Appendix B

REF CORPO1

Council Funding Medium - Long Term

Date raised 01/06/2020]
Continued reductions in the Council's sources of funding over the medium term Last review date 08/08/2025'

Residual Risk Target Risk Primary Corporate Priority Risk owner

Impact Likelihood Score Impact Likelihood Score An open and modern council Exec Dir - Resources
Q4 4 3 12 4 2 8 A future-proof Norwich

Ql 4 3 12 4 2 8 Service area
Q2 0 0 Finance, Audit & Risk
Q3 0 0
Q4 0 0 Background to this risk
Following a period of austerity in excess of a decade, economic conditions are now increasing demand and costs and the level of government funding is uncertain
Static ON TRACK N

&

Council fails to identify and plan for enough savings over the medium term Council's financial position goes into deficit, reducing confidence in financial strength and governance
Non-delivery of identified savings Unplanned use of reserves reducing capacity and flexibility and compromising stability

New national funding arrangements reduce government funding (Fairer Funding, Business Rates Section 114 notice

Economic uncertainty increase volatility on business rates and council tax Government intervention

Risk of inflation on costs and pension deficit increases Failure to deliver Council Plan

Lack of capital resources to fund the council’s asset base — implications Adverse comments by poorer perception of Council by stakeholders

National finances deteriorate adding to saving pressures to be met from government Overspends arising from activity not in service plans

Control / mitigation (action required) Control Control status Date of next Update on progress of control / mitigation Control / Mitigation Owner
update (RAG) update
frequency

Financial performance and all budget proposals are monitored on a monthly MONTHLY Budget monitoring position reviewed by ELT with management action implemented to correct variances Exec Dir - Resources
basis; management action agreed by ELT in response to projected position

Future Shape Norwich established as transformation vehicle for longer term QUARTERLY G Complete [Programme of work agreed and being taken forward supported by Design Authority Exec Dir - Community &
budget proposals with initial reporting to Cabinet on high value projects Actions complete Housing
Budget Challenge sessions (1) scheduled for September/October 2024 to ANNUALLY G Complete [Budget sessions held and information provided to inform 2025/26 budget setting and MTFS processes. Chief Executive

identify additional proposals for savings

Budget Challenge sessions (2) scheduled for October/November 2024 to ANNUALLY G Complete |Budget sessions held and information provided to inform 2025/26 budget setting and MTFS processes. Chief Executive
identify additional proposals for savings

A cabinet report will be prepared identifying the impact of higher inflationary ANNUALLY G Complete [Report prepared and considered in November/December as part of budget development Exec Dir - Resources
pressures to the Council’s budget

A wide-ranging asset review taking into account operational need, investment | QUARTERLY G Oct-25  |This relates to CORP26 which provides further detail. Cabinet on 6 March 2024 approved a revised asset management framework action plan which sets out actions over the next 5 years to  [HoS - Property & Economic
properties and disposals has commenced. Changes to the treasury, borrowing manage investment assets. Progress is being monitored by the new Asset & Development Board. Development
and Minimum Revenue Provision regulations will need to be considered

Recruitment panel implemented to review all requests for new posts and MONTHLY G Ongoing |Panel met fortnightly. Panel ceased January 2023. Action closed by CEO HoS - HR & Organisational

extensions Development

Identification of proposals to close any budget gaps ANNUALLY G Complete [Saving proposals and/ or additional income proposals have been identified and agreed for consultation that, if all agreed and implemented will enable a balanced budget to be set for HoS - Finance, Audit & Risk
2026/27 and the MTFS period to 2031/32. Budget to be agreed by Full council Feb 2026

MTFS approved by Council ANNUALLY G Feb-26  [New corporate plan approved by council, business planning process to inform future budget and MTFS approach during 2025. HoS - Finance, Audit and Risk

Analysis of provisional LGFS and Autumn budget papers QUARTERLY G Oct-25 2026/27 budget position currently being worked on. HoS - Finance, Audit & Risk




REF CORPO3
Failure to properly manage health & safety in the workplace

Current risk description Date ed 01/05/2020|
Poor H&S management leads to risks to our employees, general public, buildings and spaces. Last review date 29/08/2025'

Residual Risk Target Risk Primary Corporate Priority Risk owner
Q4 3 3 9 4 2 8
Ql 5 3 15 5 2 10 Service area
Q2 0 0 Multiple Service Areas
Q3 0 0

Q4 0 0 Background to this risk

The Council has a statutory duty to protect the H&S of its employees and the public in the discharge of its function. Poor H&S practice poses a considerable reputational and financial risk and can also increase risks to the staff and public (note risks in

Current risk direction Progress Publication Exempt? relation to Council buildings are covered separately in the risk registers).

Worsening : ON TRACK N

A health & safety breach occurs in respect of an employee, contractor or member of the public Serious injury or death to the person/people involved in the breach

Significant cost to the Council

HSE or other regulator investigation and potentially serious outcomes, e.g. corporate manslaughter
Reputational damage

Control / mitigation (action required) Control Control status Date of next Update on progress of control / mitigation Control / Mitigation Owner
update (RAG) update
frequency
Implementation of H&S Compliance Check Recommendations QUARTERLY G Sep-25 H&S report presented to both H&S Board and Assurance Board as a standing agenda item, covering updates to the H&S action plan, incident data, progress with procedure development, and [HoS - Planning & Regulatory
horizon scanning, looking at recent events to learn lessons and implement improvements. Services

Senior management training for 2025 scheduled for December (3rd consecutive year).

Training matrix to identify staff training requirements being completed by Service Areas - progress is slow but Heads of service asked to push with teams by Assurance Board. SharePoint site
live. Risk Assessment register developed and being populated by Service Managers, to provide assurance overview of compliance.

Policy standards and procedure development continuing currently at 43%, with a further 2 procedures being finalised for September Assurance Board.

4 outstanding actions from the action plan showing good progress.

Internal audit advised good progress against action plan and assurance provided on progress.

Target risk reviewed to a 5 impact rating, and 2 likelihood rating.

Safety Six identified at ELT/SLT training in October 2024. Lead officers QUARTERLY Sep-25 |Safety Six Risk register not being regularly updated for some items so progress is slow to mitigate these risks. Item to be raised at H&S Board 23 October 2025 and to be discussed at Senior HoS - Planning & Regulatory
identified and separate H&S risk register established: Management H&S Annual training. Services




REF CORPO6A
Failure to respond to a critical business continuity event

Date raised 01/04/2020]
The ability for services to get back up and running in the event of business disruption is limited/unclear Last review date 29/08/2025'

Residual Risk Target Risk Primary Corporate Priority Risk owner

Q4 0 0 An open and modern council

Ql 5 4 20 5 2 10 Service area

Q2 0 0 Planning & Regulatory Services
Q3 0 0

Q4 0 0 Background to this risk

Norwich City Council has a statutory duty to have fit for purpose Business Continuity in place.

Current risk direction Progress Publication Exempt?

New D LMITED N

Main impacts
Occurrence of a significant event which affects the Council's ability to function and requires Loss of service delivery across the Council

Ilnsufficient staff representation across strategic, tactical and operational levels structures I |Poor resilience, ineffective response and unable to fully engage within Norfolk Resilience Forum (NRF) structures |

Control / mitigation (action required) Control Control status Date of next Update on progress of control / mitigation

Control / Mitigation Owner
update (RAG) update

frequency

Review of all Business Continuity Planning to be undertaken and action plan QUARTERLY R Sep-25 |Following assurance board actions have been identified to resolve to resolve outstanding issues identified in the gap analysis and to improve out of hours cover. HoS - Planning & Regulatory

for improvement drawn up. Services

Power resilience — City Hall is reliant on a UKPN substation which is QUARTERLY R Dec-25 |The sub-station replacement is being considered as part of the M&E reporting on the future of City Hall project.

HoS - Property & Economic
contemporary with the building and is end of life.

Development
Short term mitigation is to commission the new distribution board (planned for November 2025) and consider connecting a back-up generator. An options appraisal on the latter is being
UKPN do not consider it requires replacement and although there have been developed and will require budget provision.

no outages from the substation it is considered a risk to business operations.
The basement hatch is not designed to be waterproof but is a greater risk with increased rainfall events. The situation will be monitored and if considered a risk, improvements will be made
There is also water ingress through the basement access hatch albeit it is to the hatch and or the upstand increased in height.

contained, but close to UKPN substation.

Exercising programme to be drawn up to include cyber security, loss of city QUARTERLY Sep-25 |A two year training programme is being developed with a view to testing both emergency planning and our business continuity plans. This will be reported to ELT by the end of the calendar |HoS - Planning & Regulatory
hall and NCSL collapse. year with implementation in early 2026. Services
Annual updates to BCPs (31) to be carried out early 2026 QUARTERLY G Sep-25 In accordance with review timescales, this work will be started with teams in early 2026. Preliminary work is being done to check BCP owners are correct and prepare engagement material. HoS - Planning & Regulatory

Services




REF CORPO6B
Failure to adequately respond to an emergency event

Date raised 01/04/2020]
The ability of the Council to respond to any emergency event is limited/unclear. Last review date 29/08/2025'

Residual Risk Target Risk Primary Corporate Priority Risk owner

Impact Likelihood Score Impact Likelihood Score A future-proof Norwich Chief Executive
Q4 0 0 An open and modern council

Ql 4 4 16 3 3 9 Service area

Q2 0 0 Planning & Regulatory Services
Q3 0 0
Q4 0 0 Background to this risk

Norwich City Council is a member of Norfolk Resilience Forum and has a statutory duty to respond in the event of civil emergency

Current risk direction Progress Publication Exempt?

New D LMITED N

Triggers Main impacts
Occurrence of a significant event: Loss of service delivery across the Council

Ilnsufficient staff representation across strategic, tactical and operational levels structures I |Poor resilience, ineffective response and unable to fully engage within Norfolk Resilience Forum (NRF) structures |
Control / mitigation (action required) Control Control status Date of next Update on progress of control / mitigation Control / Mitigation Owner
update ((7:X9)) update
frequency
Regular review of Emergency plans (7) to be undertaken by Resilience Officer | QUARTERLY G Sep-25  |Next review To be carried out in early 2026 HoS - Planning & Regulatory
(updated alongside BC Plans in 2024). Services
Exercising programme to be drawn up to include major emergency incidents. QUARTERLY G Sep-25 |A two year training programme is being developed with a view to testing both emergency planning and our business continuity plans. This will be reported to ELT by the end of the calendar |HoS - Planning & Regulatory
year with implementation in early 2026. Services
Debriefs held for after major incident responses (either by Norwich City QUARTERLY G Sep-25  [Frequency determined by number of major incidents. Actions plans are drawn up to address the issues identified in the debrief and actions tracked to ensure completion with escalationsto |HoS - Planning & Regulatory
Council or Norfolk Resilience Forum) actions identified and implementation assurance board where necessary. New exc Director for Climate and Environment will add additional capacity and advocacy to improve performance. Services
plan agreed.




REF CORP12
Contract management - governance

Current risk description Date raised 01/08/2020'
Ineffective management of contracts leads to poor service delivery Last review date

08/08/2025)
Residual Risk Target Risk Primary Corporate Priority Risk owner
Impact Likelihood Score Impact Likelihood Score An open and modern council Director of Finance
Q4 3 2 6 2 2 4
Ql 3 2 6 2 2 4

R

Service area
Finance, Audit & Risk

2
=}
=}

2
=}
=}

Background to this risk

This risk grew in prominence during 2021 following the identification of concerns relating to the management of specific contracts. Additional mitigating actions have been undertaken to reduce the risk scoring, with further actions identified. Following
Current risk direction Progress Publication Exempt? the outcomes of the Local Partnerships governance work and a recent internal audit report we are reducing the likelihood of this risk.
Static ON TRACK N

&

Resourcing of contract management and training inadequate

Clarity of service area accountability & roles and responsibilities poor

Contract managers not fully aware of the risks to service delivery in their contracts

Inadequate SLA / KPIs / Ml identified in tender / contracts documents with lack of escalation of

Main impacts

Third party relationships and contracts not managed appropriately causing:
- contract value not realised / obligations not carried out

- poor performance

- financial loss / poor value for money

Control / mitigation (action required) Control Control status

Date of next
update (RAG) update

Update on progress of control / mitigation Control / Mitigation Owner

frequency
Implementation of the contract accounting module of the new ERP system to | QUARTERLY On Hold

This has been put on hold whilst the ERP system implementation is being reprofiled. We will need to consider this carefully alongside the emerging new procurement regulations. Director of Finance
help improve management of contract spend
Implement outcomes of local partnerships report QUARTERLY G Jun-25 The final report has been produced and an action plan agreed by the shareholder panel. Director of Finance
Further engagement with local partnerships June 24 facilitating a business process mapping of procurement and contract management within the council with a view of a “fit for purpose”
consistent approach whilst respecting the different the service requirements and referencing the emerging new procurement regulations.
These workflows/documents, which were outputs from BPM workshops are being refreshed in line with the new procurement legislation. Key documents such as Procurement Procedure
Rules are being redrafted (go live 28/2/25) The Contract Management Framework also (go live 31/3/25)
Evaluate outcome of internal audit review of procurement and contract QUARTERLY G Completed HoS - Legal & Procurement
management Completed
Establishment of contract management practitioner group to support QUARTERLY G Completed |Completed HoS - Legal & Procurement
dissemination of best practice within the organisation




REF CORP17A
Failure to deliver acceptable levels of performance in licensing

Date raised 29/08/2025]

Failure to provide statutory services to an adequate standard resulting in harm to residents/visitors and businesses in Norwich Last review date 29/08/2025'

Residual Risk Target Risk Risk owner

Impact Likelihood Score Impact Likelihood Score A prosperous Norwich Exec Dir - Climate & Environment

Q4 0 0 An open and modern council
Ql 4 4 16 4 2 8 Service area
Q2 0 0 Planning & Regulatory Services
Q3 0 0
as 7 7

There are a number of backlogs and outdated processes in regulatory services that are in need of addressing. Following a peer review the head of service is working to deliver an improvement plan

Current risk direction Progress Publication Exempt?

New D NEW N

Large backlogs of applications needing to be addressed Reputational harm - restricted ability to charge
Increased challenge/complaint re: decisions made Reputational harm - potential legal risks
Failure to comply with Private Hire vehicle compliance standards Failure to maximise income

Control / mitigation (action required) Control Control status Date of next
update (RAG) update

Update on progress of control / mitigation Control / Mitigation Owner

frequency
Additional resources, workload reorganisation, increased monitoring , quarterly R Dec-25 LICENSING:

Regulatory Services Manager
exception reporting and increased use of systems to increase automation

Digital forms for taxi/private hire drivers and vehicles went live April 2025, increase in applications due to new national private hire operator running in Norwich. As of 8/8/25 there are no
outstanding applications for drivers/vehicles - all applications are processed within 48 hours of receipt and once valid licences issued within 48 hours. This improvement has been largely due
to a dedicated officer dealing Soley with these applications. Paper files have now been scanned and allocated to cases. There is no backlog of these type of applications as of 8/8/2025

All application types are steady, and are being processed within 48 hours of receipt.
185 applications were received in July and have been processed.

Email inbox enquires have significantly reduced and triaging of this is still ongoing.
Licensing Enforcement joint visits have taken place with the Police, Trading Standards and Environmental Protection Team within the night time economy.
Reg Services Manager producing manual service metrics - due to move to Power Bl in September - daily/weekly/monthly reports are being produced and presented to the Interim HoS to

provide assurance of improvements within the service area
Policies being reviewed for cabinet adoption or consultation include Caravan licensing/Taxi driver standards. Vehicle standards, pavement licensing to follow




REF CORP18B
Failure to address issues of capacity at Whitlingham WRC

Date raised 13/06/2022|
Last review date 29/08/2025'

The determination of planning applications continues to be held up with resulting negative impacts on economy of Norwich and housing delivery.

Residual Risk Target Risk Primary Corporate Priority Risk owner

Impact Likelihood Score Impact Likelihood Score A fairer Norwich Exec Dir - Climate & Environment
Q4 0 0
Ql 3 4 12 2 5 10 Service area
Q2 0 0 Planning & Regulatory Services
Q3 0 0
as 7 7

AW and the EA are now advising in responses to planning applications that they are consulted on as statutory consultees that Whitlingham WRC is at capacity. The consequence of this is that without a solution harm to protected sites under the

Current risk direction Progress Publication Exempt? Habitats &C Regs cannot be ruled out and consent cannot be granted.

New D ON TRACK N

Sustained period when planning decisions cannot be issued due to lack of identified mitigation Failure to maximise income. Planning income and CIL income now down. Should be recoverable in time.

Loss of staff due to uncertainty over decision making ability Staff morale drops

Impact on Council's own development programme
Potential impact on Government performance indicators if developers do not agree Extension Of Time (EOT) — special measures

Failure to deliver housing growth.

Control / mitigation (action required) Control Control status Date of next Update on progress of control / mitigation
update (RAG) update
frequency

Whitlingham WRC position QUARTERLY G Sep-25 |3 pieces of work have been identified and are being progressed: HoS - Planning & Regulatory
1. A position statement for the affected LPAs to issue stating we consider the environmental harms arising form additional flows going through WWRC to have a minimal env affect and that  [Services
we will continue to grant planning permissions. COMPLETE
2. In relation to the above, standard text for delegated and committee reports to be prepared for officers to include in decision making. Note: major applications will still be required to
consider this in detail in an AA and HRA. COMPLETE
3. Procurement completed for a piece of work to sit behind this looking at housing delivery, past and predicted, some baseline data on water quality at WRC and potential additional flow
rates. Mitigations to be identified, e.g. NCC's NN mitigation scheme, to offset growth and flow impacts. This will underpin points 1 and 2 above. Draft submitted to affected LPAs for review
and being shared with AW in next month for them to consider their position.
Wider piece of work required as development of SDS under new MCCA to consider water infrastructure more strategically.

Control / Mitigation Owner




REF CORP20
Cost of living (COL) crisis has a negative impact on the city and the council

Current risk description Date raised 18/07/2022|
The cost of living crisis: increases financial, social and health inequalities for Norwich residents; reduces the effectiveness of council services as demand increases; Last review date 11/09/2025|

Residual Risk Target Risk Primary Corporate Priority Risk owner
Q4 4 4 16 3 3 9
Ql 3 3 9 3 3 9 Service area

Q2 0 0 Housing & Community Safety
Q3 0 0
Q4 0 0 Background to this risk

The impact of the cost of living crisis will continue to affect Norwich residents, particularly those already struggling financially. Energy costs are beginning to rise again, the legacy of high inflation and persistent hardship remains ongoing problem.

Current risk direction Progress Publication Exempt?

Improving g ON TRACK N

Cost of living including means testing winter fuel allowance - now amended by central Increased debt, hunger, health problems and homelessness for city residents
government
Increasing rents and mortgage Increased demand on services (council and voluntary, community & social enterprise (VCSE) led), leading to reduced effectiveness/speed as teams have to deal with greater volumes
Legacy of high inflation Reduced income to the council, as people are unable to pay what they owe
Private rented sector costs Increased dilapidation to council properties where tenants are unable to pay for heating
Increased pressure on council and VCSE staff, including emotional pressures where we cannot provide all the help that people need

Control / mitigation (action required) Control Control status Date of next Update on progress of control / mitigation Control / Mitigation Owner
update (RAG) update
frequency
BAU cross service officer group maintaining a joined-up response to COL QUARTERLY G Dec-25 |Household Support Fund 7 has opened will run for 12 months - promoted via internal teams to ensure that eligible residents are referred by officers. This will include targeted work to Director of Communities and
challenges - Household support fund providing crisis support with officers support those most in need through HSF. This fund will be replaced in April 26 by a new merged HSF and DHP fund to deliver crisis support for the next three years, A/W further details. Housing
working to develop longer term solutions. New crisis support being provided Client hardship service at County has now included a crisis support fund (investment of £1 million from HSF). Multi-sector anti-poverty group including workshops to understand how we can
by County Council. build a better approach to tackling hardship. The fist workshop will take place on 6 October 2025

Income and benefit maximisation work continues.

Work on a vulnerability framework to support residents struggling with debt and other complex needs and to guide officers when supporting these residents went to Cabinet in June. Officer
training commenced on 8 September as part of the launch. New Corporate debt policy and Strategy was agreed by Cabinet in June 2025.

Agreement was approved at Cabinet on 11 December 2024 to formally adopt the socio-economic duty. This means we will formally incorporate poverty and socio-economic disadvantage,
alongside the existing nine protected characteristics in the Equality Act 2010, in equality impact assessments, equality plans, and the broader decision-making process and strategies.
INTERACT is providing tenure neutral wraparound support for people experiencing wellbeing issues linked to housing—this could include isolation, unsafe living conditions, or difficulty
managing a home.

Grant-funding for Social Welfare Advice (SWA) service from Financial Inclusion [ QUARTERLY G Dec-25 |Quarterly FIC meetings moved to Bi-monthly. Bi-monthly NCAN meetings. Shared FIC and NCC contacts in place for ease of contact to discuss exceptional cases. Director of Communities and
Consortium (FIC). Quarterly FIC meetings with partners to discuss current NCAN referral system refresher training ongoing to increase referrals for residents needing support. Housing

issues relating to debt, welfare benefits and housing, sharing knowledge and Agreement to roll Social Welfare advice funding for another year (2025-26).

working to maximise income / reduce debt FIC agencies are part of the Norfolk Anti-Poverty action group working with district and County council and other sectors to understand how we better work to tackle persistent hardship.

The FIC service will be rolled until 31 March 2028 (with a caveat due to LGR) rather than re-commissioned. This will give some stability to advice agencies who continue to experience
increasing demand.

Joined-up approach to debt including non-commercial debt policy, multi- QUARTERLY G Dec-25 |Multi service area approach through regular debt meetings, DHP panel, and concerns flagged at other key meetings . All relevant service areas now attending bi-monthly FIC meetings. Director of Communities and
service area debt meetings to review policies and identify opportunities; Ongoing FI work considering longer term solutions to persistent hardship. NCAN referrals and budget and money advice support from internal teams. New Corporate debt strategy and policy [Housing
vulnerability meetings and debt-management flags; specialist money advice and a vulnerability framework have been approved. Continued horizon scanning for updates to welfare benefits, council tax changes and debt support as part of BAU

team in place; regular reporting on levels of debt; keeping debt collection
practices under review.




Sustainable Warmth Strategy

QUARTERLY

Dec-25

The Council’s ‘Sustainable Warmth Strategy 2022-2025’ was adopted by Cabinet in October 2022. Delivery is ongoing through a range of measures and programmes collectively making
Norwich'’s least energy efficient households warmer and more affordable to heat. An updated 'Affordable Warmth Strategy' will be produced as part of the 'Climate Responsive Norwich
Programme 2025-2035' and is expected to be adopted by 2026/27. This will reaffirm the availability of measures and programmes run by the council, including Warm Homes, which are
essentially continuing business-as-usual. Measures include:

The Council continues to provide emergency fuel payments, ‘Warm Homes’ payments, energy advice, guidance, and signposting to residents, through the Council’s own engagement channels.

Following a successful grant funding win of £4.6m from the government's ‘Warm Homes: Local Grant’, delivery on this is commencing and will continue to March 2028. This is expected to
result in energy efficiency upgrades (e.g. solar panels, insulation) and low carbon heating solutions for 325 private sector homes in Norwich, primarily located in IMD (Index of Multiple
Deprivation) 1-2 areas. This programme of works represents a tangible improvement to the warmth and cost efficiency of Norwich’s homes and directly addresses fuel poverty due to the
focus on delivering improvements in IMD areas.

Additionally, following a successful grant funding win of £12m from the government's 'Warm Homes: Social Housing Fund', delivery on this scheme is commencing and will continue to March
2028. This is expected to result in energy efficiency upgrades to 1,482 council dwellings, including 1,400 solar PV systems, 140 Air Source Heat Pumps, and a Ground Source Heat Pump system
for 24 dwellings. The council is also continuing to deliver works under Wave 2.2 of the Social Housing Decarbonisation Fund (SHDF) to 260 council homes, including loft and external wall
insulation and solar PV.

The ‘Green Doctor’ service, funded by Cadent and operated by Groundwork East charity, has been providing free impartial energy advice to households in Norwich and installation of simple
energy efficiency measures. This has supported households with issues such as paying energy bills, managing fuel debt, keeping warm, health-related problems associated with living
conditions, and referrals to other support services.

The Council continues to work alongside ‘Our Power’, a community energy CIC whose local Neighbourhood Energy Champions are available to provide energy efficiency advice, including
measures that promote cost savings.

HoS - Strategy, Engagement
and Culture

Existing funding streams

QUARTERLY

Sep-25

The council continues to use the Household Support Fund as the primary funding stream to support residents facing hardship. We have £186k available to support households from April 25
to March ’26. This is less than in previous years which is partly down to lower levels of funding from central government and County deciding to put more HSF funding into children’s services,
adult social services and a £1m pot of ‘crisis support’ provided by the Client Hardship Service.

We have a delivery plan to ensure this funding lasts the course of the year and have between April and July 2025 distributed £31k to 202 households in Norwich

HoS - Strategy, Engagement
and Culture




REF CORP21
Climate Change risk to Council and its residents

Date raised 01/06/2022]
Last review date 17/09/2025|

Climate change means council operational and comme| gs and social housing stock will not meet health and safety requirements and maintenance

Residual Risk Target Risk Primary Corporate Priority Risk owner

Impact Likelihood Score Impact Likelihood Score A climate responsive Norwich Exec Dir - Climate & Environment
Q4 4 5 20 3 5 15 A fairer Norwich
Ql 4 5 20 3 5 15 A future-proof Norwich Service area
Q2 0 0 Strategy, Engagement & Culture
Q3 0 0
as 7 7

The Council will need to spend significant amounts of resources to adapt operational buildings, commercial properties and social housing stock. Equally, many services may need to adapt and/or see significant cost increases.
Current risk direction Disadvantaged groups are likely to have an increased exposure to the adverse effects of climate change, largely due to their lower fiscal resilience. The Council will also face associated costs due to health and wellbeing risks supporting vulnerable
Static : : ONTRACK N residents. Biodiversity will be negatively impacted as the climate changes.

Extreme hot and cold weather, flooding, sea level rise, high winds and infestation leading to a Financial impact on vulnerable residents and economic activity of the city - increased costs on already stretched finances due to increased use of energy and water (fans, showers, heating, dehumidifiers etc) and increased reliance on

Financial impact on council housing and temporary accommodation - property repair, decant costs, insurance costs.

Financial impact of commercial properties needing to meet new requirements to maintain lettings

Health - inadequate ventilation (especially in old housing stock) leading to poor physical and mental health or death

Additional costs in tarmac melting, replacement of other council assets damaged by heat, flooding or other environmentally driven conditions.
Land has increased flooding risk, making development more challenging to deliver

Control / mitigation (action required) Control Control status Date of next Update on progress of control / mitigation Control / Mitigation Owner
update (RAG) update
frequency
Policy/strategy - information is becoming increasingly available about the QUARTERLY G Dec-25 [The council's Climate Responsive Norwich Programme 2025-2035 includes planned content to be included in our updated climate action plans, relating to climate adaptation for the council's |Head of Strategy, engagement
scale and severity of climate impacts in the UK and locally. The Climate operations, housing stock and the city of Norwich as a whole. Adaptation Plans will be developed as part of this programme. & culture
Responsive Norwich Programme 2025-2035 document, released to CEEEP and
for consultation with an informed audience, includes the requirement to The council has received a near-final draft of the 'Net Zero Pathway for Norwich' decarbonisation plan produced in partnership with a consultant. This has modelled a feasible path to net-zero
develop an adaptation plan for council operations, social housing and for the 2045 for the city, although it is expected the city will exceed its carbon budget, highlighting the need for adaptation plans.

city as a whole.

As of March 2025, the Environment Agency has produced an updated National Flood Risk Assessment (NaFRA), including updated mapping. These resources provide the best available
information about projected flood risk under climate change scenarios. The availability of this and other resources helps to provide the foundation for the council’s climate adaptation
planning.

The council will make use of all available resources to support adaptation planning, including the recently launched Met Office Local Authority Climate Service (LACS). The council is also
liaising with a company who can develop detailed Heat Hazard Index mapping for Norwich, based on remote satellite data. Once developed, this resource will provide a more granular
understanding about how vulnerability to high temperatures varies across the city, helping inform targeted interventions to adapt the city.

Policy/strategy - Develop and implement the new Equality diversity and QUARTERLY G Dec-25 [The EDI strategy was agreed at Cabinet in January 2024. An EDI action plan has since been developed, which recognises the need to ensure that the Climate Adaptation Plan for Norwich Head of Strategy, engagement
inclusion (EDI) strategy, ensuring recognition of climate change prevents climate impacts from falling disproportionately on poorer and vulnerable residents. & culture

The need for a just and equitable climate transition will underpin development of the council’s climate adaptation plans, recognising that those most vulnerable to climate change are often
the lowest emitters of greenhouse gases.




Policy/strategy - Develop and implement the new affordable warmth strategy,
ensuring recognition of inequalities

QUARTERLY

Dec-25

The Council’s ‘Sustainable Warmth Strategy 2022-2025’ was adopted by Cabinet in October 2022, with delivery ongoing through a range of measures and programmes collectively making Norwich’s least
energy efficient households warmer and more affordable to heat. An updated 'Affordable Warmth Strategy' is being developed and is expected to be adopted by 2026/27 as part of the 'Climate Responsive
Norwich Programme 2025-2035'. This will reaffirm the availability of measures and programmes focused on energy efficiency, warmth and affordability, including:

The Council continues to provide emergency fuel payments, energy advice, guidance, and signposting to residents, through the Council’s own engagement channels.

The Council has recently been successful in winning £4.6m in funding from the ‘Warm Homes: Local Grant’. This funding will run between April 2025 to March 2028, and is expected to result in energy
efficiency upgrades and low carbon heating solutions for 325 private sector homes in Norwich, primarily in IMD (Index of Multiple Deprivation) 1-2 areas. This will represent a tangible improvement to the
warmth and cost efficiency of Norwich’s homes and directly addresses fuel poverty through delivery focused on IMD areas.

Additionally, following a successful funding win of £12m from the 'Warm Homes: Social Housing Fund', the council is commencing delivery of this scheme which will run to March 2028. This is expected to
delivery energy efficiency improvements to 1,482 council dwellings, including 1,400 solar PV systems, 140 Air Source Heat Pumps and a Ground Source Heat Pump system for 24 dwellings. This will deliver
climate mitigation and improved warmth and affordability for homes. The council also continues to deliver work under Wave 2.2 of the Social Housing Decarbonisation Fund (SHDF) to 260 council homes,
including loft and external wall insulation and solar PV.

The ‘Green Doctor’ service, funded by Cadent and operated by Groundwork East charity, has been providing free impartial energy advice to households in Norwich and installation of simple energy efficiency
measures. This has supported households with issues such as paying energy bills, managing fuel debt, keeping warm, health-related problems associated with living conditions, and referrals to other support
services.

The Council continues to work alongside ‘Our Power’, a community energy CIC whose local Neighbourhood Energy Champions are available to provide energy efficiency advice, including measures that
promote cost savings.

The Council also has an ‘ECO Flex’ arrangement in place, having published a Statement of Intent (Sol) under the ECO/GBIS Local Authority Flex scheme in February 2025. This allows the council to widen the
eligibility criteria for grant funded energy efficiency improvements under the Energy Company Obligation (ECO4) and Great British Insulation Scheme (GBIS). The council entered an arrangement with
FlexConnect to manage the administration and verification procedures for ECO/GBIS Flex applications, with the council providing final signoff and Ofgem declarations.

Head of Strategy, engagement
& culture

Policy/strategy - Develop and implement the new environmental statement,
ensuring recognition of inequalities

QUARTERLY

Dec-25

The council is finalising the scope of its Climate Responsive Norwich Programme 2025-2035 following consultation with key stakeholders.

Three new Climate Action Plans are being developed under this programme, in relation to: Council operations (General Fund), the Housing Revenue Account (HRA) and the city of Norwich as
a whole (Citywide).

The council has received a near-final draft of the 'Net Zero Pathway for Norwich' citywide decarbonisation plan, produced in partnership with a consultant. This has modelled interventions
needed to achieve the city's net-zero target of 2045, including the number of homes to be retrofitted per year, number of vehicles to be switched from fossil-fuelled to electric vehicles per
year, and so on. It is expected that on the journey to net-zero the city will exceed its carbon budget as originally calculated by the Tyndall Centre in 2018, as decarbonisation cannot feasibly
be delivered at the rate preferred by climate science. This is a widespread phenomenon not limited to Norwich, and does not undermine efforts to decarbonise but highlights the need for
adaptation plans to also be developed. The council will develop Adaptation Plans as part of the 'Climate Responsive Norwich Programme 2025-2035' and will ensure these recognise
inequalities and aim for a just and fair climate transition. Strategy development for the Programme is ongoing.

Head of Strategy, engagement
& culture

Policy/strategy - Develop and implement the new biodiversity strategy
ensuring recognition of inequalities

QUARTERLY

Dec-25

The council's Biodiversity Strategy and associated Action Plan were adopted by Cabinet in November 2022. Implementation activities are underway, being delivered by the council's
Biodiversity Strategy Officer, with opportunities and funding being identified.

The council has recently been successful in winning £775,000 funding from the National Lottery Heritage Fund's 'Nature Towns & Cities Fund'. This will fund a collaborative project titled
'NatureCityNorwich', in partnership with Norfolk Wildlife Trust, Norfolk County Council, and South Norfolk & Broadland District Council. The project will take a joined-up approach to planning
and mapping nature recovery in the Greater Norwich area, identifying opportunities and aligning with potential co-benefits, engaging stakeholders, developing innovative financing models,
and increasing doorstep access to nature. This project will run over three years to 2028 and will significantly develop implementation of Norwich City Council's Biodiversity Strategy, as well as
aligning nature recovery with climate adaptation (for example, a relevant factor in targeting increased tree canopy cover will be to consider areas of highest heat hazard most in need of
additional shading). As of September 2025 this project is preparing to launch.

A number of projects are ongoing to promote biodiversity and emissions removal through tree planting, including extended planting to the Miyawaki woodland at Heartsease Recreation
Ground, creation of two new wildflower areas, and planting of new trees at Netherwood Green and Marlpit Wood.

With the implementation of Biodiversity Net Gain (BNG) there will be a significant opportunity to increase access to green space for and within vulnerable communities. The Council's BNG
Steering Group is overseeing this work to ensure that maximum beneficial outcomes are achieved.

The council is mapping existing sites managed for biodiversity alongside identifying and progressing new opportunities. New funding opportunities are being pursued to fund the development
of Norwich's nature recovery network. Partnership working is being successfully employed to ensure Norwich's NRN successfully integrates with the Norfolk and Suffolk NRN.

Head of Strategy, engagement
& culture




Policy/strategy - Develop and implement a new retrofitting strategy for
council owned assets ensuring recognition of inequalities

QUARTERLY

Dec-25

Significant work has already been undertaken to understand the emissions associated with council-owned assets (both housing and non-housing) and to appraise the suitability, effectiveness
and cost of different retrofit, energy efficiency, and renewable energy options. Further work is now underway across the council, in collaboration and with integrated action across multiple
teams, to develop comprehensive asset management strategies in relation to both housing and non-housing property. Retrofit, energy efficiency, and renewable energy will form a crucial part
of these.

Retrofit work will be undertaken with a focus not only on reducing emissions, but also on improving living conditions and life outcomes for all.

The council's detailed approach to retrofitting is embedded in the new Climate Responsive Norwich Programme 2025-2035 and is part of the council's strategic planning development. An HRA
retrofit strategy has been drafted collaboratively between the Environmental Strategy Team and the property services team.

In May 2025, the council successfully completed a significant Solar PV installation at Riverside Leisure Centre. This has helped to generate interest in progressing further solar PV opportunities
across the council's estate. A 'Solar PV Feasibility Study' of all the council's operational buildings is ongoing, with G99 applications having been submitted to UK Power Networks to obtain
permission in principle to connect systems to the electricity network. Once consent is granted, business cases can be developed site-by-site with a view to completing installations on up to 7
new operational buildings by end 2026.

Planned retrofit insulations works to the council's 15 community centres are being progressed, with procurement processes ongoing. The council is also engaging with a consultancy to
establish optimal heat pump sizing to replace aged gas boilers in the community centres.

Significant forward steps are underway in establishing the retrofit approach for the council's various housing architypes, working with an innovative architect firm to produce retrofit options
assessments. A detailed study has been produced examining retrofit options for the council’s MM low-rise block archetype, which accounts for approximately 1/3 of its housing stock. Work to
assess options for the council's remaining housing architypes is ongoing.

New heat network regulations (Heat Network Technical Assurance Scheme) coming into force from 2026 will require performance upgrades to the council's 29 existing district heating
networks to comply with heat loss standards by 2028/29. The council is engaging with a specialist consultancy to undertake a portfolio review and options analysis of its 26 existing heat
networks in its housing stock. Additionally, the council has recently won £50k through the Heat Network Efficiency Scheme (HNES) to conduct improvement studies for three of its district
heating schemes at Millers Lane, Ryrie Court and Douro House. Further HNES bids are being put together for improvement studies at Devonshire Street, Black Horse Opening and Canterbury
Place.

Head of Asset Management

Financial - Grant funding secured to improve the energy efficiency of
properties across the city

QUARTERLY

Dec-25

The council has recently been successful in being awarded grant funding as follows:
Warm Homes: Local Grant - £4.6m awarded to be delivered over 3 years between April 2025 to March 2028, for energy efficiency upgrades and low carbon heating solutions to ~325 private
sector homes. This funding has been confirmed and work is being undertaken to onboard for delivery. A delivery contracted has been entered into with Eon, with whom the council has

successfully delivered previous schemes.

Warm Homes: Social Housing Fund - £12m awarded, together with £10m committed by the council, with a view to upgrading 1,482 council homes with insulation, solar PV and heat pumps. A
delivery contracted has been entered into with Eon, with whom the council has successfully delivered previous schemes.

The council is continuing to deliver works under Social Housing Decarbonisation Fund Wave 2.2 funding previously secured, with 260 council homes to have solar PV and insulation installed.

Beyond these schemes, the council will continue to bid for any available funding to support retrofit and energy efficiency improvements to both social housing and private sector dwellings.

Head of Strategy, engagement
& culture

Awareness/Engagement - consider how we best educate people on how they
can plan for climate change throughout the year, in partnership with Norwich
Climate Commission

QUARTERLY

Dec-25

The Council is nearing completion of its 'Net Zero Pathway for Norwich' decarbonisation plan for the city, which will serve as a significant educational resource for the city. Development of the
plan was informed by a public consultation exercise at Norwich Science Festival in February 2025, as well as in 2024. Prior to adoption of the plan, a significant consultation exercise will take
place with the public and Norwich Climate Commission. This is expected to take place in Winter 2025 with a view to formally adopting the document before the end of the 2025/26 financial
year. The 'Net Zero Pathway for Norwich' plan will enable effective and coordinated action amongst residents, businesses and other organisations to ensure emissions reduction and
adaptation planning. The council is positioned as a leader/coordinator of action in the city.

The Innovate UK funded ‘Net Zero Communities’ project has drawn to a conclusion, with a final report produced by the Norfolk Climate Change Partnership (NCCP) in August 2025. Following

significant engagement with select Norfolk communities, this project identified opportunities and barriers to successful resident engagement to accelerate retrofit activity in the city needed to
decarbonise. A further bid is being prepared by NCCP to Innovate UK's 'Net Zero Living' programme, to build on the success of the Net Zero Communities project and develop a new online hub
and communications toolkit to improve understanding about energy efficiency retrofit, as well as extending successfully piloted 'hand-holding' services through community energy champions.

The council is updating its website content, including its 'Energy, climate and biodiversity' pages, with new content expected to go live by the end of 2025. This will aim to provide clear and
accessible understanding of climate change and nature recovery in Norwich.

Head of Strategy, engagement
& culture

Working practices - Cost of living crisis (COLC) group established overseeing
existing financial inclusion measures such as Non-commercial debt policy and
commissioned social welfare advice service and considering further action -
will also consider the impact of climate change events that may impact on
people’s finances

QUARTERLY

Dec-25

Relevant teams are involved in the COLC, EDI officer working groups, and NHWP, and working together with external partners. The EDI policy and strategy will bring additional clarity on
requirements as will the ongoing strategy development process.

An updated programme of environmental briefings is set to take place for council officers during 2025/26 via a dedicated staff training module to be developed.

Head of Strategy, engagement
& culture

Working practices - Ensuring effective focus and join up across relevant teams
working with those who are marginalised by socio economic and
environmental issues (specialist support, affordable warmth, food poverty,
digital inclusion, financial inclusion etc)

QUARTERLY

Dec-25

The ongoing strategy development process is supporting service areas to identify actions required to align to the council's environmental commitments as part of the 'A Climate Responsive
Norwich' and 'A Fairer Norwich' priorities.

The Environmental Strategy Team is working alongside the council's Community Services team to promote affordable warmth initiatives. Regular bi-monthly meetings are to be held with the
council's Community Enabling team to ensure any opportunities for collaboration are identified.

The council continues to support and promote the 'Green Doctor' service which offers free impartial advice and support to those experiencing fuel poverty.

Many relevant teams are already involved in the COLC, EDI officer working groups, and NHWP, and working together with external partners.

Head of Strategy, engagement
& culture




Working practices - Work with Norwich Climate Commission to address QUARTERLY Dec-25 |The Council formally consulted Norwich Climate Commission on its 'Climate Responsive Norwich Programme 2025-2035' to ensure that the council's forthcoming Climate Action Plans will Head of Strategy, engagement
climate justice issues guide a fair and just climate transition. & culture

The council will be reporting regular updates to and consulting with Norwich Climate Commission regarding the draft 'Net Zero Pathway for Norwich' decarbonisation plan for the city, which

is nearing completion to enable a wider consultation exercise.

The council has supported Norwich Climate Commission in recruiting additional commissioners to fill currently under-represented subject areas, helping to ensure representative climate

action for the city and just transition.
Working practices - Work with health and wellbeing partners to identify QUARTERLY Dec-25 |The Environmental Strategy Team has liaised with the Health and Wellbeing Partnership Coordinator to ensure the council's climate, environment and biodiversity plans are factored into the |Head of Strategy, engagement

measures that can be put in place in cases of climate change events for those
most affected, especially by extreme heat and cold weather conditions

updated Norfolk Health & Wellbeing Partnership Strategy from 2025 onwards.

Predicting the citywide impacts of climate change is a workstream of the adaptation and resilience plan which is part of the citywide Climate Action Strategy and Plan for Norwich. The
Climate Commission will assist in developing the adaptation and resilience plan.

As of June 2025, Norfolk County Council have published the 'Director of Public Health Annual Report 2024/25 - Health and Climate Change'. This report sets out expected health impacts of
climate change in Norfolk, and supports development of appropriate adaptation plans.

New resources are becoming available which help to predict the environmental and socioeconomic impacts of climate change in Norwich. In March 2025 the Environment Agency published
updated flood risk maps which show expected extent of flood risk under future climate change scenarios. These resources will underpin development of adaptation plans. A priority of these
workstreams is ensuring Norwich's most vulnerable communities are protected and that a just and fair climate transition takes place.

The Environmental Strategy Manager will liaise with the Head of Planning and Regulatory Services to discuss existing emergency planning around climate events and how this can be aligned
with the forthcoming Adaptation Plan for the city.

& culture




REF CORP23
Impact of economic downturn on key council suppliers

Date raised 18/10/2022|
Last review date 08/08/2025)

The current economic conditions increases the risk of a key supplier to the Council f;

ng, or suppliers experiencing financial ulties and therefore seel

Residual Risk Target Risk Primary Corporate Priority Risk owner

Q4 4 3 12 4 2 8 A future-proof Norwich

Ql 4 3 12 4 2 8 Service area

Q2 0 0 Finance, Audit & Risk

Q3 0 0

as 7 7

The economic environment remains challenging for suppliers, although the fall in interest rates and energy prices may have eased the situation in recent months. We have seen suppliers indicating moves that may be suggestive of changing risk profiles

Current risk direction Progress Publication Exempt? such as levels of insurance cover.

Static ON TRACK N

&

Supplier failure - key supplier enters administration Inadequate or poor service to residents as a result of problems with suppliers leading to dissatisfaction
Supplier seeks to exit market or amend terms of contract Pressure on the organisation as a result of needing to focus on finding new suppliers or amending contract terms
Supplier experiences problems in their own supply chain delaying delivery of Council projects or Potential increased risks to organisation of suppliers wishing to change risk profile of contracts or look for up-front expenditure

Control / mitigation (action required) Control Control status Date of next Update on progress of control / mitigation Control / Mitigation Owner
update (RAG) update
frequency
gular checks on key suppliers to identify their financial resilience and QUARTERLY G Oct-25 |Finance checks are undertaken by procurement team quarterly, on those suppliers with contracts, identified via the Contract Management Framework tiering, as 'Platinum’. If a significant HoS - Finance, Audit and Risk
potential areas of risk to the Council risk is identified this information is passed to the Contract Manager for their action. This process continues to be undertaken on an ongoing basis.
Specific action taken with services where supplier is identified at risk QUARTERLY G Oct-25  |Contract Managers are required to meet with the supplier who have been identified as a significant financial risk, to identify steps to be taken to control/mitigate risk. This process continues |HoS - Finance, Audit and Risk

to be undertaken on an ongoing basis.

The Contract |\ nent Framework is being refreshed and shall ensure compliance monitoring of Contract Managers is captured. (go live 31/3/25)
Awareness and identification with staff of steps that need to be taken to QUARTERLY G Oct-25  |Procurement team communicate information regarding suppliers at financial risk to key officers, including support services such as accounts payable for example to check for unusual HoS - Finance, Audit and Risk
manage supplier risk payment requests etc. This process continues to be undertaken on an ongoing basis.
Contract managers to update business continuity plans with respect the risks QUARTERLY G Oct-25 |New Emergency Planning templates include Essential Suppliers. These have been completed by contract managers and the emergency planning manager supplied the collated suppliers list to [HoS - Finance, Audit and Risk

of supplier failure the procurement team in Sept 24. These suppliers shall be included in the quarterly finance checks.
The refresh of the Contract Management Framework shall ensure that the contract tiering includes 'essential suppliers in BCP' as a specific category in the platinum toering.

Monitoring of supplier behaviour and requests QUARTERLY G Completed HoS - Legal & Procurement

Completed




REF CORP24
Temporary and Supported Accommodation - Failure to Reduce the Housing Benefit Subsidy gap

Current risk description

Date raised 16/05/2023)
The ability to claim 100% Housing Benefit is dependant on a number of relevant criteria depending on the type of housing and support provided. The gap

Last review date 09/11/2025|

Residual Risk Target Risk Primary Corporate Priority

Risk owner
Impact Likelihood Score Impact Likelihood Score An open and modern council Exec Dir - Communities & Housing
Q4 5 3 5] 4 3 12
Ql 5 3 15 4 3 12 Service area
Q2 0 0 Multiple Service Areas
Q3 0 0
as 7 7
The gap in Housing Benefit subsidy for temporary and exempt supported accommodation and TA/Private Sector leasing continues to grow. The gap has to be paid for out of the general fund. Housing and Benefits teams continue to monitor the use of
Current risk direction this type of accommodation, looking to bridge any gap in loss of subsidy by utilising other funding opportunities and working with providers to deliver services where maximum subsidy can be obtained, be it 100% or less. This is a national issue that
Static ONTRACK N councils are facing and are raising with central government as a major financial concern. Previous government did signal a review of supported housing and other subsidy measures. No national policy changes in this area as yet but being kept under
<:> review. Regular monitoring and tracking of subsidy loss continuing in order to have effective financial forecasting.
Monthly monitoring of the subsidy claim Cost- budget
New/Existing provision of this type of accommodation If not budgeted for this currently impacts on the Revs and Bens service budget and the council's general fund.
Failure to consider the cost of any HB subsidy shortfall when commissioning provision If not monitored monthly but treated as a risk until the end of the FY, the subsidy gap could be greater than expected
Staff resource to go through every claim
On hold pending new legislation and input into consultation

Control / mitigation (action required) Control Control status Date of next

Update on progress of control / mitigation Control / Mitigation Owner
update (RAG) update
frequency
Housing strategy for this type of accommodation developed QUARTERLY G Completed |On hold pending new legislation HoS - Housing & Community
Safety
Draft strategy completed QUARTERLY G Ci d |On hold now pending new legislation/review of national policy HoS - Revenues and Benefits
Continued to work with providers to mitigate the impact of cuts to Housing QUARTERLY G Dec-25 |A rationalisation of the supported housing sector in Norwich as a result of HRS cuts will lead to the closure of some provision and a reduction in HB subsidy loss. Also, the Housing Options Exec Dir - Communities &

Related Support contract (Norfolk County Council) to ensure continued use of

team isin the final stages of contracting an RP provider to repurpose their current provision into supported temporary accommodation for homeless households from October 2025, which  |Housing
properties in the city, without a negative impact on subsidy loss

would not attract HB subsidy loss and would also reduce the council's use of nightly paid and hotel chain accommodation, leading to savings.

Analysis continues to be undertaken to monitor the subsidy loss. Currently QUARTERLY Dec-25
being undertaken. Discussions with housing providers to understand funding
models and to look at options for mitigation subsidy loss.

Containing to monitor quarterly. Conversations underway with housing providers but there is no quick or simple solution. Work still ongoing re options for provision. Also awaiting Director of Housing and
government consultation on supported housing which may impact on these arrangements. The current consultation ended in May 2025 and still awaiting further information. Potential that |Community Safety
due to cuts in Housing Related Support funding by Norfolk County Council that there will be fewer beds available. An impact assessment is currently being produced.




REF CORP29
Contact centre staff risk

Date raised 08/10/2024]
Risk - Contact Centre Staff suffer verbal and threatening abuse and violent behaviour at work. Cause - Last review date 08/08/2025'

Residual Risk Target Risk Primary Corporate Priority Risk owner

Impact Likelihood Score Impact Likelihood Score An open and modern council Exec Di esources
Q4 4 3 12 4 3 12

Ql 4 4 16 3 3 9 Service area

Q2 0 0 Customers, IT & Digital

Q3 0 0

as 7 7

There has been an increase in customers presenting aggressive and threatening behaviour to staff which has resulted in an increase in risk, escalating to corporate risk level.

Current risk direction Progress Publication Exempt? update there have been some additional issues that has increased likelihood score.

Worsening : New Risk N

Staff receive verbal and threatening abuse Staff harm / mental and physical
Staff being assaulted / use of weapon Staff fatality
Objects are being thrown towards staff and furniture Damage to furniture/building /equipment
Bodily fluids / hazardous substance is thrown at staff Impact on staff wellbeing
Impact on other customers and visitors
Control / mitigation (action required) Control Control status  Date of next Update on progress of control / mitigation Control / Mitigation Owner
update (RAG) update
frequency
Security trained officer in the contact centre ANNUALLY G ongoing |The Customer support /security trained staff have security industry door supervision license/level 2 award door supervisor. HoS - Customers, IT and Digital
Appointments are pre-booked to enable Flag information check MONTHLY G ongoing This process and procedure is already in place and ensures that staff have checked flag information before private interviews. HoS - Customers, IT and Digital
on our CRM
Escalation procedures (walk away/call police) MONTHLY G ongoing |The training includes the staff message to walk away - we have a flow chart document that is part of the adviser training and it includes procedures for dealing with abuse/incidents etc. HoS - Customers, IT and Digital
each incident is reviewed and reported using the H&S incident MONTHLY G ongoing |The councils H&S reporting systems ensures that incidents are reported and trends analysed - Flag information can be applied to individual records to provide staff with insight. HoS - Customers, IT and Digital
report form
Staff conflict management training - Delivered by Maybo ANNUALLY G ongoing |Training for key staff completed March. providing conflict management and personal safety training /skills which will help staff working in the centre. Need to ensure this training is regular for new staff. HoS - Customers, IT and Digital
Panic alarms interview rooms/CCTV /Tested MONTHLY G Completed [New alarm system purchased in place from March - CCTV in home option interview room - screens to be moved to home options team for better monitoring. HoS - Customers, IT and Digital
Security staff body warn camera MONTHLY Oct-25 [Following pilot - cameras have been ordered for security staff. Should be in place Feb., delayed but should be here April /May 25 HoS - Customers, IT and Digital
Reconfigure the contact centre to meet needs of service MONTHLY Oct-25 [New reception function and visitor booking system in place for contact centre -These changes provide physical barrier and records of visitors - comms issued to staff re new procedures and process. Process |HoS - Customers, IT and Digital
(appointments and visitors) being kept under review.
Improve communications for home options/homeless customers | MONTHLY ongoing |Working with home options team improve communications for visitors waiting for appointments - option team member to visit centre every 30 mins CCT MANAGERS
waiting for appointments.




REF CORP31
Recruitment

ty to recruit to permanent roles across the Council

Date raised 08/10/2024]
Last review date 19/09/2025|

Residual Risk Target Risk Primary Corporate Priority Risk owner

Q4 4 3 12 3 3 9
Ql 4 3 12 3 3 9 Service area
Q2 0 0 Multiple Service Areas
Q3 0 0
as 7 7
Ongoing difficulties recruiting to permanent roles across the Council resulting in recruitment delays and increased costs from the use of interim or temporary contracts. The market is particularly challenging in respect of senior leadership and statutory
Current risk direction officer roles.
Static : : New Risk N Q3 - improvement to risk score due to continuing reduction in number of interim appointments and successful permanent recruitment to key roles.

Triggers

Posts unfilled
Overspends due to the use of interim or agency staff

Lack of staffing resource
Reputational harm - arising from adverse publicity
Budgetary overspends

Control / mitigation (action required) Control Control status Date of next Update on progress of control / mitigation Control / Mitigation Owner
update ((7:X9)) update
frequency
Post and grading review Annual G Sep-25  [Job descriptions are reviewed prior to recruitment campaigns to ensure they are current. Any substantial changes results in re evaluation under the councils job evaluation scheme. HoS - HR & Organisational
Benchmarking undertaken in relation to senior and hard to fill roles. Provision to pay market suppl 1t is in place Development
Budget monitoring Annual G Sep-25 |Vacancy management panel set up to review requests for vacancies to be filled. HoS - Finance, Audit & Risk
Use of creative recruitment strategies to attract a wider pool of candidates Monthly G Sep-25  |As part of Norfolk recruitment partnership, work with recruitment partner for market intelligence and recommendations for recruitment campaigns and media on an ad hoc basis. For senior |HoS - HR & Organisational
recruitment campaigns, proposals received from recruitment partners to develop appropriate candidate attraction campaign including creative media adverts, microsite. Developed Develop 1t
recruitment video. Use of social media to promote opportunities. National local government recruitment materials launched November 2024 - reviewing how to use these as part of Norwich
campaigns. Occupancy rate is monitored as part of quarterly metrics and remains stable - 88% as at 31/12/24. Occupancy rate increased to 92% at 31/3/2025 and decrease in agency usage
Monitoring recruitment activity, vacancy and occupancy rate Quarterly G Sep-25 Recruitment activity and vacancy and occupancy rates reported to Assurance Board quarterly HoS - HR & Organisational
Development




REF CORP35 -

DBS checks/Safeguarding - No Assurance from Audit report

Current risk descripti
Inadequate DBS checks or failure to comply with statutory requirements could result in unsuitable individuals working with vulnerable adults, children, or

sensitive information.

Date raised
Last review date

08/08/2025

19/09/2025

Current risk direction

=

NEW

Progress Publication Exempt?

Y

Inconsistent or outdated processes, unclear eligibility criteria or poor record keeping can expose the council to safeguarding, legal and reputational risk.
DBS audits completed in 2023 and 2025 that identified safeguarding risks through lack of robust process to identify requirement for DBS checks.

IT systems not in place to record and verify DBS data and compliance.

Policy updates have not been completed.

Residual Risk Target Risk Risk owner
Q4 0 0
Ql 4 3 12 3 3 9 Service area
Q2 0 0 HR & Organisational Development
Q3 0 0
Q4 0 0 Background to this risk

Triggers

Audit recommendations

Reputational harm - arising from adverse publicity

Compliance concerns

Legal implications - breach of statutory duties under Rehabilitation of Offenders Act and DBS Code of Practice

Lack of up to date policies, procedures and guidance

GDPR compliance

Delays in obtaining or renewing DBS clearances

Financial/regulatory penalties from inspection or audit findings

Staff starting work before clearances received

Control / mitigation (action required)

Control
update
frequency

Control status
(RAG)

Date of next
update

Update on progress of control / mitigation

Control / Mitigation Owner

Annual review of DBS policy and procedure to align to statutory guidance and Annual DBS Policy updated to include manager’s responsibilities including the Risk Assessment process and DBS checks required for each staff group. There is ongoing monitoring by the transactional | Director of HR &
DBS Code of Practice team. Contract has been renewed with Staffvetting. Organisational Development

Ongoing work to ensure data accuracy and data requirements are in line with Quarterly Dec-25 IT issues related to data transferral have been resolved and data migration has been completed. Ongoing work is taking place to ensure data accuracy and to ensure the data requirements are|Director of HR &
current statutory and policy guidance in line with current guidance. Organisational Development

Centralised tracking and monitoring of DBS applications and renewal dates Quarterly Dec-25  |All DBS data is correct and input into the HRIS system. New DBS data is updated in a timely way as and when the certificates are issued through Staffvetting. (Umbrella company that process |Director of HR &
DBS applications on our behalf) Organisational Development

Regular audit of DBS compliance Annual Dec-26  |Annual Audit to be arranged Director of HR &
Organisational Development

Mandatory training for recruiting managers on DBS requirements Bi-annual Dec-26  |Manager training, briefing and comms to be determined and delivered in quarter 3. Director of HR &
Organisational Development




