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Introduction

North Tyneside Council’s transformation continues to progress and this has been our best year yet . Our
intention is to become a model 21°' century council. We are focussed on continuing our journey of rapid
improvement whilst delivering excellent services and providing value for money for the people we serve; all
this in the context of addressing the challenges that transformation presents.

In December 2007, North Tyneside Council was confirmed by the Audit Commission as ‘Three Star and
Improving Strongly’. Our Annual Audit and Inspection Letter (2008) said that, ‘Overall, the council’s rate
of improvement is amongst the best nationally’ . Whilst we are very proud of this achievement, we are
not complacent. Our aim is to become one of the best local authorities in the country by 2012 and we
understand we need to improve further to make that happen.

North Tyneside is delivering improvements at a local level. We have radically changed the way we
interface with the public. We have opened three joint service centres, moved 900 staff into new state of the
art headquarters, changed the ways in which we work to deliver efficiencies and improved core services
whilst continually working to close the gap between ourselves and the rest of the country and between
different parts of the borough.

We have made a firm commitment to work with communities and deliver an engaged council. Our key aim
to put residents at the ‘heart of everything we do’ is giving us clear outcomes and residents have a real say
in what is important to them. This is demonstrated by robust data from our latest annual face-to-face
residents’ survey, which shows rising satisfaction with the council and the locality, and from feedback
contained in inspection reports. Our latest employee opinion survey indicates staff perceptions of the
organisation have also improved.

North Tyneside is now helping to drive the agenda at both a regional and national level. Our national
reputation and our commitment to continuous improvement are illustrated by our contribution to the CAA
pilot, our lead on nine national initiatives and record government grant aid in the past year. In January
2008, we welcomed the permanent secretaries to North Tyneside and South Tyneside, giving Central
Government the opportunity to understand better the issues we face and allowed us to showcase both
councils’ innovative work with our respective communities.

This means we are already embracing the government’s longer term vision for local government as it
develops around the key themes of putting people at the centre of public services, recognising the
leadership role of local councils based on their local knowledge, and delivering services that meet the
differing needs of areas. We are placing our partnerships at the heart of this - bringing a range of
expertise, knowledge and challenge to the table and shaping North Tyneside.

In summary, during the past year we have made impressive progress since our last assessment on
delivering our agenda. We have improved services, delivered record efficiencies, a chieved record
government support and managed positive organisational change ; including the development of clear
service improvement plans. And, most importantly, we have reduced the gap in deprivation  between us
and the rest of the country.

This direction of travel assessment provides the evidence to show that North Tyneside has continued to
improve strongly .

1. What has the council sought to achieve?

North Tyneside aims to close the gap between different parts of North Tyneside as well as North Tyneside
and the rest of England. So far, this has been successful in one dimension as the gap between North
Tyneside and the rest of the country, based on the ranked Index of Multiple Deprivation (IMD) measure, is
narrowing. There are 10,000 fewer North Tynesiders in England’s most deprived 20% of neighbourhoods
than there were in 2004.

We have achieved all our major strategic goals for this year. The Council Plan for 2007/08 had five clear
strategic aims and demonstrated our focus on outcomes, financial stability, the Local Area Agreement, the
Local Strategic Partnership (LSP) and the vision in our Sustainable Community Strategy. At the end of the
year, 91% (70 out of 77) of milestones have been delivered and the remainder have been incorporated into
the Council Plan 2008-12 (with the exception of one which was superseded by another milestone). The
Council Plan reflects the Mayoral priorities for North Tyneside, each of which have already been achieved
or are on track to be delivered.




2. How are key priorities being delivered?

The council has evidence from inspections, staff and resident perception data and performance indicators
that it continues to deliver on its key priorities. The Annual Audit and Inspection Letter recognises that the
council has ‘strong leadership and has an ambitious improvement programme in place’ . The use of
PerformancePlus, the council’'s performance monitoring software, is being updated and continually
extended across the council allowing us to monitor our progress.

We have a strategic investment programme that sets out our capital investment plan and a transformation
programme that drives our efficiency, as well as a change management programme allowing us to fund
and manage large-scale projects in an increasingly efficient and effective manner. Key priorities are
addressed via individual service improvement plans, which were developed following a comprehensive ViM
exercise in 2007/08. These are reviewed quarterly and updated annually and reflect both the Council Plan
and the Sustainable Community Strategy. New outcomes and corporate health scorecards have been
introduced and directorate scorecards are being developed to mirror the corporate scorecards. The
outcomes scorecard is based on the Local Government Association’s Framework for Excellence.

The Residents’ Survey found that 88% of residents are satisfied with North Tyneside as a place to live and
64% are satisfied with the council overall. 62% of our Pls have improved in the last year. In the Audit
Commission’s annual survey of schools 2008, North Tyneside is in the highest quartile for 69 out of 81
guestions, and above satisfactory in all 81.

Our Use of Resources (2007) was rated as three, we have a three star education service, top scores for
our benefits service and a strong financial base, all this in a difficult financial climate, putting us in a
stronger position than ever before. The council has invested heavily in providing decent homes for its
tenants and we have the fastest improving Housing Service in the country. The modernisation of our Adult
Social Care service has transformed the way this service is delivered. We have invested heavily in Cultural
Services to deliver more high quality facilities such as the Lakeside Centre.

Our LSP is an integral part of the way we work and we now have excellent relationships as evidenced by a
number of forward thinking initiatives such as our collaborative work with the PCT on tackling childhood
obesity and our ‘Healthy Town Initiative’.

3. What has been achieved to date?
This section describes achievements under the themes of our Council Plan.

Theme 1: Create positive futures for childrenandy  oung people.
We have continued to build on the strengths demonstrated in our 2007 Joint Area Review in which capacity
to improve was judged to be outstanding

Our young people are achieving
Provisional 2008 GCSE results show that North Tyneside has improved results for the third year
running, with 66.6% of students (including special schools) achieving five or more A* - C grades; a rise
of 3.9% on last year. We have increased the percentage of students achieving five A* - C grades
including English and Maths to 49.8%, a 2.5% increase from the previous year.
25% of looked-after children received 5+ A*-C GCSE grades, an improvement of 15% from last year
and 95% of Year 11 ‘looked after students’ achieved at least one A* - C which is top band performance.
Our results at each key stage are above the national average.
Provisional data from schools and TyneMet College show that results post-16 have continued to
improve, narrowing the gap with the national average. The average point score (APS) per candidate
for Level 3 qualifications (e.g. A Level or equivalent) is 703.7, an improvement of 9.9 from last year and
the APS per entry is 200.9, an increase of 5.7 from the previous year.
North Tyneside Council is rated in the top quartile for 84% of the indicators in the Audit Commission’s
2008 survey of schools
Attendance in schools is good in all phases and is above the England and North East averages. The
percentage of sessions missed in the spring term 2008 was 5.6%, an improvement of 0.81% from the
previous year and better than the England average of 6.23%. We have also identified persistent
absence (PA) as a key priority. In the past year we have been the 5" most improved PA authority in
the country and have seen a 26.5% reduction in the number of PA pupils from 06/07 to 07/08.
Following focussed action we have improved the attendance of looked-after children so that only 7%
are missing 25 days or more school, which would be banded as ‘good’ against benchmarked statistics.
Our Foundation Stage Profile (FSP) results show that we continue to perform above regional and
England averages for both parts of NI 72 (achievement of 78 points across the FSP). At 58% we are
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the third best performer in the region. For NI 92 (narrowing the gap in the FSP), at 28.3% we are the
best performing authority in the region.

Our young people are safe
We are the only council in the country to have no permanent exclusions from our schools.
We were judged as good in the 2007 JAR against ‘staying safe’ indicators and have taken
comprehensive action to address the issues raised. All child protection performance indicators are
now in the top quartile . Through the work of our highly effective Local Safeguarding Children Board
(LSCB) our thresholds for intervention, multi-agency enquiry processes, reviewing processes and
management oversight are now very effective.
Significant improvements have been made to the long-term stability of children and young people in
care, with a 13.1% improvement on this indicator in 07/08 to 87.3%.
Our fostering service was judged in 2007/08 to be providing ‘excellent outcomes’. We have
implemented a ‘Staying Put Pathfinder’ so that more young people are able to stay with their carers
beyond the age of 18.
A £5m investment programme for play, including a £2m Department for Children, Schools and Families
(DCSF) pathfinder, is being delivered. In the past year, the programme has provided a new skatepark
in Whitley Bay and playsites across the borough. This is in response to the expressed views of children,
young people and residents who asked for more facilities and activities for children and teenagers. The
programme will deliver 21 playsites as well as a staffed adventure playground over the next 18 months.

Our young people have structured pathways beyond fo rmal school
£2m North Tyneside Skills and Enterprise Centre (NTSEC) at Wallsend is in its second year of
operation. It provides young people with opportunities to gain the vocational skills required by
employers through work-based learning. It was one of the venues visited by the permanent secretaries.

A further Skills and Enterprise Centre at Norham Community College recently opened, focussing on
construction and engineering. These establishments will enable young people from across the borough
to gain essential vocational skills to become economically active and eventually each area of the
borough will have at least one Skills and Enterprise Centre.

North Tyneside is one of only ten local authorities that can offer all five new Diploma lines from
September 2008. The diploma, part of the 14-19 Reform Programme, combines theoretical study with
practical experience. The five diplomas, launched in phase one, are; construction and the built
environment, creative and media, engineering, IT and society, health and development.

All our young people have opportunity
Beacon Hill Special School was completed on time and in budget and opened in January 2008. It
was praised in its first Ofsted inspection in May 2008 for its outstanding leadership, curriculum and the
personal development and wellbeing of pupils. The inspector found that pupils were ‘very keen to try
their hardest to achieve success, and the progress they make through school ensures they're
exceptionally well placed to make the best of their lives on leaving'.
Provision for children with special educational needs has progressively improved and inclusion has
been facilitated by a pattern of resource bases attached to mainstream schools with special schools
providing learning support services to other schools. As a result North Tyneside has been identified as
one of ten national Special Educational Needs hubs of best practice

We've actively removed barriers to learning

- We have initiated a number of programmes to remove barriers to achievement for children and young
people so they can make the most of their lives and aspirations. Closing the gap is a key part of our
agenda as recognised by Ofsted, ‘The council's contribution to delivering outcomes for children and
young people in North Tyneside is good. The area's overriding ambition of closing the gap between the
most and the least disadvantaged runs through the community strategy, the Council Plan and the
Children and Young People's Plan. It is shared and understood by partners’ (Joint Area Review 2007).
Following a 12-month pilot, the ‘Fuel 4 kids’ programme was launched in September. Providing free
breakfasts and fruit for every primary school child, this delivers the Elected Mayor’s pledge of free
school meals for every primary school child. It has been proven to deliver improved health and
wellbeing for children and their families and has received national coverage.
Area Children’s Teams have been identified for all areas of the borough. They bring together a range
of children’s professionals providing a single point of referral for children causing concern. They have a
preventative focus and use the Common Assessment Framework to identify children with additional
needs and coordinate multi-agency support packages tailored to the needs of the child and their family.




The Area Working Strategy has been enhanced by the identification of five Full Service Extended
Schools which have been formally commissioned to provide support across their respective areas.
Our schools capital programme is improving the learning environment for children and young people.
North Tyneside has successfully submitted a ‘Readiness to Deliver Statement’ to the DCSF and has
been offered accelerated entry into the Building Schools for the future programme (wave 6a), which
means the new build or substantial refurbishment of up to five new secondary schools. Work on the
new Monkseaton High School is underway and plans for a £6m investment in primary provision are well
advanced. They will include a special school.

Support for young children and their families has been enhanced by the opening of two further
children’s centres, both of which are located on school sites.

Adult learning provision has been restructured and when inspected in early 2008 was judged to have
‘outstanding capacity for improvement’.

We're leading the way
North Tyneside Council has raised its national profile due to the quality of its work in relation to children
and young people and has attracted funding to support the following pathfinder and pilots projects

(0]
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0-7 Partnership Pilot:  This looks at exploring different ways to help young children and their
families, especially as they make the transition from early years to school.

Right 2 B Cared 4: This gives young people aged 16 the right to stay in their residential setting up to
the age of 18.

Aiming High — Transforming Short Breaks for Familie s with Disabled Children Pathfinder: This
will improve short break care opportunities for children and young people with special needs.

Social Care Remodelling:  This looks at how social workers can work as part of an integrated team
to deliver services around the child and family on a locality basis.

‘Find Your Talent’:  This initiative gives young people the chance to encounter a range of high-
quality cultural experiences for five hours a week and is delivered both in schools and professional art
settings. It is a partnership project with Customs House Theatre and South Tyneside Council.
Pathfinder on the Commissioning of School Places: This examines the development of school
trusts to support and sustain collaboration between learning providers. It is also looking at the
engagement of parents in school place planning.

Theme 2: Improve wellbeing

We've improved health in the borough

Improving health and wellbeing is a key strand in our ambition to close the gap across the borough.
Progress has been made in terms of the health and well being of residents. Life expectancy in North
Tyneside has improved for both males and females; female life expectancy has now risen from 4™ to 3"
quartile. The number of pregnancies amongst 15 to 17 year-olds has also reduced. Our face-to-face
residents’ survey shows that 94% of people are happy living in North Tyneside.

North Tyneside PCT has detailed in their annual report, ‘North Tyneside: Closing the Gap‘ how they
plan to continue to address the health inequalities  both within the borough and between North
Tyneside and the rest of England. This has been shaped by our collaborative residents’ survey data as
well as other data sources.

We've provided opportunities for people to live ful | and active lives

North Tyneside’s Year of Sport aims to get as many residents as possible involved in sport and
physical activity, give a helping hand to talented athletes and recognise unsung sporting heroes.
During the course of the year, there will be about 100 events people can get involved in and we will be
looking at ways to embed this as part of service delivery.

Take up of sport and leisure activities for children has increased; 34,175 attended free junior
swimming, an increase of 1,625 on the previous year and the average weekly attendance at action
clubs was 302, an increase of 14 on the previous year. Last year, over 12,000 EASE cards were
issued to young people across North Tyneside.

In April, Sport & Leisure services at Wallsend transferred to Burnside School, which allowed an
increased programme of activities  including the running of school holiday activity programmes and
sports development activities. The number of people accessing these facilities has increased month on
month. A new private partner has taken over the operation of our golf course at the original Wallsend
site, which has provided increased investment in the site and improved facilities.

The tourism strategy for the borough, ‘visitnorthtyneside’, was approved in 2007 and focuses upon
three key objectives: the development of the cultural coast, the development of heritage and gateways
and world class events in the borough. The strategy has been key to helping the newly-established
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‘Tourism Tyne and Wear’ focus on the coast as a visitor destination evidenced by The Mouth of the
Tyne Festival, which was a sell-out and nominated for the 2008 Best Tourism Experience Award.

Core services have improved
Overall, our latest annual residents’ survey shows that perceptions have improved in a number of key
areas. We have improving community satisfaction not only with the council as a whole but also with
many of our services. Satisfaction with the local authority has risen to 64% (23% very satisfied) and
satisfaction with the local area to 88% (54% very satisfied). In addition, feeling informed has risen to
74% reflecting the investment the council has made in this area.
Our parks and open spaces are important to our residents and we have invested heavily in this area.
Resident satisfaction with the borough’s playsites has remained stable since 2007 but has continued to
rise amongst users. Resident satisfaction with parks and open spaces has decreased by 5% since
2007 and we are continuing to invest to address this. However, we have maintained our Green Flag for
Rising Sun Country Park and retained three Blue Flags for our beaches, which maintained a user
satisfaction rating of 90%.
Tenant satisfaction has improved, rising by 16% to 69% since 2007, placing us among the top
performers in the country. We have the most improved housing service in the country and we have
reduced the proportion of non-decent homes from 45% to 35% and remain on target to achieve
decency for all our general needs stock by 2010 (BVPI Data).
As part of our ‘Better Homes — Better Lives’ programme  to meet the Decent Homes Standard, we
spent £27m on improving our tenants’ homes last year. This resulted in 7,438 home improvements
being carried out in 2007/08. A further £34m will be spent in 2008/09.
We have defined, alongside our customers, what excellent customer service should look like. Our new
customer service centres  bring together a range of services under one roof, enabling customers to
use council and partner services more quickly and conveniently. They offer more services for longer
hours; provide better value for money by co-locating services and allowing staff to work as one team.
There are three types of customer service centre from Tier 1, the widest ranging, to Tier 3 which offer
different levels of service from both the council and its partners. There will be one Tier 1 centre in each
area of the borough. This work brings services closer to communities and means nearly all residents
have an access point to council services no more than 2 miles from their door and 95% within one mile.
Within the last year we opened one of our Tier 1 Centres, the White Swan Centre, and two Tier 2
Centres, Unicorn House and John Willie Sams Centre.
The BVPI data for our libraries service has seen a significant increase in satisfaction with library
facilities from 59% to 69%.
Further to last year’s self-assessment, our performance in Adult Social Care has significantly
improved. We achieved a ‘two star’ rating for 2006/07 and we have continued to improve during
2007/08. 18 of the PAF indicators for 2007/08 are rated good or above with strong indication of further
areas for improvement. None of the PAF indicators are below average. The 2007/08 inspections for
the following in-house services for Adult Family Placement and Home care show ongoing strong
performance and improvement  from the previous year.
Achievements this year include top band performance for the number of people receiving a direct
payment to purchase their support; the rapid delivery of equipment and minor adaptations, and
supporting people to live at home resulting in reduced admissions. These were achieved through
engagement with service users and have increased choices and control for these residents. We have
improved response times and reviews of care packages. We have excellent and consistent
performance ensuring there are no people whose hospital discharge is delayed.
In addition, there has been an 18% reduction in the number of falls compared with the previous year.
These have resulted in an 18% increase to 86% in user satisfaction of this service.
To ensure equity and fairness, we have revised our guidance on the eligibility criteria for access to
Adult Social Care services. We produced our first Joint Strategic Needs Assessment in August 2008,
which has provided the opportunity to look ahead, and state how health and social care providers can
more closely meet the needs of local people. As CSCI recognised, ‘The council has a range of
mechanisms to ensure involvement in local activities, policy development and decision making'.
(Taken from the Summary Report of 2006-07 annual performance assessment of Social Care Services
for Adults Services for North Tyneside).
Our Benefits Service has maintained the top score of four, reflecting the importance we place upon
this service. North Tyneside Council has raised its national profile in this area and has attracted
funding to support a pathfinder for the DWP's ‘In Work Initiative’. Alongside this, there is an intensive
programme of benefit take-up campaigns with DWP, voluntary and community organisations.

We are investing in our services




We are continuing to invest in Adult Social Care and as a result have provided:

0 £1.8m to cover an increase in capacity and investment in quality residential care through ‘Fair Cost
of Care’.

o a five-year contract, valued at £32.5m, for improved home care services which recognises the
importance of time spent with clients. This has meant moving from 15 minute to 30 minute slots,
when required, to ensure the dignity of our customers and has guaranteed the quality of the service.

o £0.5m to improve the physical condition of the independent sector homes via a government grant.

We have been successful in securing PFI funding to provide modern sheltered accommodation for our

older residents. The Older People, Homes for the Future  project is the single biggest capital

investment project in the history of the council and the first of its type in the north east of England. The
£112m initiative will see 12 new-build schemes, 12 of our better schemes refurbished and a new-build
cluster of bungalows, thereby providing modern, high quality and desirable homes; sheltered
accommodation and extra care. Currently the Older People, Homes for the Future project is working
closely with tenants through the Tenant Focus Group to ensure both these schemes meet the needs of
their users and build on the positive relationship with our customers.

There is ongoing investment in Sports and Leisure  to ensure there are top class facilities across the

borough, this is reflected by the success of the Lakeside Centre which opened 18months ago and has

had 50% more visitors than predicted, the start of work on the new facilities at Wallsend and the
refurbishment of Whitley Bay Leisure Centre.

We are developing a Social Inclusion and Economic Wellbeing Strategy  , which includes ‘Team

Revenue’ providing debt advice and signposting severe cases to the voluntary and community sectors.

In addition, an Economic Wellbeing project has been launched and is teaching year 11 pupils about

managing finances, dealing with debt and other financial advice. The ‘My Cash booklet’ has been

delivered to all year 11 pupils in North Tyneside. Feedback from pupils and teachers has been
extremely positive.

Theme 3. Regenerate our borough
Both physical and social regeneration remain a priority within North Tyneside.

We have physically improved the borough
There has been considerable success in attracting inward investment  into the borough. At Cobalt
Business Park, Highbridge are currently building a further 1.25 million sq ft of office floorspace.
Linked with the improved infrastructure, environmental works and public transport provision, this
business park has already attracted major global businesses creating over 9,000 jobs; a mix of new,
relocated and safeguarded jobs. At Quorum Business Park, Grantside, have announced a further
£175m investment to build a further 500,000 sq ft floorspace. Other investment has seen
improvements in the housing and retail offers across the borough.
Our approach to inward investment marketing  has been further developed. We are collaborating
with ONE NE (One North East) and the other Tyne and Wear Authorities in a number of areas; for
example, the River Tyne North Bank, which is probably the largest employment based brownfield
regeneration scheme in the country, in partnership with both ONE NE and Newcastle City Council. It
straddles the boundary between these two authorities and has the potential to have a regional and
possibly national level of impact. We have also worked with ONE NE and South Tyneside Council on
Tyne Gateway, which is a joint regeneration strategy for North Shields Fish Quay and the equivalent
area in South Tyneside involving around £20m investment.
More specifically in the last year we completed or commenced over £67m of capital project sinall
four parts of the borough (South-East, North-East, South-West, North-West). In 2008/09 this capital
investment programme will increase to more than £115m to fund physical regeneration projects,
housing improvement and accommodation. Projects completed or started over the last year include:

o completion of two further children’s centres on school sites, Fordley Primary School and

Appletree Gardens First School

£700k invested in a new playsite and new skatepark at Whitley Bay

completion of Beacon Hill School

commencement of refurbishment of Whitley Bay Leisure Pool

commencement of regeneration projects in Whitley Bay Regeneration such as the Playhouse

and phase 1 refurbishment of the Grade 2 listed Dome

the refurbishment of the White Swan Centre and Unicorn House

the renovation of St Mary’s Lighthouse - an iconic structure within the borough

landscaping at Souter Park

replacing Blue House Bridge on A1058.

construction of the John Willie Sams Customer Service Centre through a LIFTCo initiative

O oO0oo
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In addition, we have established new multi-agency Project Boards for the following major projects:
0 River Tyne North Bank — at 600ha one of the largest employment regeneration projects in the
UK and linked directly to Wallsend Town Centre regeneration
o Coastal Zone — tourist focus driven regeneration of approximately 6 miles of coastline
0 Retail Centres — regeneration focussing on the town centres of Whitley Bay, North Shields
and neighbourhood centres.

We are closing the gap by enabling economic growth

- Ataborough level, progress has been made on closing the gap with the national average. According
to the IMD 2007, the borough is no longer ranked among the most ‘Deprived 50’ on any of the six
district measures of deprivation. Our lowest ranking is now 57" on the Employment Scale. Since
2000, North Tyneside’s rankings within the IMD have consistently improved, demonstrating that relative
to other authorities the borough has become less deprived over the last seven years.
In terms of employability activities , in 2007/08, £1.18m of external funding was committed to support
a number of actions in line with the Regional Employability Framework, resulting in 995 residents
accessing the available services, 567 undertaking some form of employment-related training and a
further 369 supported into employment. 70 % of those supported were residents within the most
deprived wards. In relation to business development, 62 new businesses were supported to start from
our NRF project and we supported a number of additional new businesses via a grant fund. Figures
indicate that 6 months after trading, 89% of the 62 businesses were still trading.
Employability and Cultural Volunteering is a regional programme called ‘Go in for Culture’. It was
initiated by ONE North East to increase skills and employability  in the cultural sector in partnership
with VODA. North Tyneside is one of nine pilot projects in the region. The programme will run for an
initial two years, 2008/10, and will ensure the establishment of a set of clear guidelines for volunteering
in the cultural sector. Examples include working in libraries, supporting events, arts projects, heritage
and environmental activity as well as the sports sector, which will be a crucial area in which to engage
volunteers as part of the regional build up to 2012.
The proportion of economically active people in the borough remains above regional and national
averages with 80% economically active in North Tyneside compared to 76.4% in the North East. Year
on year, the number of people in employment continues to rise, from 86,000 (2004) to 90,700 (2007).
The percentage of working age North Tyneside residents who received job-related training in the last 4
weeks has remained consistent for both North Tyneside and the North East whilst the figure for Great
Britain has been reducing (source: NOMIS).
North Tyneside has received £8m from the Local Authority Business Growth Initiative (LABGI) fund
which is being re-invested over five years to provide additional support to residents for both
employment and business start up.
Work has begun on the new Tyne Crossing to improve the A19 corridor and create a better mix of
employment opportunities across the region. It is expected to boost our current success in
regenerating the A19 development corridor, which is a driver of economic growth for the North East,
and our plans to create more jobs and greater prosperity.
We continue to play a leading role in the development of the Tyne and Wear City Region. In 2007/08
the City Region was one of only seven areas to voluntarily agree to the development of a Multi Area
Agreement (MAA). The MAA focuses on employment, skills and transport. As a further reflection of
our leading role in this area, the council leads on the employment and skills work for the City Region
and is the host authority for the City Region’s City Strategy programme with DWP led through the
Employment Consortium. The MAA aims to deliver One North East's Regional Economic Strategy by
co-coordinating the activities of key economic development agencies within the City Region, to ensure
greater levels of employment and entrepreneurship. The Chief Executive is chairman of the European
Strategy Group for the North-East, an example of how North Tyneside is making a positive contribution
to the reputation of the council as a key player in the transformation of the region.

We are providing a safe and clean environment

- Whilst satisfaction with waste collection remains in the top quartile, satisfaction with doorstep recycling
services has gone from 68% to 61%. We have achieved zero waste growth for the first time  and
our BVPIs show there has been a year on year increase in recycling and composting which is now at
26.5% while 90% of residents have access to kerbside recycling.
We recognise the need to improve waste and recycling performance further and plan a fundamental
change in this area. We know from residents’ feedback that the current recycling container does not
meet their needs. As a result, an operating plan for new containers was agreed via a cross-party
Waste Task Group. Consultation with residents started in May 2008 and a tendering process for the
new containers and vehicles began in July 2008. Roll out is due to commence early next year. The
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scheme will allow residents to recycle more and, in particular, respond to their desire to recycle
cardboard.

Road and pavement repairs remain a priority for residents and in the latest residents’ survey
satisfaction with both rose 10% and 13% respectively. However, we have implemented new measures
to meet expectations and reduce inconvenience of such maintenance works for our residents through
the ‘fence to fence project’ . This provides joined-up service work alongside Clean Neighbourhoods.
This enables footpaths to be repaired, signposts to be replaced, hedges to be cut, gullies to be cleared
etc. and the road surface to be replaced in a more efficient and co-ordinated manner. A pilot project
has taken place across the borough, which built on the strengths of our current frontline workforce.
Residents were informed of the planned work in advance and contacted again after completion to
provide feedback. The initial results are excellent and show that this new way of working has been well
received. We anticipate that this approach will be expanded into all ‘street scene’ schemes.

‘Street scene’ is key to residents’ satisfaction and improvements have been made to grass cutting,
planting and litter management across the borough. This has been achieved by introducing an
enhanced frequency of grass cut  (increased by 44%) along with new enhanced floral displays, both
improvements supported by published standards residents can access. A fundamental review of how
our street scene services are delivered has removed task demarcation from workers’ job descriptions
and we have increased our litter enforcement capacity. This has facilitated a 'see it and sort it' approach
to street environment issues and greatly reduced litter levels on our streets.

Satisfaction with passenger transport information has increased significantly from 49% to 56%. And
congestion in the borough has reduced marginally as a result of people choosing alternative means of
travel (Data supplied from the Department for Transport). Our Elected Mayor champions this work as
Chair of the Interim Regional Transport Board.

Theme 4: Strengthen our communities

We are working strongly with partners to close the gap

- The CPA inspection in 2007 highlighted concerns that the community and voluntary sector in North
Tyneside was fairly traditional and did not have the capacity to help the council meet its transformation
agenda. We have introduced new procurement and contracting procedures to clarify the outputs and
outcomes we need from our investments in the voluntary sector  and the timeframes within which we
expect those outcomes to be delivered. This has meant we can provide the voluntary sector with more
certainty of funding and transparency of decision taking, which in turn is building more capacity within
the sector and ensuring we maximise value for money and performance. The council has seen a shift
in attitudes and behaviour in the sector, building on its strengths and tackling its weaknesses.
The council has launched a unique staff volunteer scheme , whereby council employees will give 12
days work per year to the voluntary sector - significantly increasing capacity in the process.
We've further developed our approach to inward investment marketing . We are collaborating with
ONE NE (One North East) and the other Tyne and Wear Authorities in a number of areas. For example,
we're collaborating with ONE NE and Newcastle on the River Tyne North Bank, which is probably the
largest employment-based brownfield regeneration scheme in the country. It straddles the boundary
between our two authorities and has the potential to have a regional and possibly national level of
impact. We have also worked with ONE NE and South Tyneside Council on Tyne Gateway, which is a
joint regeneration strategy for North Shields Fish Quay and the equivalent area in South Tyneside,
involving around £20m investment
North Tyneside continues to be a safe place to live . The last three face-to-face residents’ surveys
have seen an overall reduction in the proportion of residents feeling unsafe at night, although in the
past two surveys the proportion has risen in the most deprived wards. The IMD 2007 shows that
there is relatively less crime in all parts of North Tyneside in comparison to our ‘relative neighbours’.
We have achieved top quartile performance in reducing, and first time entrance, into the Youth
Justice system; a significant reduction in persistent absence from schools; a high-performing Youth
Offending Service and no permanent exclusions in 2008. Alongside residents, the council has
developed a draft Anti-Social Behaviour Strategy to clearly set out how we tackle anti-social
behaviour which is being finalised following resident feedback.
The Local Strategic Partnership in North Tyneside, the NTSP, has been strong in setting a strategic
direction for the borough through the Sustainable Community Strategy  on closing the gap. The
reduction in childhood obesity is a result of the progress made with interventions such as support for
breastfeeding and weaning, work with parents and carers to establish healthy lifestyles, school travel
plans, as well as other targeted interventions which reflects the partnership’s focus on performance.
Other areas of partnership working include the Crime, Disorder and Reduction Partnership (CDRP),

8



which has overseen major sustained reductions in crime, for example a 73% drop in household
burglaries and a 66% reduction in thefts from a motor vehicle over the last eight years.

The NHS National Support Team visit found “excellent good practice between the PCT and Local
Authority” and that the “LSP structure seems to work well”. However the partnership continues to look
for ways in which it can improve to increase its impact , to assess its performance and identify what
actions it can take to improve key issues within the borough. Recent examples have included
worklessness and encouraging people to live greener lifestyles. To further increase the influence of
partners, pre-empting the ‘Communities in Control’ White Paper, we will be implementing new
measures to promote closer working relationships at senior levels and at decision making.

We've improved the ways we work with residents

North Tyneside is continually working closer with its communities as evidenced by our Engagement

Framework and we now have a Cabinet Member responsible for engagement, emphasising the

importance we place on this issue.

The council has developed a Neighbourhood Agreement  programme with residents, which consists

of a Decent Neighbourhood Standard (DNS)  and Neighbourhood Charters.  The Decent

Neighbourhood Standard clearly states the baseline service residents can expect from the council and

its partners on a number of core services they identified, as well as the role residents play in achieving

this. The charter element is optional and tailored to the needs of a particular neighbourhood and driven
by residents. Examples include:

0 tenants in Percy Main set up a group responsible for developing a neighbourhood charter, which
will focus on anti-social behaviour and building capacity with the community sector.

0 residents of Earsdon Village approached the council to focus more attention on supporting the
village in preparation for its annual Britain in Bloom and Northumbria in Bloom effort, which they
won, in exchange for undertaking a key role in pre-judging activities themselves.

In those areas that already have charters, the impact has been a closer working relationship between

residents, the council and its partners, resulting in more ‘joined up’ delivery  of services. For example

the Burradon and Camperdown community agreement consolidates the progress experienced by the
village in partnership with the council, Places for People, Northumbria Police and Burradon Primary

School which has resulted in reduced crime rates, development of derelict land and buildings and an

increased sense of community.

The consultation for DNS continues and the response has been both excellent and encouraging. Whilst

the document needs further shaping, the essence of what we are trying to achieve meets residents

needs; “On the whole | am very impressed with this document and the intentions behind it”. This was
one of the key topics at our latest round of Area Futures Events which are aimed at placing residents
at the heart of developing services.

A new board, including a community and customer representative, has been established, and a new

programme has been drawn up to manage the 12 major (and numerous smaller) projects which

currently make up the combined programme of the customer theme and engagement programme. Real
time feedback from customers, and a dashboard of performance information from mystery shopping
exercises, NI14 statistics and other satisfaction measures will inform the board’s decisions.

To ensure engagement is co-ordinated, responsibility for approving engagement activity has been

integrated into the Cabinet approval processes. This has seen a reduction in duplication of effort and a

more streamlined process by making best use of existing networks.

As one of 20 pilots in the national Quirk Demonstration Programme, North Tyneside has led the way in

developing a policy around community asset transfer . Working in partnership with the Development

Trust Association and the local voluntary sector, clear policy guidance has been agreed by Cabinet to

ensure a robust evaluation of all future requests for asset transfer.

We've helped residents to help themselves

- The Mayor’'s Well-Being Fund continues to benefit local people. In total during 07/08, 254 applications
were received and 209 individuals and organisations were funded at a cost of £337,554. During
2008/09 the Community and Voluntary Sector Well-being Fund will allocate £100,000 of revenue
funding to 52 projects. In 2006/07 this fund helped to close the gap in health inequalities by funding
meals, luncheon club, healthy cooking classes and chairobics. Over 27,364 people benefited from this
fund, 1462 were from BME communities and 1620 from other hard-to-reach groups. The fund has
supported projects that aim to increase involvement from hard-to-reach communities egs. members of
the Farsi-speaking community, Bangladeshi community, young people and single parents inc. fathers.
To date the Children and Young People’s Fund  has received 73 applications, of which 34 have been
approved with 29 pending. A new Neighbourhood Fund was also launched in September and this will
have a new approach to involve local residents in deciding the priorities for funding.
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Our Garden Care project for over-70s, which was piloted in Weetslade but has now been rolled out
borough-wide, provides residents with help tending to their gardens, which contributes to their
independence. Over 700 residents access the scheme and 300 garden makeovers have been
delivered. Satisfaction surveys carried out after these show 98% satisfaction level with the service.

Theme 5: Increase organisational effectiveness

We have stabilised our finances and provided a soun d platform to deliver our plans

- The Elected Mayor has reaffirmed on numerous occasions that financial stability is the council’s
number one priority — without this in place the council cannot hope to deliver its ambitious plans. In
response to financial management issues identified in 2001/02, various new controls and procedures
were put in place including the creation of the Directorate Accountant positions. Financial regulations
were introduced and budget monitoring became a key management tool. As a result, the council has
moved forward at a fast pace. Externally, this improvement can be seen from the continuous
improvement in the financial strands of the Use of Resources assessment and comments in the Annual
Audit and Inspection Letters.
In order to balance financial stability with the delivery of Council Plan and Mayoral priorities, our
Financial Strategy is a key document. The Financial Strategy is a key component of the council’s
business and resource planning process, ensuring that all resources are directed towards achievement
of the council’s priorities. The strategy describes the financial direction of the council and outlines the
key financial pressures over a four-year period. It provides the organisation with options for delivering
sustainable annual budgets and affordable strategic investment plans over the longer term. It also
provides the organisation with a risk assessment of the impact of such options.
Achieving this has been underpinned by the council’s ambitious efficiency targets  within the annual
budgets; for the 2006-2010 business and resource planning period we are on target to achieve a total
of £49.4m. These savings have released resources to priority areas by achieving value for money
(VFM) across our services. We have worked closely with our strategic partners to review VFM through
a common methodology, identifying the key areas for improvement and targeting our work accordingly.
This has allowed us to successfully exceed the annual efficiency targets set by central government over
the last three years.
Financial stability is not just the responsibility of key Members, senior management and finance staff
and as a result we have addressed financial awareness across the Council with the development of
tailored training for both Members and officers. This has been delivered ahead of schedule to
Organisational Improvement staff, with a programme in place for other directorates and Members
throughout the remainder of the financial year.
As a result, budget monitoring is now embedded so issues are identified immediately and corrective
action can be taken. In 2007/08 the budget was managed so that actual spend was within 0.84% of
budget (under spend of £1.3m) and the 2007/08 balances and reserves were at record levels — over the
last 3 years we have consistently under-spent (2006/07 £0.7m, 2005/06 £0.4m). This strong
performance was achieved despite the council facing some significant external pressures. For
instance, there were considerable pressures from job evaluation and equal pay claims; equal pay alone
presented costs of £10.5m in 2007/08, and this was largely managed through proactive financial
planning, resulting in a £10.3m capitalisation direction being granted by Communities and Local
Government (CLG). This was supplemented by a further £11m capitalisation this year that will
considerably enhance the options available to the council to manage equal pay issues.
North Tyneside is one of the few councils to have implemented job evaluation from top to bottom of
the organisation. Over the two-year period 2006/07 and 2007/08, job evaluation costs have been
managed within budget, with almost £3m built into the 2008/09 budget to address the on-going financial
commitment, without affecting front-line service delivery.
This performance is replicated for the Strategic Investment Plan (SIP) and Housing Revenue Account
(HRA). The SIP spent within £0.5m of its revised target of £78m and the HRA ended the year with
balances £1.3m higher than budget.
The External Funding team attracted £6.0m of funding during 2007/08 for a range of schemes.
Managing the day-to-day budget more effectively has allowed reserves to be used for strategic
purposes (in line with our 4-year medium term financial strategy) rather than being required reactively
to address budget overspends. At 31 March 2008 the Strategic Reserve was £20.5m, the General
Fund Balance was at £6.5m, the HRA balance was £3.3m and schools’ balances were £5.0m. By
2004/05, we had restored our balances to the target level of £6.0m — 3 years ahead of schedule. Since
that time, we have increased General Balances to £6.5m ensuring continued stability in the council’s
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finances. Our Reserves and Balances policy, which is approved annually by council, has been in place
for several years and further contributes to ensuring financial stability is in place.

We continue to improve . The current financial structures, procedures and arrangements are being
revisited to ensure that they continue to be fit for purpose and flexible for the council as we continue to
evolve. For example, in the current financial year the revenue budget monitoring is being reported
quarterly to Cabinet, with monthly monitoring reported to CMT and the Cabinet Member for
Organisational Improvement. The quarterly Joint Finance and Performance reports bring together
revenue, capital, schools and performance information for decision-makers so that strategic decisions
can be considered in light of all available information.

We have invested in our Members
A comprehensive new Member induction programme  has been delivered as well as Code of Conduct
training. These are intended not only to help members understand their role but also to provide
information on the new local assessment process when dealing with complaints in relation to alleged
breaches of the Code of Conduct for Members. As part of this ongoing process, a Member
development steering group  has been formed to provide a strategic overview of this area. This group
has agreed a four-year learning and development strategy and training priorities for 2008/09. The
steering group will consider an action plan to enable North Tyneside to achieve Member development
charter status by 2012 and therefore a long-term commitment to Member learning.
Work is also underway to develop personalised Member job roles that define standards,
competencies and expectations as well as delivering a flexible development programme that can
provide opportunities for learning in different ways to met the needs of all Members. They are currently
being given the opportunity to have a 1-2-1 discussion with an independent expert in elected Member
development, with a detailed and agreed comprehensive training plan. This has resulted in improved
clarity of roles for Members and improved working relations between Members and officers.

We have involved our teams
The council continues to focus on engaging colleagues in the organisation’s transformation and
ongoing development. Since the previous Direction of Travel report, the People Strategy has been
agreed and published. The People Board, which focuses on transforming our organisation through a
number of key themes and projects has been in operation for a year. It has further refined the work
programme to ensure resources are matched to priorities and the key deliverables around performance
management and leadership are best practice.
The Business Support Service (BSS) has been created which provides effective and efficient business
support to all parts of the council allowing for more efficient working.
We have enhanced our staff recognition so rather than just an annual award scheme there is now a
monthly scheme; CLOSER Awards. Since their launch in October 2007, there have been 170 staff
nominated and 41 winners. In addition we introduced VOICE, an ideas scheme, in March 2008 which
allows an easy way for staff to share their innovative ideas and therefore improve their workplace. At
the end of the first quarter 137 submissions had been received and 15 were to be implemented.
The new appraisal process (Individual Performance Review) was introduced in April 2008 and links
personal performance to service improvement plans. It also requires all staff to consider their role and
performance in relation to our CLOSER values, the relevant level generic competencies for their role
and agree a rating for their performance. To support our managers in this process, over 500 have
attended an external training programme in performance management, which challenges their thinking
in how to manage poor and excellent performance. There has been strong positive feedback and the
latest results from the employee opinion survey show an increase of 11% to 61% in ‘during my last
appraisal, my manager helped me to focus on improving my performance’.
Scorecards have been developed and agreed as a way of improving our approach to service planning
and benchmarking within the Performance Improvement Framework  project.
Leadership development has been focused at the top 140 managers in a roll-out of 360 degree
feedback, MBTI (Myers Briggs Type Indicator) feedback and personal coaching to support managers
interpreting their results and determining the development actions needed to improve their leadership
impact. Over 70 managers have been involved with plans to roll out to 4th tier next year.
Another employee opinion survey has taken place and there are a number of positive messages
about improvement in staff perceptions, such as; a 19% increase in satisfaction with the council (to
46%) and improvements in key areas such as health and safety, willingness to adapt and belief that
action will be taken based on the results. Employees expressed the importance of face-to-face
communication so managers are currently sharing and discussing the results with their teams before
including development actions within their service improvement plans.
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We have moved 900 office-based staff into new state of the art accommodation , Quadrant, and have
agreed to lease an adjacent building for another 500 employees. This has and will continue to enable
more efficient working, for example less unnecessary travel and more collaborative working. It
illustrates the importance we place on the health and safety of our staff and we have seen a 12%
increase in those feeling safe at work (to 78%) and an increase of 14% that health and safety is taken
seriously (to 68%) (Employee Opinion Survey 2008).

Customer service training  with the Institute of Customer Services (ICS) has been piloted and is being
rolled out alongside a corporate training plan to ensure staff are given both skills and knowledge
required to work for a local authority, with a commitment to excellence in all areas of business and
service delivery. The senior team leading the excellent customer service programme have all
participated in the ICS Award Scheme. There has been an increase of 13% in the number of staff
believing the council is committed to customer satisfaction (to 66%) in the employee opinion survey.
We have taken a lead in the Tyne and Wear Employment Group (TWEG) which has been successful
in re-evaluating agency staff contracts and there is a new model of agency recruitment out to tender.
This will provide increased value for money and seamless filling of temporary agency posts.

We have developed strong strategic partnerships  with Deloittes and Nabarro, which has provided
additional capacity and technical expertise to major projects.

5. What plans does the authority have for the futur  e?

Further to the Audit Commission’s Annual Audit & Inspection Letter, North Tyneside Council has:
Demonstrated improved value for money, this work will continue for the foreseeable future.
Developed an ongoing programme of Member Development.
Developed an exciting plan to develop a new concept in education, a Multiversity , with a focus on 14-19
yr old pathways to education. Links will be developed to a new industrial and commercial economic future
with sub-sea and marine technology, renewables, oil and gas. Discussions are taking place at the highest
level with central government to attract major new investors. The impact will be to create a new economic
future for the North Bank of the Tyne, thousands of high value jobs and to further close the gap.
Continued to roll out the customer accommodation strategy , which outlines plans to integrate four
teams to create a 200-strong customer-facing outfit. There will be a network of 15 new service centres
throughout the borough, four of which are up and running whilst the rest will be established over the
next three years. Video conferencing will be available within each of the centres to allow visitors to
access the personnel, services and expertise of any other centre.
Plans to begin the implementation of a £450,000 Customer Relationship Management (CRM) system
across all services within the council. This system will enable us to know our customers better and
ensure that we are always aware of their needs, circumstances, and history of contact whenever we
are contacted by them. CRM will also assist the introduction of a comprehensive customer feedback
system, which will collect comments, compliments and complaints from customers across all services.
This information will be analysed to enable us to make operational, service-wide, and strategic
adjustments to our services addressing the issues raised. This system will be in place by the end of
2008/09 and will be supported by other customer consultation channels, new customer standards, and
a new programme of regular mystery shopping (by residents and stakeholders).
Been successful in getting approval for the major Sheltered Accommodation and Extra Care PFI
scheme (PFI credits of £112m), been fast-tracked for the next phase of the Building Schools for the
Future scheme (up to £100m), started work on new £9.7m swimming and leisure facilities  in
Wallsend and awarded provisional credits of £5.5m for the new Whitley Bay Joint Service Centre
The council is also in the detailed solution stage of a competitive dialogue to find a partner to build and
maintain its houses and public buildings and also deliver our regeneration projects and support the
schools improvement programme. This is known as the CHRIS project ( Construction and Housing
Repairs Integrated Services). The outcomes will be improved service delivery for our customers,
demonstrable value for money and a long-term partnership. Delivery against these key projects is a
priority, all of which support the delivery of excellent front-line services.
Continued to implement our plans to achieve Level 3 of the Equality Standard , with the expectation
that this level will be endorsed by the new financial year. Our score for BV2b has risen year on year
and is now at 68% although we recognise the need for further sustained improvements. In the area of
workforce development planning, guidance notes have been produced to support managers in planning
their workforce requirements in line with their service delivery and improvement needs. This is being
rolled out as part of this year's performance planning framework. In recognition of this key area of work,
and in order to increase the focus on equalities and diversity, the council has put appropriate structures
in place including an equality and diversity champion.
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Implemented a programme of Knowledge Management , which covers a number of elements. Two key
areas are data quality, recognising this is a crucial element in robust performance management and the
creation of an ‘Information Observatory’.

6. Conclusion - Why we are still improving strongly

North Tyneside Council has continued to transform at a phenomenal rate whilst meeting ambitious
efficiency targets. This is supported by the improvements in both resident and staff perceptions of the
organisation but also new and improved ways of working which touch every part of the council. Over and
above the achievements last year, we have:

A national reputation second to none  evidenced by our lead on nine national pilots and taking a regional
lead on Europe, employment & skills and transport and the development of both the LAA and MAA.
Record levels of investment by  securing a number of PFI projects enabling the delivery of better services
and investing £77.5m capital growth in assets across the borough.

Delivered improved services alongside resident led priorities, opened new Joint Service Centres to meet
the needs of residents, achieved zero waste growth for the first time, increased the number of households
with access to recycling and sustained top class education service.

A positive impact on deprivation by moving 10,000 residents out of deprivation.

Looked after our teams by moving people into state of the art office accommodation, completed job
evaluation and created an efficient Business Support Service.

Robust future plans, both medium and long term all of which are financially backed.

As a result, of this wealth of evidence and the ongoing sustained improvement, we continue to improve
strongly .
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