006 has been terminated a year early
and new arrangements have been introduced.

The new LAA offers Croydon a clear opportunity to deliver real improvements for our
residents and customers with the potential to deliver improved outcomes from:

� A sharper and more sustained focus on those things that will make the 

most difference.

� Better alignment of our planning processes and use of resources.

� Improved partnership working.

Under the new LAA process, councils will be responsible for all outcomes, including
those elements delivered by partners. Named partners will also have a statutory
duty to work to deliver agreed outcomes.

To enable us to provide a clearer focus on fewer priorities, the number of targets will
be reduced and will include up to 35 negotiated (designated) targets and 16
mandatory education and early years targets. Although additional local targets may
be included, these will not have to be reported to central Government.

Current LAAs also include a reward element where additional Government monies
are provided in return for achieving stretch targets. It is not known at time of writing
how the new LAAs will provide a reward element.

The new style LAA is designed to be the delivery vehicle for the local Community
Strategy. This will provide the opportunity to focus priorities, objectives and targets
in the Community Strategy. In turn, the sustainable Community Strategy will then be
able to drive development of other strategies and plans.
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New style LAAs are scheduled to be agreed and introduced in all areas by June 2008.
Like all LAAs, Croydon’s will be updated and reviewed to reflect Government
requirements. The LAA in its most up-to-date form can be viewed at:
www.croydon.gov.uk

Croydon’s Local Public Service Agreement (LPSA)
Following a period of negotiation, Croydon’s second generation LPSA came on
stream on 1 April 2006. It was the funding vehicle for our former LAA. The LPSA will
finish in 2009 and, subject to how well the Council and relevant partners perform
against the 12 targets, a performance reward payment will be received.

Croydon’s LPSA2 can be viewed at: www.croydon.gov.uk

Tackling inequality
Croydon Council is committed to mainstreaming cohesion, equality and diversity
throughout the authority in terms of service delivery, employment opportunities,
policy-making, partnerships and community leadership.

As an organisation, we aim to achieve external accreditation at level five of the
Equalities Standard by March 2009, having achieved level three in March 2008.

Consulting our stakeholders
We want to provide the best possible services to our residents and the many
thousands of businesses based in our borough but we need to ensure that we are
getting it right.

Having a two-way dialogue with all our stakeholders is important. It enables us to
listen to their needs and aspirations, and gets them more involved in the decision-
making process. We do this in a variety of ways, including:

Talkabout Croydon
Croydon’s citizens’ panel, which provides reliable feedback on important Croydon
issues, is made up of 1,500 representative residents. Panel members have agreed to
take part in up to four postal surveys each year as well as get involved in other forms
of consultation, such as focus groups and telephone surveys.

Neighbourhood Partnerships
Neighbourhood Partnership meetings were first introduced as a pilot scheme in
autumn 2000 in three areas of the borough. Currently there are 10 in Croydon which
meet up to three times a year. The principle behind these community meetings is to
encourage more residents to get involved and debate issues which affect their local
community.

During the coming year, it is intended to review Neighbourhood Partnerships as part
of the development of a community empowerment strategy to assess their
effectiveness and the contribution they make to the consultation process.
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IMPROVING THE WAY WE WORK - OUR ACTION PLAN

Action
Number

Key Actions Target 
Completion

date 
Lead Member 

Lead
Executive
Officer(s)

1. Develop alongside our LSP partners,
a new long-term vision for Croydon.

Scope the project
Start borough wide consultation

December
2009

Leader of the
Council

CEX

Develop and implement action plan responding to the
corporate assessment report

Respond to assessment report
Develop detailed action plan 

October
2008

Leader of the
Council

CEX2.

Modernising the organisation – implement new
departmental and senior officer structure

Phase one
Phase two

October 2008
April 2009

Leader of the
Council

CEX3.

Maintain Use of Resources score of “4” Benchmark against 2007/08 criteria
Submit detailed self assessment to Audit Commission   

April 2008
September

2008

Cabinet Member
for Resources &

Customer Services

EDRCS4.

Implement new Improvement Programme focussing on
under-performing/under-achieving services

Identify services for programme
Commence programme

April 2008
June 2008

Cabinet Member
for Resources &

Customer Services

CEX/EDRCS5.

Implement RELEASE and DELIVER programme and develop
2009/10 budget

Deliver £12m efficiencies
Commence 2009/10  budget challenge

March 2009
Summer 2008

Cabinet Member
for Resources &

Customer Services

CEX/EDRCS6.

Develop and put in place the Croydon Observatory to
improve evidence-based planning within the Council
and the LSP 

Phase One – portal development and trial June 2008 Cabinet Member
for Resources &

Customer Services

CEX7.

Modernise one stop reception at the central office complex
to improve facilities for visitors and customers and speed
up the processing of personal customer inquiries

Design and build December
2008

Cabinet Member
for Resources &

Customer Services

EDRCS8.
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IMPROVING THE WAY WE WORK - OUR ACTION PLAN cont...

Action
Number

Key Actions Target 
Completion

date Lead Member 
Lead

Executive
Officer(s)

9. Centralise processes to speed up response times to
complaints and enquiries

Implement new system
Respond to Ombudsman inquiries with 30 days

August
2008

Cabinet Member
for Resources &

Customer Services

EDRCS

Maintain pressure on delivery of LPSA targets in final year of
the agreement to ensure the Council and its partners receive
maximum Performance Reward Grant (potentially up to £9m)

Retain six-monthly reporting April 2008
and October

2008

Cabinet Member
for Resources &

Customer Services

EDRCS10.

Complete negotiations with GoL of new LAA agreement on
behalf of the LSP 

Agreement in place June 
2008

11. Leader of the
Council

CEX

12. Demonstrate that the organisation is mainstreaming
cohesion, equality and diversity in terms of service delivery

Achieve Level 5 of the Equalities Standard March 2009 Cabinet Member
for Safety &

Cohesion

CEX

13.

14.

Improve our understanding of our residents’ views about
council services through a comprehensive consultation
programme 

Service Transformation Strategy 

3 surveys of the Citizen’s panel
Take part in consultation activities initiated through
London councils 

Update in line with RELEASE and DELIVER 
programme 2008/10

March 2009 Cabinet Member
for Resources &

Customer Services

CEX

October
2009

Cabinet Member
for Resources &

Customer Services

EDRCS

15. People Strategy 2007-2010 Update People Strategy Action Plan  in line with Service
Planning outcomes

October
2009

Cabinet Member
for Resources &

Customer Services

CEX

Key: CEX – Chief Executive;

EDRCS – Executive Director, Resources and Customer Service




