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contact: 

Committee officer: Alex Hand 
t:  (01603) 989398 
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Democratic services 
City Hall 
Norwich 
NR2 1NH 
 
www.norwich.gov.uk 
 
 

Information for members of the public 
 
Members of the public and the media have the right to attend meetings of full 
council, the cabinet and committees except where confidential information or 
exempt information is likely to be disclosed, and the meeting is therefore held in 
private. 
 
For information about attending or speaking at meetings, please contact the 
committee officer above or refer to the council’s website  
 

 
If you would like this agenda in an alternative format, such as a larger or smaller 
font, audio or Braille, or in a different language, please contact the committee 
officer above. 
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Agenda 

 
 

  Page nos 

8 An update on Health, Safety and Compliance in Council Homes 
and Buildings 
 
Purpose:  To provide an update to members about health, safety and 
compliance management and improvement in council homes and 
buildings. 
  

 3 - 28 

9 Award of contract for Idox services to support digitalisation of the 
Planning and Regulatory Service 
 
Purpose:  To consider entering a contract for software enhancements 
to existing software products and new software products including (but 
not limited to) Enterprise, Document Management Systems, Public 
Access System, connectors to back-office systems and Total Land 
Charges to support the service improvement and digitalisation project. 
  

 29 - 36 

 

EXEMPT ITEMS: 

 

(During consideration of these items the meeting is not likely to be open to the 

press and the public.) 

 

To consider whether the press and public should be excluded from the 

meeting during consideration of an agenda item on the grounds that it involves 

the likely disclosure of exempt information as specified in Part 1 of Schedule 

12 A of the Local Government Act 1972 or it being confidential for the 

purposes of Section 100A(2) of that Act.   

 

In each case, members are asked to decide whether, in all circumstances, the 

public interest in maintaining the exemption (and discussing the matter in 

private) outweighs the public interest in disclosing the information. 

 

 
 

  Page nos 

 
 
Date of publication: Thursday, 08 June 2023 
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Committee Name:  Cabinet 

Committee Date: 14/06/2023 

Report Title: An update on Health, Safety and Compliance in Council Homes 
and Buildings   
 

Portfolio: Councillor Jones, Deputy leader and cabinet member for 
housing and community safety 

 
Report from: Executive director of community services 
 
Wards: All Wards 
 
OPEN PUBLIC ITEM 

 
Purpose 
To provide an update to members about health, safety and compliance management 
and improvement in council homes and buildings.  
 
Recommendation: 
It is recommended that members note the content of this report. 
 
Policy Framework 
 
The Council has five corporate priorities, which are: 

• People live independently and well in a diverse and safe city.  
• Norwich is a sustainable and healthy city.  
• Norwich has the infrastructure and housing it needs to be a successful city. 
• The city has an inclusive economy in which residents have equal opportunity 

to flourish. 
• Norwich City Council is in good shape to serve the city. 

 
This report addresses the following corporate priorities.  

• People live independently and well in a diverse and safe city. 
• Norwich has the infrastructure and housing it needs to be a successful city.  

The Council’s Housing Strategy ‘Fit for the Future’ A Council Housing Strategy for 
Norwich sets priorities for the Council’s homes and estates for the period 2020 to 
2026. It identifies four primary goals, these are:   

• Delivering new homes 
• Maintaining and improving condition of existing housing  
• Improving the use and management of our existing housing stock  
• Improving our neighborhoods 

 
The Council’s Strategic Asset Management Framework 2022 sets out six policy 
themes including ‘compliant and financially resilient management of assets. 

Item 8
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Report Details   
 
1. Norwich City Council (NCC) is landlord of approximately 14,500 council 

homes and the freeholder for the buildings in which approximately 3,000 
leaseholder homes are situated. It also owns over 300 non-housing assets in 
the general fund, some of which are let to multiple tenants and others which 
include multiple buildings within the asset (e.g., Eaton Park). 

 
2. Registered providers of social housing (including councils and housing 

associations) are governed by the Regulator of Social Housing (RSH). The 
objectives of the RSH are set out in the Housing and Regeneration Act 2008. 
At the core of the RSH regulation is a set of standards which registered 
providers landlords must comply with.  
 

3. In November 2021, members considered the outcomes of a review by the 
RSH following the self-reporting by NCC on 28th July 2021 of a breach of 
the home standard. The RSH found that NCC had breached the Homes 
Standard and published a Regulatory Notice. The RSH did not feel it 
necessary to take enforcement action against NCC because they were 
assured of NCC’s plans to improve services and return to full compliance. 

 
4. It was agreed in November 2021, that whilst the regulatory notice remained 

in place, a quarterly progress update would be provided to Cabinet. This is 
the fifth update and includes information up to the 30th of April 2023.  

 
Governance  

 
5. Senior officers meet with the RSH monthly, to report and discuss progress. 

The RSH continues to be satisfied with the progress being made and the 
arrangements in place. A member of the Compliance Delivery Group (CDG) 
also attends the meetings. This committee update report is shared with the 
RSH to further validate reporting and information.  
 

6. Internal governance and assurance are provided through the following 
framework:  

 
The Health, Safety and Compliance Board - the Board has been 
established since November 2021 and meets monthly to receive updated 
information, to consider progress, and agree further actions to be taken. The 
Board has oversight of both housing, and non-housing property compliance 
within the NCC property estate. Board members include the portfolio holders 
of both social housing and resources, the Executive Directors of 
Communities and Development and City Services, the Monitoring Officer 
and, if requested the s.151 Officer or their Deputy. 

 
The Compliance Delivery Group (CDG) - NCC entered a voluntary 
undertaking with the RSH in July 2022. This is an agreement which confirms 
the steps that will be taken to achieve full compliance and when completed 
will help to inform the RSH in their decision to lift regulatory supervision.  
The delivery of the voluntary undertaking is supported by the CDG which 
includes three independent experts from outside the Council. This group 
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meets monthly to consider operational detail and monitor progress. The CDG 
advises the Health, Safety and Compliance Board in delivering the 
compliance improvement plan.  
 
Quarterly update reports to Cabinet – reports have been provided to 
Cabinet on a quarterly basis since November 2021 to update on progress.  

 
Compliance Improvement Plan  

 
7. The compliance improvement plan (CIP) has been separated into housing 

and non-housing areas to support focused engagement with the RSH on 
housing matters and provide clear internal reporting of progress against 
identified actions across both areas.  
 

Housing Compliance Improvement Plan  
 
8. The table below provides a summary of progress for the Housing CIP which 

has two phases with activity prioritised based on risk assessment. The first 
phase was planned for completion by the 30.11.22 and the second by the 
31.5.23.    

 
Housing CIP 

Summary 
 Phase 1 – 30.11.22 

Activity  RAG 
April 2023 

Update  

Policies, 
procedures 

100% Final version of key compliance policies created and adhered to 
by staff.  
 
The consultation and approval process has been scheduled for 
the 12th of June 2023.  
 

Strategic oversight 
and governance 

100% Ongoing and meeting monthly to monitor progress. 

Financial resources 100% Complete  
Staff and 
contractors 

100% Interim specialist resourcing in place.  

Data management 95% On-going work to review data and continue functionality testing.  
KPI reporting and 
performance 

98% As reported in January 2023, the completion date has been 
extended to the 31.05.2023 to ensure data meets the required 
standard.  

  
 

Housing CIP 
Summary 

Phase 2 – 31.05.2023 

Activity RAG 
April 2023 

Update 

Staff and 
contractors 

66% Implementation of the Property Services function is on-going.  
 
Interim senior management staffing arrangements extended to 
October 2023.  
 
Permanent recruitment is due to commence in May 2023.  

Data management 69% On-going work to review data and continue functionality testing.  
KPI reporting and 
performance 

73% Under review to ensure data meets the required standard and 
complies with the Tenant Satisfaction Measures set by the RSH.  
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Requirements of 
the Building Safety 
Act 

95% Consultations being planned regarding the wider resident 
engagement strategy.  
 

Information and 
advice to residents 

88% Consultations being planned regarding the wider resident 
engagement strategy. 
 

Information, 
advice, and training 
to Members* 

20% Training is planned for September 2023 for new elected 
representatives, and currently serving Councillors.  
 

 
9. The actions outstanding are reliant on several workstreams which have 

taken longer than originally anticipated. Outstanding actions on the Housing 
CIP, which have not been completed in line with deadlines are being 
addressed and remain subject to scrutiny by the Compliance Delivery Group 
and the Health and Safety Compliance Board.  
 

General Fund Compliance Improvement Plan  
 
10. General Fund (non-housing) properties were prioritised to ensure that 

resource is focused on high risk, high liability assets first. Assets have been 
split into one of the following groups: 
• High priority – properties we occupy or use for delivery of services or 

where we have full repairing and insuring liabilities (typically where the 
asset is multi-tenanted) or general fund properties with sleeping 
accommodation above. 

• Medium priority – tenanted properties where some repairing liabilities 
fall to us as the landlord, or low risk operational assets which have 
limited compliance requirements (e.g., surface car parks). 

• Low priority – tenanted properties where no repairing liabilities fall to 
landlord or unoccupied assets such as land / statues etc. 

 
11. Non-housing properties are split between assets where the council is the 

responsible person for compliance and assets where the tenant is the 
responsible person for compliance. High priority assets are assets which are 
operational or vacant and therefore the Council is the responsible person 
and multi-tenanted assets where there is joint responsibility between the 
council and tenant. Most of the non-housing stock is tenanted, and statutory 
compliance responsibilities fall on the tenants. These assets are in the 
medium and low priority risk area. For high priority assets the compliance 
improvement plan is around 90% complete. The team are now focusing 
efforts on lower risk operations assets, for example surface car parks and 
tenanted assets.  
  

12. Letters have been sent to tenanted assets asking tenants to supply 
compliance documentation. The response rate has been poor and therefore 
chaser letters have been sent and a further letter is due to be sent towards 
the end of May. A policy is being pulled together to agree an approach on 
how to approach tenanted property compliance and consider next steps and 
how tenants can be assisted to meet their responsibilities.  
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13.  A summary of the non-housing compliance improvement plan and progress is 
outlined below, which is planned for completion by the 31.01.2024: 

 
Non-Housing CIP Summary – 31.01.2024 

Activity  RAG 
April 
2023  

Update  

Asset prioritisation  100% Complete 
Staff and contractors  100% Complete  
High priority compliance 
mapping 

100% Complete  
 
 
 

High priority landlord 
remedial works  

90% There are some remaining remedials which are 
ordered with contracts and some new policies 
and procedures due to be adopted and rolled 
out shortly to allow completion  

High priority tenant letters  100% Complete 
High priority tenant 
responses and action  

15% Response rate has been poor, chaser letters 
are to be sent and a policy developed to 
consider how to escalate such matters and 
assist tenants in compliance 

Medium Priority 
Compliance Mapping 

60% Revised dashboard to be created to capture 
medium priority operational assets 

Medium Priority Landlord 
Remedial Works  

40% Now that high priority actions are almost 
complete resource is to focus on medium 
priority assets 

Medium Priority tenant 
letters  

100% Complete 

Medium priority tenant 
responses and action  

10% Response rate has been poor, chaser letters 
are to be sent and a policy developed to 
consider how to escalate such matters and 
assist tenants in compliance 

Low Priority Compliance 
Mapping 

40% Revised dashboard to be created to capture 
low priority operational assets 

Low Priority Landlord 
Remedial Works  

40% For operational assets these are to be captured 
and taken forward alongside the medium 
priority assets 

Low Priority tenant letters  100% Complete 
Low priority tenant 
responses and action  

10% Response rate has been poor, chaser letters 
are to be sent and a policy developed to 
consider how to escalate such matters and 
assist tenants in compliance 

Legal Review of Leases 100% Complete 
Dashboard 90% The dashboard is in place however is to be 

revised to capture medium and low priority 
operational assets 

Commercial tenant guide 
update 

100% Complete 

Programmed maintenance 
review 

100% Programme is a live working document  

Financial resources and 
controls 

100% Complete but subject to review and monitoring 

Page 7 of 36



     
  

Tenant escalation policy 10% To be drafted and taken to board based on 
legal advice and feedback 

 
 
Housing Compliance Dashboard  
 
14. To enable progress to be reported and monitored effectively, a compliance 

dashboard has been developed. The dashboard is updated monthly and 
reported to the Compliance Delivery Group and the Health, Safety and 
Compliance Board.  

 
15. Overdue work and current work are monitored separately. All inspections and 

remedial works outstanding as of the 31st of December 2021 are ‘overdue 
works’. All actions since that date are monitored to be completed within 
required timescales and are termed ‘business as usual.’  This approach has 
been agreed with the RSH.  

 

Overdue Work  
 
16. All works outstanding as of the 31st of December 2021, where access has 

been gained, have been completed across the following areas: gas safety; 
water hygiene; electrical safety and lifts.  

 
17. Where access to a home has not been possible and has prevented work 

being completed the appropriate tenancy support/action is being taken to 
enable completion of works as swiftly as possible. The housing teams are 
undertaking this work.  

 
18. The asbestos programme and fire programme are within targets set by the 

RSH. The asbestos survey programme will be completed by August 2023 
and our fire risk assessment programme will be completed by September 
2023.  

 
19. Detailed programmes have been received from both contractors and are 

reviewed regularly with progress scrutinised by the Compliance Delivery 
Group and the Health, Safety and Compliance Board.  

 
20. The position as of the 30th of April 2023 is set out in the tables below:  

 
 

 
Position in Nov 2021 April 2023 RAG 

Gas Safety 
 

Compliant** Compliant **  
Additional comments: All safety inspections have been completed as required  
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Position in Nov 2021 April 2023 RAG 
Lifts  
 

Compliant** Compliant**   
Additional comments: All safety inspections have been completed as required 

 
 
 

Position in Nov 2021 April 2023 RAG 
Water 
Hygiene  

Up to 500 Water Hygiene surveys 
required  

Compliant **   
Additional comments: All safety inspections have been completed as required 

 

 
 

Position in Nov 2021 April 2023 RAG 
Electrical 
Safety  
 

105 Communal EICR’s overdue Compliant **   

806 Domestic EICR’s overdue 5 HRRB inspections overdue 
 
 

 
Compliant** SPH inspections  
 
 

 
47 LRB inspections overdue 
  

Remedial actions position to be 
confirmed 

Compliant ** HRRB remedial actions   
Compliant ** SpH remedial actions   
23 LRB remedial actions overdue   

Additional comments: The HRRB inspections outstanding are all cases where the 
contractor has not been able to gain access to the property; these are being progressed 
through the housing team where additional focused resources are now in place. Legal 
action to gain access will be taken where necessary. 
 
All priority 1 and 2 remedial actions arising from inspections are now being completed at 
the time of the inspection to enable certification to be achieved without delay. Overdue 
remedial actions in all areas are reducing.  

 
 
 Position in Nov 2021 April 2023 RAG 
Asbestos 68 inspections required in 

communal areas 
Compliant** HRRB management  
Surveys 
 

 
Compliant** SpH management  
Surveys outstanding  
 

 
33 LRB management  
surveys outstanding* 
 

 

Remedial Actions - position 
unknown  

Compliant** HRRB remedial actions   

Page 9 of 36



     
  

 
 
 
 
 
 
 

Compliant** SpH remedial actions   
Compliant** LRB remedial actions    

Additional comments: *Good progress has been made and all asbestos management 
surveys of communal areas. Originally 1650 surveys were thought to be required for 
communal areas and building externals (those parts of buildings subject to regulation 4 
of the Control of Asbestos Regulations). These areas were surveyed by the end of April 
2023. A further 138 areas were identified as requiring Management surveys. Of these 
107 have been completed and the remainder are programmed in.  
 
Asbestos survey recommendations are reviewed, and remedial actions are programmed 
in to be undertaken by the NCCs Licensed Asbestos Removal Contractor on a risk basis. 
 
All asbestos data is held on the surveyors TEAMS asbestos database and will be 
transferred to the Councils own TEAMS Enterprise asbestos Management system in the 
summer of 2023. 
 
The interim asbestos compliance officer is leading the programme to undertake the 
surveys and management in the LRB.  
 

 
 Position in Nov 2021 April 2023 RAG 
Fire Safety 

 
All HRRB FRA’s completed. 
 

Compliant** HRRB inspections  
 
 
 

 

2 SpH overdue FRA’s 
 

Compliant ** SpH inspections 
outstanding 
 

 
650 LRB FRA’s outstanding 
(Please note, incorrect number was 
initially reported)  

 1381 LRB inspections outstanding  
  

 3 HRRB remedial actions overdue  
5 SpH remedial actions overdue  
111 LRB remedial actions overdue 
 
 

 

Additional comments: Fire risk assessments (FRA) for all high-risk residential buildings 
and specialist housing have been completed. 

 
Contractors have been appointed to undertake the outstanding remedial works and 
these are gradually reducing, but there are some access issues to individual properties.  
 
Contractors have appointed additional resources to ensure targets are now met and 
there is a daily update on progress. 
 
In addition to the original 1700 FRAs required, a further 570 sites require an external wall 
assessment but no FRA (as no communal area). These have now all been assessed by 
the contractor. 
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There have been 4 additional operational assets identified and added into the contract, 
along with 3 commercial sites where NCC are the landlord and responsible for the 
communal areas/means of escape. 
 
All HRRBs have now been registered with the BSR and work is ongoing preparing 
building safety cases for all in scope premises. 
 
As part of the fire risk assessment process, we have commissioned surveys of some of 
the fire doors within our blocks. These surveys highlighted some concerns with the 
quality of the installation and the materials that had been used. After further specialist 
assessment and testing, we have identified that some doors may not perform as 
required in the event of a fire. We have updated our fire risk assessments to reflect this 
and shared our findings with the Norfolk Fire and Rescue Service (NFRS). We have put 
in place a series of measures to mitigate the risks associated with the doors and have 
written to our affected residents to share some updated advice and to arrange to visit 
their home. We are working closely with NFRS to assist any vulnerable residents that we 
identify, and NFRS have been supportive of the approach that we have taken so far. We 
have also shared information with the RSH and will continue to share our progress with 
them during our monthly meetings. 
 
NCC and NFRS are carrying out a joint high-rise exercise at one of the highest tower 
blocks in the city. This purpose of this is to enable NFRS to test their operational 
response and high-rise tactics incorporating latest guidance post Grenfell Tower tragedy. 
NCC will also be testing their out of hours response to such an incident, this will include 
the immediate response, onsite support to residents and NFRS. Silver and Gold (tactical 
and strategic) command will be implemented. Emergency planning teams will be 
recalled, and rest centres set up, followed by virtual rehousing for all those displaced 
from their homes. 
 
A joint debrief will be held to ascertain any learning points, what went well and what can 
be improved, this will be fed into the national database for best practice. 

 
Please note the following abbreviations:  

 
HRRB High Risk Residential Building 
SpH Specialised Housing 
SpH LL Specialised Housing Landlord service 
SpH Dom Specialised Housing domestic property   
LRB Lower risk Buildings 
FRA Fire risk assessment 

 
** Properties are compliant if they have a safety certificate or are being managed in 
accordance with the council’s no access process.  

 
Non housing assets data 
 
21. To enable progress to be reported and monitored effectively, a non-housing 

compliance dashboard has been developed. The dashboard is updated 
monthly and reported to the Health, Safety and Compliance Board.  

 
22. Progress against the non-housing compliance dashboard has accelerated in 

the last two months following the improvement of data.  However, that data is 
still currently held in shared folders and spreadsheets.  In the long-term an 
improved IT system will be required and is being scoped at the present time.   
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23. A program is in place to update all FRA’s by the end of Summer.  FRA’s 
completed are identifying remedial actions and resources are being aligned 
to ensure that these can be actioned in a timely manner.  
 

24. Significant progress has been made in all compliance areas for both 
operational and shared responsibility buildings (Community Centres) and the 
current position is recorded in the table below and outlined in the 
improvement plan section earlier in this report.  

 

25. High risk operational building compliance:   
     

Fire 1 risk assessment is outstanding which is programmed 
in. All high-risk actions have been addressed.  Fresh fire 
risk assessments are being undertaken on operational 
assets programmed in with an aim to complete by end 
of August 2023.  These may lead to further remedial 
works being identified. 

Electrical All condition reports are up to date with 1 building 
isolated pending electrical upgrades. 

Water All buildings have an up-to-date risk assessment with 
no outstanding actions 

Asbestos All buildings have been surveyed and no high-risk 
material outstanding. 

Gas Gas servicing is up to date 
Lifts All lifts have up to date service records and are on a 

service/inspection plan. 
Fire Installations 1 test document is outstanding (a satisfactory test has 

been carried out) and is with NCSL 
 
 
26. Community Centre Compliance: 
 

Fire All risk assessments are complete, and all outstanding 
actions have been raised with NCSL to address.  
Although risk assessments were in place a program has 
commenced to replace these later this year at which 
point any further remedials will be captured and acted 
on. 

Electrical All condition reports are up to date. 
Water All Risk Assessment are up to date with no actions 
Asbestos All asbestos surveys are up to date with no outstanding 

actions. 
Gas Gas servicing is up to date 
Lifts All lifts have up to date service records and are on a 

service/inspection plan. 
Fire Installations All fire alarm systems are serviced and up to date. 

 
27. Tenants of high-risk properties have been written to on the 4th of October 

2022.  The response rate has been relatively poor with 11 replies received 
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out of 37 recorded delivery and hand delivered letters sent. A further chaser 
letter was sent on the 4th of November 2022 and a further 2 responses 
received.  Where a response has been received communication is 
continuing with tenants.  Legal advice is being sought ahead of taking any 
further steps for those tenants who have not responded.  A policy is being 
drafted to consider how and when tenant compliance is escalated and how 
the council can assist tenants in complying with their responsibilities. 
 

28. Given high priority, asset compliance is progressing well, resource is now 
focusing on medium and low priority assets where the Council is the 
responsible person for compliance.   

 
 
Independent Review of Progress by Campbell Tickell  

 
29. Norwich City Council have commissioned Campbell Tickell to conduct an 

independent review of the progress made to date against the voluntary 
undertaking (VU), which the Council have given to the Regulator of Social 
Housing (RSH). 
 

30. The independent review of progress will be undertaken in two phases, which 
are as follows:  
• The first phase will provide assurance that work to enact the VU is 

progressing in line with the planned timetable.  
• The second phase will provide assurance on two aspects:  

- The compliance position in the six key areas of health and safety  
- The delivery of the VU  

 
31. In November 2022, the first phase of the independent review commenced, 

and Campbell Tickell undertook a desktop assessment, triangulated in 
meetings with relevant officers. This information was cross compared 
through the various stages of reporting to the Compliance Delivery Group, 
The Health Safety and Compliance Board and Cabinet.  

 
32. Campbell Tickell published their initial findings in February 2023, which is 

attached in Appendix 1.  
 
33. They identified three key areas for NCC to focus on, which are:  

• Resourcing following the restructure.  
• Training plan for all with responsibility and accountability for compliance  
• Signing off reviewed policies and processes  

 
34. It was stated that the risks highlighted were acknowledged in most interviews 

and are discussed at all levels.  
 
 
35. In summary, they recommended the following:   

• Consider recruitment approaches and incentives ahead of advertising. 
Consider other methods of bringing in expertise with a mix of permanent 
staff and consultants.  
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• Develop a rolling compliance training plan for relevant roles outside the 
immediate compliance team.  

• Sign off and publish revised policies and processes as a priority.  
 
36. Campbell Tickell stated that ‘the pace and amount of progress against the 

action plan is impressive’ and confirmed that ‘NCC is currently largely on 
schedule to meet its targets, and in some cases complete ahead of 
deadline.’    
 

37. The report has been shared with our internal governance and assurance 
structure and the risks and recommendations will be monitored accordingly.  

 
38. The next phase of the independent review of progress is planned to 

commence in July 2023.  
 
 
Compliance Risk Register 
 
39. The Health, Safety and Compliance Board has developed a risk register that 

is reflected through into the Council’s corporate risks. The register is 
regularly reviewed and has been updated and approved by the CDG, whilst 
the HSCB reviewed the risk register in May 2023.  

 
Next Steps 
 
40. Work is planned to commence in July 2023 on phase 2 of the independent 

review, which forms part of the voluntary undertaking with the RSH. The 
purpose of this review is to provide assurance on the compliance position in 
the six key areas of health and safety and the delivery of the VU.  

 

41. The compliance team will continue to collaborate closely with colleagues in 
housing management and tenancy support to ensure access is gained to 
properties to conduct the necessary inspections and works, whilst minimising 
inconvenience to residents.  

 

42. Outstanding actions on the Housing CIP, which have not been completed in 
line with deadlines will be addressed. Please note, the deadlines will remain 
subject to scrutiny by the Compliance Delivery Group and the Health and 
Safety Compliance Board to ensure progress is made.  

 

43. A training programme will continue and will be developed for all with 
responsibility and accountability for compliance.  

 

44. Work is continuing to secure appropriate permanent staff for senior 
management roles to ensure the long-term sustainability of compliance.  
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Engagement 
 
45. Web content has been kept up to date to provide additional information and 

helpful FAQ’s relating to the key issues. 
 
46. Residents have several different options to contact us about compliance and 

to raise any questions or concerns.  
 
47. For tenanted non-housing properties, tenants have been contacted to ensure 

they are familiar with their compliance responsibilities and that these are 
aligned with the Council’s responsibilities as landlord. 

 
Implications 

 
Financial and Resources  
 

48. This report is to provide an update on the expenditure against the additional 
resources allocated to the compliance budgets. 

 
49. On 12th November 2021, Cabinet approved budget virements to create 

additional 2021/22 revenue budgets of £1.272m to support the CIP and 
approved the creation of a new HRA Compliance earmarked reserve that 
enabled any unspent revenue budgets at the end of 2021/22, to be carried 
forward and utilised in 2022/23. In addition, on 30th November 2021, Council 
approved an increase to the 2021/22 HRA capital programme of £1.000m, 
with the intention that approval would be sought for any underspend to be 
carried forward through the usual capital carry-forward process for utilisation 
in 2022/23.  

50. The revenue underspend of £0.840m in 2021/22 was moved to an 
earmarked reserve to support additional expenditure in 2022/23. The capital 
underspend of £1.000m was carried forward and to enable further capital 
expenditure in 2022/23. 

51. In addition, HRA revenue budgets totaling £0.662m plus an HRA capital 
budget of £1.000m were approved as part of the 2022/23 HRA budget to 
support the ongoing additional compliance work.  

52. The 2022/23 provisional outturn budget position (31st March 2023) is shown 
in the tables below: 

 

Revenue Cost Compliance 
Earmarked 
Reserve £ 

2022/23 
Compliance 

Budget £ 

2022/23 
Provisional 
Outturn £ 

Remaining 
Earmarked 
Reserve £ 

Additional Specialist Resource 535,348 312,000 438,962 408,387 
Compliance Remedial works 304,561 350,000 223,425 304,561 
Total 839,909 662,000 662,387 712,948 
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Capital Cost 2021/22 
Underspend 

Brought 
Forward 

2022/23 
Approved 

Compliance 
Budget £ 

2022/23 
Provisional 
Outturn £ 

Unspent 
Budget 

Available 
to Carry-
Forward 

into 
2023/24 

HRA Major compliance upgrades 1,000,000 1,000,000 250,600 1,749,400 
 

53. This shows that £0.127m of the compliance earmarked reserve has been 
utilised to fund expenditure (£0.439m) in excess of the 2022/23 approved 
budget (£0.312m) for additional specialist resource, but expenditure on 
compliance remedial works (£0.223m) was within the 2022/23 approved 
budget (£0.350m) and did not require any further utilisation of the reserve. 

54. The remaining compliance earmarked reserve of £0.713m remains available 
to support further revenue expenditure in 2023/24 and the unspent £1.749m 
capital budget may be requested to be carried forward through the usual 
capital carry-forward process for utilisation in 2023/24. 

 
55. In November 2021, the Cabinet approved, the remit of the General Fund 

Commercial Property Reserve and General Fund Repairs Reserve be 
extended to enable the funding of any necessary compliance works to 
General Fund properties. During 2022/23, £0.071m of the General Fund 
Repairs Reserve was utilised to support these works. 
 

Legal 
 
56. The legal implications of the RSH notice and process were established in the 

report to Cabinet on 12 November 2021. The position remains unchanged 
for the purpose of this update report. 
 

57. Legal advice has been obtained with regards to the respective Council and 
tenant responsibilities relating to leased properties in the general fund. We 
are continuing to review the position and take further advice regarding 
responsibilities based on individual responses from tenants and the relevant 
lease terms. 

 
Statutory Considerations 
 

Consideration Details of any implications and 
proposed measures to address 

Equality and Diversity None 
Health, Social and Economic 
Impact 

None 

Crime and Disorder None 
Children and Adults Safeguarding None 
Environmental Impact None 
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Risk Management 
 
58. The critical risk register for this project is attached in Appendix 2.  

 
 
Other Options Considered 
 
59. This is an update report following decision made by cabinet in November 

2021. 
 

Reasons for the decision/recommendation 
 
60. No decision is required. 
 

Appendices:  
Appendix 1: Independent Review of NCC Delivery of RSH Voluntary Undertaking 
Appendix 2 Risk Management  
 

 
 
Contact Officer: Service Improvement Officer  
Name: Gemma Sharpe  
Telephone number: 01603 989566 
Email address: gemmasharpe@norwich.gov.uk 
 
 
Contact Officer: Interim Head of Building Safety and Compliance 
Name: Paul Cook  
Telephone number: 01603 989570 
Email address: paulcook@norwich.gov.uk 
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Appendix 1: Independent Review of NCC Delivery of RSH Voluntary 
Undertaking 
 

 
  
  

Independent Review of NCC  

Delivery of RSH Voluntary  

Undertaking   

– Initial 
Report  

  

February 
2023  

DRAFT  
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1. Introduction   
1.1 Campbell Tickell has been commissioned by Norwich City Council (NCC) to conduct an 
independent review of the progress made to date against the voluntary undertaking (VU) 
they have given to the Regulator of Social Housing (RSH).  

1.2 This report sets out findings and recommendations of the review.   

  

2. Brief  
2.1 Norwich City Council (NCC) is landlord of approximately 14,500 council homes and 
approximately 3,000 leaseholder homes.  

2.2 In July 2021, NCC self-reported a possible breach of the Home Standard.  Upon review, 
the RSH found that NCC had breached the Homes Standard and published a Regulatory 
Notice. The RSH did not feel it necessary to take enforcement action against NCC because 
they were assured of NCC’s plans to improve services and return to full compliance.  

2.3 In May 2022, NCC agreed a voluntary undertaking to ensure a return to, and then 
ongoing, full compliance.  

2.4 Campbell Tickell was commissioned to carry out a review of the progress of the delivery 
of the voluntary undertaking to give assurance that actions would be completed by the 
agreed dates. A second review will take place to give assurance all actions are complete, and 
compliance is achieved.  
  

3. Methodology  
3.1 Our work was conducted remotely. We were impressed with NCC’s agility and 
responsiveness to our requests for information and meetings.  We thank everyone we met 
during this assignment, and especially Gemma Sharp, for their support and for encouraging 
staff to have an honest dialogue with us.  

3.2 We began the exercise by understanding how far NCC believed they had progressed 

and followed this up with validation of that position.  Our tasks included:  

a.    Reading documents set out in Appendix 1.  

b. Group interview with Interim Head of Asset Management and Compliance, and 
Interim Project Manager Compliance.  

c. Individual interviews with officers covering gas, electrical, asbestos, M&E, data, and 
fire.  

d. Individual interviews with two independent members and the Chair of the Compliance 
Delivery Group.  

e. Individual interviews with Interim Head of Housing and Executive Director of 
Communities.  
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f. Reality checks – shared screen demonstration of live systems and spreadsheets.  

3.3 The results of this review are based on a triangulation of the desk-top review, 
discussions with staff and sample checks.    

  

4. Findings   
4.1 The Voluntary Undertaking is phased, with the most urgent actions coming due 30th 
November 2022, and the second phase due by 31st May 2023. The table below replicates the 
layout in the Voluntary Undertaking and shows the progress against each action.  
  

Area  Action/Outcome  Timescale  

Policies and 
Procedures  

1. Policies, procedures, and associated 
management plans  
Phase 1   

1. Policies, procedures and 
associated management 
plans are updated and being 
actioned.   
  
Awaiting final sign off and 
publication.  

  

Staff and  
Contractors  

2. Staff with required H&S competencies 
in place.    
Phase 1  
  

3. Specialist contractors appointed.  
Phase 1  
  

4. Staff restructure   
Phase 2  
  
  

5. Staff training on H&S delivered. Phase 
2  

2. In place but heavily reliant 
on interims.  
  
  

3. In place.  
  
  

4. This has started, may have 
challenges around 
recruitment.  
  

5. All staff in relevant teams 
have received training. 
Training for members to 
commence following 
elections.  
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Data  
Management  

6. Complete property compliance data 
audit.  
Phase 1  

  
7. Complete the annual data validation 

check.   
Phase 2  

  
8. All record keeping being within the NEC 

system.  
Phase 2  
  

6. All data input and review 
being carried out.  

7. To be completed in 
second phase  

8. In progress  

Gas  9.  100% coverage of Gas Safety 
Certificates (or demonstrable ‘no 
access’ process in place). Phase 1  

9. In place. At time of audit, 
6 outstanding all following 
no access process. The no 
access process can take up 
to 5 weeks before going to 
legal. This is within the 8 
weeks allowed by a 10-
month programme. The No 
Access process is within the 
gas policy.   

Legionella  10. Risk assessments and management plans 
completed and in place for Specialist 
Housing and High-Risk sites.  
Phase 1  
   

10. In place  

Fire  11. Fire Risk Assessments completed for all 
required properties.  Phase 1  

  
12. High Risk Actions all completed. Phase 1  
   
13. Medium/Low risk actions progressing to 

schedule.  
Phase 2  
  

11. Completed  
  
  

12. Completed  
  
  
13. In progress and target is 

phase 2.  
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Asbestos  14. Production of risk-based removal 
programme.   
Phase 1 (for required properties)  
  
  

Phase 2 (for all other properties)  
  

14. Yes and removals 
happening  

  
  
  
  
On track           

   
15. Resurvey program on schedule for 

completion   
Phase 2  
  

  
  
15. Started on schedule  

Electrics  16. EICR’s in place for all required properties.  
Phase 1 (for all required properties)  

  
Phase 2 (for all other properties)  

  

16. Completed – either in 
place or going through  
the no access process  
  
     
On track     

Lifts/ME  
Installations  

17. Full survey of sites completed.   
         Phase 1  
  
18. Programme of inspections in place and 

being delivered.  
         Phase 1 (for required properties)  

  
         Phase 2 (for all other properties)  

17. Completed  
  
  
18. In place  
  
  
  
On track          

KPI Reporting 
and  
Performance  

19. Agreed KPIs in place for all H&S areas.  
         Phase 1  
  
20. Quarterly reporting to Cabinet in place 

until such time as full compliance is 
reached.  

        Phase 1  
  
21. Performance meets targets in all areas.  
        Phase 2  

  

19. In place and being  
reported  
  
  
20. In place  
  
  
  
  
21. On track  
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Independent 
validation of 
delivery of 
Voluntary  
Undertaking  

22. Independent validation of 
completion of the two phases of 
this Voluntary Undertaking.    

  

  

22. First phase to report by 
end Feb 2023, covered by 
this report.   
  
Second phase to report by 
end of August 2023.  

           

  
  
  

Progress  
4.2 All action points have seen significant progress, with the majority completed or on track. 
Our assurance is based on a desktop assessment, triangulated in meetings with relevant 
officers. We have seen the data at source with the officers talking through the progress, 
current state, and next steps. We have seen evidence of explanations for instances of 
noncompliance, for example no access.  We have then tracked this information through the 
various stages of reporting to Compliance Delivery Group, The Health, Safety and 
Compliance Board, and Cabinet.     

4.3 There are still some large numbers of works – notably on areas such as CO monitor 
installation – left to do until the end of March 2023, however, as there has been a consistent 
delivery of a high volume of works over the past months, the rate of progress required to 
complete on schedule is achievable.                                                                                                     

  
Areas for focus Resourcing following restructure.  
4.4 There is great reliance on interim expertise in key roles. Interims have made a 
fundamental contribution to improvements achieved so far. There could be challenges filling 
these roles permanently with candidates with appropriate qualifications and experience. It is 
a competitive jobs market and NCC’s location puts it in direct competition with other, larger 
local authorities and with London employers. NCC salaries will struggle to compete for 
candidates for whom London is an option.   
Risk: Inability to meet the first action of the second section – Staff with required H&S 
competencies in place – in the long term. This is a known risk and is discussed at the Board 
and Group. Medium term mitigation is in place through extension of contracts. Long term 
mitigation still to be decided.  

  

Training plan for all with a responsibility and accountability for 
compliance  
4.5 Whilst training plans for staff filling the roles in the new structure will have to wait until 
those roles are permanently filled, current post holders have received necessary training. 
With rolling elections approaching, no training has been rolled out to members. It would be 
worth getting this programme designed ahead of potentially new members coming in.   

Risk: Appropriate compliance related capability and capacity across senior management and 
in governance has a crucial role to play in ensuring that compliance is achieved and 
maintained. Some mitigation is in place with the move of the current ED for Communities to 
the CEO role.  
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Signing off reviewed policies and processes  
4.6 New policies and processes have been written and are in use but still require formal sign 
off and publishing. The delay in closing out the approval process risks embedding suboptimal 
administration into the improved ways of working.  
Risk: Unable to sign off the first action listed in the Voluntary Undertaking. Mitigation is that 
the policies and processes are going through the approval process and are in use. There is 
both awareness of and commitment to achieving the required position.  

  

5. Recommendations  

1. Consider recruitment approaches and incentives ahead of advertising. Consider other 
methods of bringing in expertise with a mix of permanent staff and long-term 
consultants.  

2. Develop a rolling compliance training plan for relevant roles outside the immediate 
compliance team.  

3. Sign off and publish revised policies and processes as a priority.  

  

6. Conclusion  
6.1 The pace and amount of progress against the action plan is impressive. There is clear 
drive across everyone we spoke to, to not only hit the deadlines but embed a sustainable 
approach to ensure ongoing compliance.  

6.2 The risks highlighted above were acknowledged in most interviews and are evidently 
discussed at all levels.  

6.3 NCC is currently largely on schedule to meet its targets, and in some cases complete 
ahead of deadline. We look forward to carrying out the completion assessment in due 
course.  

6.4 Understandably the focus thus far has been on remediating practical matters and 
creating the paperwork and processes that can contribute to maintaining compliance 
moving forward. As these tasks are completed the relative importance of people issues will 
increase. It is in these issues, of securing appropriate permanent staff, reducing the reliance 
on interims, and ensuring/assuring appropriate knowledge across senior management and 
governance, that the long-term sustainability of compliance can be achieved.  
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Appendix 1  
VOLUNTARY UNDERTAKING REVIEW  

List of key documents considered in this review.    

        

1. Policy, process, contractor documents for gas, electric, lifts, water hygiene, fire, and asbestos  
2. Work plans/programmes for gas, electric, lifts, water hygiene, fire, and asbestos  
3. Compliance dashboard  
4. Reports to Cabinet and Board  
5. Risk register  
6. Compliance improvement plan  
7. KPIs  
8. No access policy and procedure  
9. Quality assurance and governance plan  
10. Structure chart  

  
  

   

Page 25 of 36



     
  

 
 

  

  
  
  

  
  
Telephone  +44 (0)20   8830 6777   
Recruitment  +44 (0) 20 3434 0990   
  
info@campbelltickell.com   
www.campbelltickell.com   
  

  

  

  
  
  
  

  
  
  
  
  
  
  
  
  
  
  
  

  

  

    

  

APPENDIX 1  -     REPORT OF INSPECTION  2020   
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Appendix 2 
 
Risk Management  
 
A detailed project risk register has been developed. Set out below are the 
overarching and critical risks to the compliance programme.  
 
Risk Consequence Controls Required  

Inadequate systems to 
record and manage data. 

Inaccurate information 
resulting in insufficient 
progress in key areas 
and ineffective 
management of Health 
and Safety Compliance. 
Serious detriment to 
tenants/ leaseholders. 

Risk based programme 
in place.  
NEC system 
implementation. 
Skilled additional 
capacity. 

Lack of contractor supply 
chain capacity. 

The CIP cannot be 
delivered swiftly, and 
tenants remain at risk for 
an extended period. 

Widen the pool of 
contractors being used. 
Work with EPL to identify 
potential contractors. 

Skills and expertise not 
sufficient to manage the 
program in NCC. 

Delayed decision making 
and inability to progress 
the work required. 
Tenants remain at risk 
for an extended period. 

Skilled temporary 
resources to oversee the 
programs of works are in 
place.  
Undertake permanent 
recruitment of key posts. 

Loss of experienced staff 
currently delivering 
compliance activity. 

Compliance catch up 
works not progressed in 
a timely way. 

Review the roles and 
implement a new 
structure as required. 
Undertake required 
training of key staff. 

Incomplete or out of date 
policies and procedures. 
 

Actions are incorrect, not 
meeting statutory 
requirements. 
Inadequate support for 
staff. 

The consultation and 
approval process is due 
for completion by June 
2023. 

Undertake a quality 
review, back 5 years, of 
all Fire Safety 
improvement works 

Poor quality work does 
not meet the required 
standard. Tenants 
remain at risk 

Validation of existing 
data through the annual 
inspection programme. 
Targeted surveys by 
specialist Fire safety 
contractor. 
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orwich City Council logo 

Committee name:  Cabinet 

Committee date: 14/06/2023 

Report title:  Award of contract for Idox services to support 
digitalisation of the Planning and Regulatory Service 

Portfolio: Councillor Stonard, Leader of the council and Cabinet member 
for inclusive and sustainable development and Councillor 
Jones Deputy leader and Cabinet member for housing and 
community safety. 

Report from: Head of planning and regulatory services 

Wards: All wards 

OPEN PUBLIC ITEM 

KEY DECISION Yes 

Purpose 

To consider entering a contract for software enhancements to existing software 
products and new software products including (but not limited to) Enterprise, 
Document Management Systems, Public Access System, connectors to back-
office systems and Total Land Charges to support the service improvement and 
digitalisation project. 

Recommendation: 

It is recommended that Cabinet agree to enter a contract with Idox for the software 
enhancements and additions as set out in this report.  

Policy framework 

The council has five corporate priorities, which are: 

• People live independently and well in a diverse and safe city. 

• Norwich is a sustainable and healthy city.  

• Norwich has the infrastructure and housing it needs to be a successful city. 

• The city has an inclusive economy in which residents have equal 
opportunity to flourish. 

• Norwich City Council is in good shape to serve the city. 

This report meets the Norwich City Council is in good shape to serve the city 
corporate priority 

Item 9
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This report addresses the ‘change how we work in order to serve the city better, 
building on our Covid-19 response’ priority or action in the Corporate Plan 

This report helps to meet the ‘Modernising the council; reimagining local services’ 
objective of the COVID-19 Recovery Plan 

Report details 

1. As part of the Council’s internal transformation programme, Future Shape 
Norwich (FSN), proposals have been agreed to support) a project to digitalise 
the planning and regulatory service, given that several teams within the service 
still operate on paper-based systems.  This report seeks approval to enter the 
necessary contracts to digitise the service, whilst providing further context on 
the overall project. 

Service Digitalisation Project 

2. The project intends to build upon existing software (UNIform) already used 
within the service but providing add-ons and enhancements to existing systems 
to ensure better workflows, data management and, most importantly, customer 
experience. A different “front end” online form provider has been chosen, 
which, whilst at an additional cost, offers a better and more customer focused 
solution.  

3. The current IDOX UNIform contract expires on 31 August and would have been 
subject to a renewal consideration. The current proposal is based on the 
premise of seeking to extend use of UNIform across a greater part of the 
service area, the financial implications of which are set out below. Alternatively, 
the Council could have explored a fundamental reconsideration of the software 
provider across the wider service area which would have caused far more 
disruption to service delivery, increased the project complexity and, therefore, 
significantly increased implementation costs. 

4. In making decisions about the products to use, officers have spoken to other 
Local Authorities (LAs) who use the same products. In addition, a phased 
project roll out is proposed so that a more controlled roll out of improvements 
and careful direction of the resources to deliver can be achieved. This is 
intended to minimise the disruption and maximise the efficiencies and 
transformation opportunities. 

5. Stage 1 of implementation will require migration to a cloud-based system. This 
approach is being taken across the whole Council as set out in the Customer 
Experience and Digital Strategy. This will reduce the complexity of the on-
premises infrastructure; reduce the risk of an IT incident causing impact to staff 
and customers; shift to the supplier having responsibility for maintaining the 
infrastructure, database, and application software; increase in-house IT support 
and development capacity for additional projects and transformation. The 
optimum opportunity to consider a shift of any system to the cloud is when 
planning a significant upgrade and/or change. In this instance, should the 
Uniform system not move to the cloud as part of the new contract arrangement, 
we will need to complete a hardware refresh, data base upgrade and 
application software upgrade of the on-premises system. This will not only take 
time and cost money (hardware and consultancy from the software supplier, 
IDOX)) but will also delay the implementation of the additional software 
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identified by planning and regulatory services that is necessary to begin their 
transformation programme. 
 

6. UNIform connectors are required to enable information submitted by customers 
on online forms to be automatically populated into the Idox UNIform back-office 
system. This will greatly reduce the time staff currently take when manually 
updating systems. This will link UNIform to the new suite of online forms which 
will be utilised (outside of this contract award) to enable customers to apply 
24/7 for our services.  
 

7. A Document Management System (DMS) will be implemented. This system 
links to both UNIform (the system used for processing applications across the 
whole service) and the planning public access system. This will ensure that 
when documents are sent electronically from within UNIform, for example, a 
decision notice for planning, or a licence, the DMS is automatically populated, 
and a copy made visible on the public access interface. This reduces the time 
staff have to spend attaching and redacting files (under the current system and 
software) and will enable customers to see documents almost instantaneously.  
 

8. A new public access interface which is more customer friendly and easier to 
use than the current system. This also allows consultees to more easily 
comment directly on an application and populate the back-office system also. 
This is another improvement that will reduce staff time inputting such 
information. In addition, this system will enable the publication of statutory 
registers for planning and licensing, including HMO licensing. The latter is 
something that we currently cannot offer electronically. All of which will also 
have the benefit of reducing FOIs into the service.  
 

9. Utilisation of the UNIform ‘enterprise’ functionality across the whole service to 
provide a digital workflow system enabling paperless working and create 
management information on workload processing across the service. 
 

10. Configuration of an online payment system which links automatically to 
application processes.  
 

11. The project will be phased and over the entire project lifecycle will look at all 
areas of the service. A phased approach to the implementation of the modules 
means resources can be used more effectively, it facilitates agile project 
delivery and allows for continuous learning. The first phases post set up will be 
licensing, HMO licensing and PSH and HMO enforcement. These are the areas 
which have high volumes of applications and have had the least service 
improvement input over the last few years. Eventually, the whole service will be 
reviewed. The software chosen can be utilised across all areas and is expected 
to bring additional benefits enabling wider collaboration between the two halves 
of the service.  

12. Alongside this and as part of each phase, each service area will review 
processes and procedures, ensuring efficiencies are identified and built in 
wherever possible. A full review of documents and templates will ensure 
legislative requirements are being met with information on additional and 
related services be provided up front to customers, for example, where 
planning permission is granted for a bar/restaurant, directing customers to 
licensing and food safety. Further, a digital first communication position will be 
taken. The website content will also be reviewed to ensure we are enabling 
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customers to self-serve, in turn reducing calls/queries into the department 
enabling professional staff time to be spent on delivering services.  

13. There are some key indicators of success which will be measured: 

a. Management information is available and easily accessible. 
b. All relevant data is easily accessible and is stored within one key 

system. 
c. No double entry/double handling is required. 
d. Service is cost neutral (where possible). 
e. Clear operating procedures. 
f. Improved team morale and cohesion 

Implications 

Financial and resources 

14. Any decision to reduce or increase resources or alternatively increase income 
must be made within the context of the council’s stated priorities, as set out in 
its Corporate Plan 2022-26 and budget.  

15. A move to Software as a Service (SaaS) typically involves a decrease in capital 
spend, but an increase in revenue costs. The supplier will be spending capital 
to maintain the hardware, security and connections etc. but financed by 
payments from our revenue budget. Our capital investment, aside from the 
initial costs of actually migrating to the Idox cloud service, will reduce as we will 
no longer have to maintain, service, upgrade or replace the ‘on-premise’ 
hardware currently hosting the system.  

16. Estimated capital implementation costs of £700k were included within the 
2023/24 and 2024/25 capital programme approved by the Council in February 
2023. The current implementation costs are estimated at £679k which are 
within the currently approved budget envelope and include both supplier 
implementation costs and internal project resource.  

17. The revenue budget for the current Idox costs is £73k. We have negotiated 
with Idox to keep to this price for the existing core system for inclusion in a new 
agreement and they have also agreed to reduce a number of the capital and 
revenue elements of their charges. In addition, instead of having to pay for all 
of additional software licences up-front (many months before we intend using 
them), Idox have accepted a payment profile that better reflects the intended 
installation and deployment timetable. 

18. Given the switch to a hosted service and subscription to additional modules, 
the revised annual Idox cost is expected to be £173k. This is a growth in 
annual revenue costs of £100k. 

19. Through digitisation and more efficient services, the expectation is that 
resources can be redirected from administrative processes to fee earning 
activities, such as additional licensing and/or enforcement.  Initial estimates 
suggest this activity could generate an additional £200k in income by 2025/26, 
which is intended to offset the additional contractual costs as well as enable the 
service to recover a greater proportion of its costs. 
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20. In the short term, prior to the additional income-generating activity, there will be 
a pressure on the revenue budget because of the higher ongoing contractual 
costs.  It is intended that the impact can be covered through the general fund 
revenue contingency budget if the service area is unable to fund the impact in-
year from its own budgets. 

21. The contractual costs for Cabinet’s consideration are as follows: a capital 
investment of £153,350 for the software products and on-going annual charges 
of £172,856 which equates to £691,424 over a 4yr term. In total the costs for 
consideration are £844,774 over the 4y period.  The annual support charges 
will be subject to annual indexation. 

Legal 

22. There are no legal implications. The Council is using a recognised procurement 
framework (Crown Commercial Services, Vertical Application Solutions, 
RM6259) for this contract and is able to make a direct award. This is compliant 
with the Public Contracts Regulations 2015. 

Statutory considerations 

Consideration Details of any implications and proposed 
measures to address: 

Equality and diversity Customer benefits include access to services 
online, which will result in a wider range of 
services available on line 24/7 without the need to 
visit face to face or make contact via the 
telephone.  

Health, social and economic 
impact 

Improved efficiencies in services will ensure 
better regulation of services. Norwich will be a 
safe city in which to live, work and visit with 
positive benefits on the economy. Supporting 
good methods of communication across the 
workforce and with customers. 

Crime and disorder Improved efficiencies in services will ensure 
better regulation of services. Norwich will be a 
safe city in which to live, work and visit. 

Children and adults safeguarding Improved access to data will ensure that where 
safeguarding issues are identified we are better 
placed to share information with our partner 
agencies.  

Environmental impact Providing customer information digitally reduces 
the need for printing and postage and a digital 
workforce that has the right tools to enable 
flexible and virtual working helps towards 
reducing our carbon footprint.     
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Risk management 

Risk Consequence Controls required 

Not extending the 
contract   
 

Severe disruption to council 
regulatory services as we may 
be left with no back-office 
system to enable the 
processing of applications. 
Implementing these 
enhancements is a key driver 
in service transformation which 
is clearly required as per the 
outcomes of the peer review. 
Failure to change service 
delivery and move to digital 
working and improve 
efficiencies will mean we 
continue to fail in regulatory 
service provision with 
significant reputation damage 
to the Council and potential 
financial risks.  
 

Agree the contract. 

Regular reporting on progress 
of delivery of the Service 
Improvement and 
Digitalisation project to 
Project Sponsor and FSN 
Board.  

Other options considered 

23. A range of options has been considered: 

a. Options appraisal: Do nothing.  
 

b. Full Idox implementation.  

c. Idox implementation but with online forms supplied by Victoria Forms 
(phased and hosted).  

d. Idox implementation but with online forms supplied by Victoria Forms 
(non-phased and hosted 

e. Idox implementation but with online forms supplied by Victoria Forms 
(phased not hosted). 

24. As previously outlined doing nothing (option a) is not an option. The service 
would continue to fail, and statutory functions not administered correctly 
placing residents and visitors at significant risk. Staff would remain 
demotivated, and backlogs would likely continue to be the norm due to inability 
to access meaningful management workload data. This option does not put 
customers at the heart of everything we do.  

25. Options b, d and e do not offer the best solutions. The full Idox product is 
known not to be customer focused at the initial point of contact and other Las 
have experienced problems with it. Not to take a phased approach to 
implementation would mean the project is less likely to deliver and resource 
requirements to deliver would be significantly greater than projected under the 
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proposed option in the full business case. A hosted/cloud option is considered 
best. The Council has already agreed that new IT services should be provided 
in this manner. In addition, officers have spoken to the project team from the 
Housing NEC project. One of the lessons learned from that project was the 
need to adequately resource project delivery. As such, the business case set 
out the resource to deliver as well as direct IT costs, in recognition that this is 
imperative to the success of the improvement. Finally, the council’s customer 
experience and digital strategy includes an aim to ‘utilise cloud-based systems 
where applicable’.  

26. For note, Victoria Forms are a product which will replace the currently used 
forms for Licensing provided by EUGov. Following Brexit the EUGov forms are 
being withdrawn and an alternative supplier has to be found by Spring 2025. 
The current service comprises a set of simple data gathering forms that are 
emailed to the authority and manually entered onto the UNIform system. 

27.  IDOX is the current software supplier for the service area, and they can also 
supply online forms along with the required connectors. However, research 
carried out has established that other authorities (e.g., King Lynn) which were 
originally using IDOX for their customer-facing service, confirmed they had 
experienced a number of issues and have since gone on to develop their own 
solution. Other authorities (e.g. South Norfolk & Broadland) have used Victoria 
forms for their front house service and had very positive feedback from 
customers and officers. In addition, the Licensing partnership for Sevenoaks, 
Tunbridge Wells, Maidstone, and London Borough of Bexley provided positive 
feedback on this product. Although the Victoria Forms product is slightly more 
expensive than IDOX, they offer a substantially better customer experience 
which works well and can still link directly into our back-office systems. The 
award of contract for Victoria Forms does not form part of this contract award.  

Reasons for the decision/recommendation 

28. The recommendation to award the contract is because the current contract 
expires on 31 August 2023 and without this support core elements of the 
planning and regulatory service will not be available for the workforce or our 
customers. 

Background papers:  

Future Shape Norwich Business Case: Regulatory Services Digitisation.docx 
(sharepoint.com) 

Contact officer:  

Name: Sarah Ashurst, Head of Planning and Regulatory Services 

Telephone number: 01603 987856 

Email address: sarahashurst@norwich.gov.uk  

 

If you would like this agenda in an alternative format, 
such as a larger or smaller font, audio or Braille, or in a 
different language, please contact the committee 
officer above. 

Page 35 of 36

https://norwichcc.sharepoint.com/:w:/r/sites/FSNGovernance/_layouts/15/Doc.aspx?sourcedoc=%7B82bac34c-dfd1-490d-81d8-b033bb6b84a9%7D&action=view&wdAccPdf=0&wdparaid=68099E81
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