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TO THE CHAIRMAN AND MEMBERS OF THE 
OVERVIEW AND SCRUTINY COMMITTEE

You are hereby summoned to attend a meeting of the Overview and Scrutiny Committee to be held 
on Monday, 21 February 2022 at 7.00 pm in the Council Chamber - Civic Offices.

The agenda for the meeting is set out below.

JULIE FISHER
Chief Executive

NOTE:  Filming Council Meetings

Please note the meeting will be filmed and will be broadcast live and subsequently as an archive on the 
Council’s website (www.woking.gov.uk).  The images and sound recording will also be used for training 
purposes within the Council.  Generally the public seating areas are not filmed.  However by entering the 
meeting room and using the public seating area, you are consenting to being filmed.

AGENDA
PART I - PRESS AND PUBLIC PRESENT

1 Apologies for Absence 
To receive any apologies for absence.

2 Minutes (Pages 5 - 12)
To approve the minutes of the meeting of the Committee held on 24 January 2022 as 
published.

3 Matters Arising from the Previous Minutes OSC22-009 (Pages 13 - 16)
To review any outstanding items from the previous minutes.

4 Urgent Business 
To consider any business that the Chairman rules may be dealt with under Section 100B(4) 
of the Local Government Act 1972.

5 Declarations of Interest 

Public Document Pack



2

To receive declarations of disclosable pecuniary and other interests from Members in 
respect of any item to be considered at the meeting.

6 Work Programme OSC22-010 (Pages 17 - 42)
Reporting person: Councillor J Sanderson

7 Enterprise M3 OSC22-012 
Members should note that this will be a presentation at the Committee.

Reporting person: Stephen Martin

8 Lessons Learnt Throughout The Covid Response OSC22-004 (Pages 43 - 50)
To receive a report on lessons learnt throughout the Covid response. 

Reporting person(s): Emma Bourne and Adam Calfe

9 Woking Borough Council's Support of Local Businesses During Covid-19 OSC22-005 
(Pages 51 - 56)
To receive a report outlining Woking Borough Council’s support of local businesses during 
Covid-19. 

Reporting person: Chris Norrington

10 Overview of Complaints Received Annual Update OSC22-011 (Pages 57 - 72)
To receive the annual update of complaints.

Reporting person: Joanne Mcintosh

11 Freedom of Information Requests Annual Report OSC22-013 (Pages 73 - 76)
To receive the Freedom of Information requests annual report. 

Reporting person: Joanne Mcintosh

12 Performance and Financial Monitoring Information (Pages 77 - 130)
To consider the current publication of the Performance & Financial Monitoring Information 
(Green Book).  Members are asked to bring their copy of the Green Book to the meeting.

Reporting person: Councillor J Sanderson 

13 Finance Task Group Update OSC22-014 (Pages 131 - 132)
To receive an update from the Finance Task Group following its meeting on 27 January 
2022.

Reporting person: Chairman of the Finance Task Group.
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14 HIF Housing Output Task Group Update OSC22-015 - To Follow 
To receive an update from the HIF Housing Output Task Group following its meeting on 2 
February 2022.

Reporting person: Chairman of the HIF Housing Output Task Group.
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MINUTES

OF A MEETING OF THE 

OVERVIEW AND SCRUTINY COMMITTEE

held on 24 January 2022
Present:

Cllr J R Sanderson (Chairman)
Cllr S Hussain (Vice-Chair)

Cllr J Brown 
Cllr S Dorsett
Cllr A Kirby

Cllr R N Leach
Cllr E Nicholson
Cllr I M Raja

Also Present: Councillors Azad, Ashall and Davis.

Absent: Councillors R Mohammed

1. APOLOGIES FOR ABSENCE 

Apologies for absence were received from Councillor Mohammed.

2. MINUTES 

RESOLVED

That the minutes of the meeting of the Committee held on Monday, 22 
November 2021 be approved and signed as a true and correct record.

3. MATTERS ARISING FROM THE PREVIOUS MINUTES OSC22-001 

The Chairman introduced the report and went through each item, highlighting the current 
status of each item and whether it was still considered on-going. The Chairman drew 
attention to several items relating to the Executive – Overview and Scrutiny Protocol and 
the item relating to the feedback the Committee provided to Riette Thomas, Celebrate 
Woking Project Manager, following her presentation at the Committee in November. 
Aadam Ahmed, Scrutiny and Democratic Services Officer was invited to provide an update 
on the item relating to the Communications Plan and stated that the initial research had 
been completed and steps were being taken to develop a plan suitable for the Committee. 

4. URGENT BUSINESS 

There were no items of urgent business to discuss. 

5. DECLARATIONS OF INTEREST 
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In accordance with the Members’ Code of Conduct, Councillor Kirby declared a non-
pecuniary interest in item 12 – Financial Review Monthly Update owing to his full-time 
position at a company which produces a ranking of locations by economic health. The 
interest was such that speaking and voting were permissible.

6. WORK PROGRAMME OSC22-002 

The Chairman introduced the Work Programme for the coming months. Geoff Mcmanus, 
Director of Neighbourhood Services, stated the Quarterly Noise Complaints Report had 
been completed and that it would be brought to a future meeting of the Committee.

The Chairman highlighted that two items, Lessons Learnt During the Covid-19 Pandemic 
and Woking Borough Council’s Support of Local Businesses during the Covid-19 Pandemic 
had been moved to the February meeting to accommodate the items appearing on the 
agenda for the January 2022 meeting and to allow Officers adequate time to update 
reports. The Chairman also highlighted that the Guide to Scrutiny of Risk and 
Commercialisation had been moved to the September 2022 meeting of the Committee.

RESOLVED

That the Work Programme be noted. 

7. FINANCIAL REVIEW OSC22-006 

Leigh Clarke, Director of Finance introduced this report and provided the context to the 
report, noting that it came from the Motion of Notice to the Council requesting and 
independent comprehensive review of the Council’s assets and liabilities and that EY were 
appointed to carry out the comprehensive review. Leigh highlighted that this was not an 
audit. 

Darra Singh, EY, introduced himself and his colleagues Marcus Richards, Michael Clifford 
and Daniel Gurton. Darra highlighted than an independent approach was taken, that there 
was good co-operation from officers and that a range of matters were brought together to 
be considered in the comprehensive statement. 

Marcus Richards, EY, provided back some background as to the process which was 
undertaken to produce the comprehensive statement. He went on to state that the work 
provided perspective on the Council’s position at the end of the last financial year and that 
the report endeavoured to provide a comprehensive and objective summary of the 
Council’s financial data and where possible observations on how these can be interpreted. 
The objective nature of the comprehensive statement and the scope of the comprehensive 
statement was reiterated at several points following questions from Members.

Julie Fisher, Chief Executive, welcomed the report and said that EY are continuing to 
support the Council in developing the medium-term financial strategy. Julie stated that the 
response to the Comprehensive Statement could be summarised through the following 
actions:
(i) The continuation of the work to strengthen the medium-term financial strategy
(ii) The delivery of an asset management strategy
(iii) The vision and strategy for Town Centre
(iv) The review of the Thameswey group of companies
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Julie stated that underpinning this would be ensuring that there was the right financial and 
commercial capability at the Council.

Members were invited by the Chairman to ask questions. Some points discussed were: the 
overall picture the report presented of the Council’s financial position, the impact of Covid-
19, the valuation of assets and the approach to different classes of assets, the Council’s 
exposure to risk, the liquidity of Council assets, the Council’s exposure to risk in retail and 
commercial spaces and any other risks that the Council could be exposed to but have not 
been looked into.

A discussion took place between Members following a point raised regarding whether the 
review met the criteria of the Notice of Motion and Councillor Kirby drew attention to 
several areas where he believed more detail was required. Darra Singh, EY, advised that 
from his perspective the criteria of the Notice of Motion had been met. He further 
commented that it was his view that further work could be carried out following the 
comprehensive statement and drew attention to the 4 actions summarised by Julie Fisher 
from the Response to the Comprehensive Statement. 

The Chairman asked a question around the Government consultation around borrowing 
from the Public Works Loans Board. Leigh Clarke, Finance Director, said that whilst the 
Government continued to look at future changes, the change to PWLB borrowing rules to 
ensure capital borrowing is used for correct purposes had not caused any concerns for 
Woking. 

Councillor Kirby drew attention to a point regarding the Council’s ability to repay loans from 
operational activity i.e. profits from companies and not additional borrowing and asked if 
EY can provide information on operational activity over the same time period as the data 
provided in figure 7 of the EY Comprehensive Statement. Marcus Richards, EY, said that 
he would be able to work with Council Officers to understand how that could be provided. 
The Chairman followed up with a question on Thameswey Milton Keynes, asking EY to 
provide more details on why it had been highlighted as a risk. Michael Clifford, EY, stated 
that it was an operational company which had a negative net asset position and there was 
an awareness that the forward business plan related to the speed of developments in 
Milton Keynes and given these developments had slowed down there was a risk that it 
would not happen at the speed required. Additionally it was noted that in the latest audits 
auditors noted there was a risk of going concern around Thameswey Milton Keynes and 
therefore based on this information EY viewed there was a solvency risk in the event that 
the pace of developments did not happen at the rate which had been forecast in the 
business plan.

Following several points made about the resilience of the Council Councillor Azad, Leader 
of the Council, highlighted that the work to build up the resilience of the Council would 
continue to be on-going and will be a focus for the whole of the Council going forward.

A discussion took place on what would be expected in a Council’s capability to manage risk 
and Marcus Richards, EY, commented that based on his observations across the sector 
there had been a tendency for local authorities to not have the commercial or financial 
expertise to accommodate the level and complexity of commercial activity that Council’ are 
embarking on and that it is a prevalent issue across finance functions across local 
authorities. Darra Singh, EY, added that it was important that the actions in the 
management response be seen through to a conclusion in order to manage the degree of 
the particular risk faced by Woking Borough Council.
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The Chairman brought the discussions to a close and that the key next steps that the 
Committee would recommend to take forward were:

 Ensure the Council has the appropriate skills and capability to manage the risks 
arising from its investments and commercial interests; 

 Monitor the economic outlook as applicable to Woking Borough Council; 
 Be aware of legislation and regulatory risk;
 Further analysis of the operating cashflows for each of the Council’s investments 

and commercial interests.

Councillor Ashall, Deputy Leader of the Council, offered his thanks to EY on behalf of the 
administration and the Chairman offered thanks to EY on behalf of the Overview and 
Scrutiny and Committee.

RESOLVED 

That (i) The Comprehensive Statement be received
(ii) The Response to the Observations highlighted in the statement be 

noted
(iii) That the Committee recommends to the Executive the following next 

steps to take forward:

(a) Ensure the Council has the appropriate skills and capability to manage 
the risks arising from its investments and commercial interests; 

(b) Monitor the economic outlook as applicable to Woking Borough Council; 
(c) Be aware of legislation and regulatory risk;
(d) Further analysis of the operating cashflows for each of the Council’s 

investments and commercial interests.

8. JOINT WASTE MANAGEMENT PERFORMANCE REVIEW OSC22-003 

The Committee received a presentation from Sarah Beck and Jo Chauhan from Joint 
Waste Solutions. The presentation covered several areas such as the continued Covid-19 
response, an Update on garden waste collection, information on driver recruitment and a 
waste and recycling performance update. 

The update on garden waste collection highlighted the impact HGV driver shortages and 
the disruption caused by Covid-19 had on the service and it was confirmed that garden 
waste subscriptions in Woking would be extended to compensate for the disruption 
caused. Following a question from Councillor Brown regarding disruption to other Boroughs 
it was stated that the disruption was wide-spread.

A discussion took place on missed bins prompted by a question from the Chairman. The 
process was explained, particularly how the dashboard worked and some possible causes 
of missed bins were discussed such as the movement of collection crews who were 
familiar with the areas and the use of agency staff to supplement crew shortages caused 
by the pandemic. 

Councillor Dorsett asked a question regarding fines for missed bins, noting that on social 
media it had been said that the value amounted to £75. Clarification was provided that the 
value per missed bin amounted to £12.50.
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In response to two questions from Councillor Nicholson it was stated that as consultations 
for curb-side carton recycling had not yet concluded there was no timescale for this to be 
brought in and that there was no indication that Amey was planning to offload waste 
contracts as had happened in previous years. 

Following a question raised by Councillor Leach on the top issues a discussion took place 
between Members, the representatives from Joint Waste Solutions and Councillor Davis, 
the portfolio holder. A number of potential issues were flagged such as the impact of the 
pandemic on HGV driving tests and the general shortage of HGV drivers, as well as the 
competitive nature of the job market for HGV drivers.

Councillor Hussain shared that the Woking Armed Forces Covenant could be approached 
as a means to potentially address some of the HGV vacancies and also highlighted an 
issue in his ward which was agreed to be taken outside of the meeting. 

A discussion took place on subscriptions following a question from Councillor Dorsett  and 
it was confirmed that the number of collections missed will be monitored and subscriptions 
extended accordingly. The Chairman asked whether a refund would be issued if the 
contract was cancelled, noting that under normal circumstances a refund was not typically 
issued and it was confirmed that should a contract be cancelled under the current 
circumstances a refund would be issued.

Clarification was sought on the disposal process for small appliances and electrical items 
and the Committee was informed that there were new small appliance bins which were 
being trialled in communal areas. 

A question was raised by the Chairman on improving the collection service from flats and 
Sarah Beck, JWS, stated that the main focus would be to reduce contamination and to 
expand the communal waste collection service to areas which had previously not had 
access to the service and facilities. 

Thanks was extended to the representatives from Joint Waste Solutions from the Chairman 
for their presentation.

RESOLVED

That the Joint Waste Management Performance Review presentation be noted.

9. DR GIFTY EDILA'S REPORT AND LOCAL GOVERNMENT ASSOCIATION 
CORPORATE PEER CHALLENGE - UPDATE ON RECOMMENDATIONS OSC22-007 

Giorgio Framalicco, Director of Planning, introduced the report and stated that it drew 
attention to the actions recommended and taken following the report by Dr Gifty Edila. 
Giorgio stated that the actions in the report had either been completed or had been 
allocated to be taken as part of future projects, such as the project for Reviewing the 
Performance and Financial Monitoring Information. 

Councillor Dorsett commented that It was positive to see the recommendations being 
actioned and that it had demonstrated that the Council was able to learn from previous 
mistakes. The Chairman also noted that he was pleased to see the recommendations 
being actioned.
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The Chairman drew attention to some of the key recommendations such as 
recommendation 13 relating to a part-time scrutiny officer and the assistance the role has 
provided to the work of the Committee.

Following a question from the Chairman regarding the Peer Review of the Planning Service 
Giorgio stated the report was due imminently and the intention was to take the Report to 
the Planning Committee meeting in March and then on to full Council the same month.

RESOLVED

That the ‘Dr Gifty Edila’s Report and Local Government Association Corporate Peer 
Challenge – Update on Recommendations’ be noted.

10. PERFORMANCE AND FINANCIAL MONITORING INFORMATION 

The Chairman introduced the October 2021 Performance and Financial Monitoring 
Information. It was noted that delays had resulted in the October 2021 version being 
brought to the Committee as opposed to a more recent version.

Following a question from Councillor Brown regarding parking income over the Christmas 
period Geoff Mcmanus, Director of Neighbourhood Services said that the information would 
be provided outside of the meeting.

Geoff Mcmanus, Director of Neighbourhood stated, in response to a question on fly-tipping, 
that various mitigations were in place to address the issue, noting dedicated teams and 
work with CCTV cameras at different sites and a range of other enforcement measures. 
Councillor Davis, the Portfolio Holder, commented that in his view there were digital 
solutions that could be looked at in the future which could support the work on addressing 
fly-tipping.

Leigh Clarke, Finance Director, stated that the current PWLB rate for the 50 year annuity 
loan was 2.11% in response to a question from Councillor Brown on what the current rate 
for the 50 year annuity loan was to date.

A discussion took place on the affordable housing provision and Councillor Brown 
commented that he was pleased to see that the target for affordable homes delivered in 
October was met and exceeded.

The Chairman noted that the lower trend of the percentage of household waste was 
expected to continue but would increase once garden waste collections become more 
frequent.

RESOLVED

That the Performance and Financial Monitoring Information (October 2021) 
be noted. 
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11. TERMS OF REFERENCE OF THE HIF HOUSING OUTPUTS TASK GROUP OSC22-008 

Giorgio Framalicco, Director of Planning, commented that the most recent version of the 
Terms of Reference were drafted following an informal meeting relating to the Task Group 
which had taken place in the previous week.

Councillor Dorsett queried whether the advice of the Monitoring Officer regarding Planning 
Committee Members sitting on the Task Group be added to the Terms of Reference. 
Kuldip Channa, Solicitor, suggested that the advice from the Monitoring Officer could be 
added as a footnote to the Terms of Reference.

The Chairman said that the next step would be for Group Leaders to nominate Members to 
the Task Group. Aadam Ahmed, Scrutiny and Democratic Services Officer, was invited to 
speak and said that the Conservative Group had nominated Councillor Harlow, Councillor 
Whitehand and Councillor Mohammed for the Task Group. Nominations were outstanding 
for the Labour Group and Liberal Democrat Group and would be sought outside of the 
meeting. 

RESOLVED

That (i) The HIF Housing Outputs Terms of Reference be agreed and the task 
group formed

(ii) Nominations from the Liberal Democrat Group and Labour Group   would 
be sought outside of the meeting.

The meeting commenced at 7.00 pm
and ended at 10.05 pm

Chairman: Date:
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OSC22-001

THE OVERVIEW AND SCRUTINY COMMITTEE – 21 FEBRUARY 2022

MATTERS ARISING FROM THE PREVIOUS MINUTES

Executive Summary

This report provides an update on matters arising from the previous meetings of the Overview and 
Scrutiny Committee.The details summarise the progress made on achieving the desired outcomes 
from decisions taken by the Committee and requests from individual Elected Members. Once an 
action has been closed and the outcome reported to the Committee it will be removed from future 
reports.

Actions arising from the Committee are managed through the Council’s Action Management system 
which was developed to capture and monitor the actions arising from (i) meetings of the Council and 
(ii) Internal Audit Reviews.

This is the a regular report that is brought the Committee and covers the actions identified at the 
previous meetings.The next version of this report, listing any actions previously identified together 
with the progress achieved shall be brought to the next meeting of the Overview and Scrutiny 
Committee on 21 March 2022. 

Recommendations

The Committee is requested to:

RESOLVE That the report be noted.

The Committee has the authority to determine the recommendation set out above.

Background Papers: None.

Reporting Person: Aadam Ahmed, Scrutiny and Democratic Services Officer
Email: Aadam.ahmed@woking.gov.uk, Extn: 3056

Contact Person: Aadam Ahmed, Scrutiny and Democratic Services Officer
Email: Aadam.ahmed@woking.gov.uk, Extn: 3056

Portfolio Holder: Councillor Ayesha Azad
Email: cllrayesha.azad@woking.gov.uk

Shadow Portfolio Holder: Councillor Ann-Marie Barker
Email: cllrann-marie.barker@woking.gov.uk

Date Published: 11 February 2022

REPORT ENDS
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Update on Actions Arising from the Overview and Scrutiny Committee

13 September 2021

1.0 Agenda Item 9 – Overview and Scrutiny Guidance by the MHCLG

Action A communications plan be established on the work of the Overview and Scrutiny Committee which would 
promote the work of the Committee within the resources available.

Progress Research has been completed and a strategy will be consulted on with the Communications Team. 

Responsible Person Aadam Ahmed

1.1

Status Open

2.0 Agenda Item 11 – Performance and Financial Monitoring Information.

Action To consider whether future Green Books can provide data for refuse collections made on time for each type of 
refuse, as requested by Councillor Kirby.

Progress Discussions have taken place between Councillor Kirby and Geoff McManus regarding this request and it is 
currently with Geoff McManus to follow-up on. 

Responsible Person Geoff McManus

2.1

Status Open

Update on Actions Arising from the Overview and Scrutiny Committee

P
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Matters Arising from the Previous Minutes

24 January 2022

1.0 Agenda Item 8 – Joint Waste Management Performance Review

Action To provide information on the total waste and recycling rate graphs to November 2021 to mirror the 
data provided on the missed bin graph that reported up until November 2021. 

Progress The updated powerpoint was circulated to Members on 11 February 2022.

Responsible Person Geoff Mcmanus and Joint Waste Solutions
1.1

Status Closed

2.0 Agenda Item 10 – Performance and Financial Montioring Information

Action To provide Members car park performance information from the festive period.

Progress The information was circulated to Members on 11 February 2022.

Responsible Person Geoff Mcmanus
2.1

Status Closed
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Matters Arising from the Previous Minutes

3.0 Agenda Item 11 – HIF Housing Task Group Terms of Reference

Action To add the guidance from the Monitoring Officer as a footnote to the Terms of Reference.

Progress The guidance has been added.

Responsible Person Aadam Ahmed
3.1

Status Closed

Action The Liberal Democrat Group and Labour Group leaders to provide nominations for the task group.

Progress The group leaders have provided their nominations.

Responsible Person Aadam Ahmed, Councillor Barker, Councillor Aziz.
3.2

Status Closed
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OSC22-010

Overview and Scrutiny
Work Programme

This Overview and Scrutiny Work Programme is published with the purpose of assisting the Council in its 
overview and scrutiny role.  The Work Programme covers the following areas:

o Items for consideration at future meetings of the Overview and Scrutiny Committee.

o Any Scrutiny Review Topics proposed by Members of the Council for inclusion on the Work 
Programme.

o Any topics identified for pre-decision scrutiny.

o The draft forward programme of work for the Executive.

o Details of the current Task Groups under the Committee’s remit.
The Work Programme is designed to assist the Council with its overview and scrutiny role by providing 
Members with an indication of the current workload, subjects to be considered for review and items which 
the Executive expects to consider at its future meetings, so that matters can be raised beforehand and/or 
consultations undertaken with a Member of the Executive prior to the relevant meeting.

Any changes to the Work Programme since it was last published have been highlighted in green.

The Committee
Chairman: Councillor J Sanderson

Vice-Chairman: Councillor S Hussain
Councillor J Brown Councillor R Leach
Councillor S Dorsett Councillor R Mohammed
Councillor A Kirby Councillor E Nicholson

Councillor M I Raja

2021/22 Committee Dates
7 June 2021 22 November 2021
12 July 2021 24 January 2022
13 September 2021 21 February 2022
18 October 2021 21 March 2022

Recommendations

The Committee is requested to:
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The Overview and Scrutiny Work Programme
RESOLVE That the report be noted.

The Committee has the authority to determine the recommendation set out above.

Background Papers: None.

Reporting Person: Councillor James Sanderson
Email: cllrjames.sanderson@woking.gov.uk

Contact Person: Aadam Ahmed, Scrutiny and Democratic Services Officer
Email: Aadam.ahmed@woking.gov.uk, Extn: 3056

Portfolio Holder: Councillor Ayesha Azad
Email: cllrayesha.azad@woking.gov.uk

Shadow Portfolio Holder: Councillor Ann-Marie Barker
Email: cllrann-marie.barker@woking.gov.uk

Date Published: 11 February 2022

REPORT ENDS
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The Overview and Scrutiny Work Programme

Suggested Additions to the Work Programme

Following the last meeting of the Committee, the Chairman and Vice-Chairman provided Officers with a 
list of items for consideration over the coming year.  Where possible, these have been added to the Work 
Programme.  Set out below are any ideas which have been requested but are yet to be included against 
a specific meeting of the Committee. 

Decision to be Taken Proposed by Officer Comment
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The Overview and Scrutiny Work Programme

The Work Programme 2021/22

Set out over the coming pages are the items programmed for consideration over the 2021/22 Municipal 
Year.

Overview and Scrutiny Committee Meeting – 21 March 2022

1 – Performance Management

1.1 Performance & Financial Monitoring Information.  For the Committee to consider the current 
publication of the Performance & Financial Monitoring Information (Green Book)

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2 – Matters for Consideration

2.1 Work Programme.  For the Committee to receive the updated Work Programme.

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2.2 Safer Woking Partnership – Community Safety Plan.  The Police and Justice Act 2006 gave 
local authorities responsibility for considering crime and disorder matters.  In 2010 the Committee 
agreed that the Safer Woking Partnership Plan would be brought forward annually for scrutiny.

Consultation Background Documents Contact Person/Team

None None Camilla Edmiston

2.3 Annual Report of the Overview & Scrutiny Committee. 

Consultation Background Documents Contact Person/Team

None None Chairman

2.4 Annual Update on Climate Change. 

Consultation Background Documents Contact Person/Team

None None Lara Beattie

2.5 Family Centres – Service Delivery Plan. 

Consultation Background Documents Contact Person/Team

None None Adam Thomas
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The Overview and Scrutiny Work Programme

2.6 Review of use of Lakeview Community Centre.  The Committee to receive an update on 
planned projects and activities at the Lakeview Community Centre.

Consultation Background Documents Contact Person/Team

None None Adam Thomas

2.7 Quarterly Noise Complaints Update.  The Committee to receive the Quarterly Noise Complaints 
Update.

Consultation Background Documents Contact Person/Team

None None Emma Bourne

2.8 Performance and Financial Monitoring Information Review. The Committee to receive 
information on the processes involved in the review of the performance and financial monitoring 
information.

Consultation Background Documents Contact Person/Team

None None Adam Walther

3 – Task Group Updates

3.1 Task Group Update.  To receive an update from any meetings of the three Task Groups under 
the remit of the Committee.

Consultation Background Documents Contact Person/Team

None None Chairman of each Task Group
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Overview and Scrutiny Committee Meeting – 23 May 2022

1 – Matters for Consideration

1.1 Election of Chairman.  For the Committee to elect a Chairman for the Municipal Year.

Consultation Background Documents Contact Person/Team

None None None

1.2 Election of Chairman.  For the Committee to elect a Vice-Chairman for the Municipal Year.

Consultation Background Documents Contact Person/Team

None None None

1.3 Appointments to Working Groups and Task Groups.  For the Committee to appoint Members 
to Working Groups and Task Groups.

Consultation Background Documents Contact Person/Team

None None None
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Overview and Scrutiny Committee Meeting – 6 June 2022

1 – Performance Management

1.1 Performance & Financial Monitoring Information.  For the Committee to consider the current 
publication of the Performance & Financial Monitoring Information (Green Book)

Consultation Background Documents Contact Person/Team

None Aadam Ahmed

2 – Matters for Consideration

2.1 Work Programme.  For the Committee to receive the updated Work Programme.

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2.2 Introduction to Overview and Scrutiny Committee.  To receive a short briefing on the roles 
and responsibilities of the Committee.

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2.3 Survey of Leisure Facility Users.  To consider the arrangements for the survey of Leisure 
Facility Users to be undertaken over the Summer.

Consultation Background Documents Contact Person/Team

None None Steve May

2.4 Quarterly Noise Complaints Update.  The Committee to receive the Quarterly Noise Complaints 
Update.

Consultation Background Documents Contact Person/Team

None None Emma Bourne

3 – Task Group Updates

3.1 Task Group Update.  To receive an update from any meetings of the three Task Groups under 
the remit of the Committee.

Consultation Background Documents Contact Person/Team

None None Chairman of each Task Group
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Overview and Scrutiny Committee Meeting – 11 July 2022

1 – Performance Management

1.1 Performance & Financial Monitoring Information.  For the Committee to consider the current 
publication of the Performance & Financial Monitoring Information (Green Book)

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2 – Matters for Consideration

2.1 Work Programme.  For the Committee to receive the updated Work Programme.

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

3 – Task Group Updates

3.1 Task Group Update.  To receive an update from any meetings of the three Task Groups under 
the remit of the Committee.

Consultation Background Documents Contact Person/Team

None None Chairman of each Task Group
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Overview and Scrutiny Committee Meeting – 12 September 2022

1 – Performance Management

1.1 Performance & Financial Monitoring Information.  For the Committee to consider the current 
publication of the Performance & Financial Monitoring Information (Green Book)

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2 – Matters for Consideration

2.1 Work Programme.  For the Committee to receive the updated Work Programme.

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2.2 Guide to Scrutiny of Risk and Commercialisation.  The guide to scrutiny of risk and 
commercialisation, published by the Centre for Governance and Scrutiny, will be recieved by the 
committee. 

Consultation Background Documents Contact Person/Team

None None Giorgio Framalicco
Leigh Clarke

2.3 Quarterly Noise Complaints Update.  The Committee to receive the Quarterly Noise Complaints 
Update.

Consultation Background Documents Contact Person/Team

None None Emma Bourne

3 – Task Group Updates

3.1 Task Group Update.  To receive an update from any meetings of the three Task Groups under 
the remit of the Committee.

Consultation Background Documents Contact Person/Team

None None Chairman of each Task Group
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Overview and Scrutiny Committee Meeting – 17 October 2022

1 – Performance Management

1.1 Performance & Financial Monitoring Information.  For the Committee to consider the current 
publication of the Performance & Financial Monitoring Information (Green Book)

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2 – Matters for Consideration

2.1 Work Programme.  For the Committee to receive the updated Work Programme.

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

3 – Task Group Updates

3.1 Task Group Update.  To receive an update from any meetings of the three Task Groups under 
the remit of the Committee.

Consultation Background Documents Contact Person/Team

None None Chairman of each Task Group
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Overview and Scrutiny Committee Meeting – 21 November 2022

1 – Performance Management

1.1 Performance & Financial Monitoring Information.  For the Committee to consider the current 
publication of the Performance & Financial Monitoring Information (Green Book)

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2 – Matters for Consideration

2.1 Work Programme.  For the Committee to receive the updated Work Programme.

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2.2 Celebrate Woking 2022/2023 Review and Forward Plan  For the Committee to receive the the 
latest review of Celebrate Woking and the Forward Plan

Consultation Background Documents Contact Person/Team

None None Riette Thomas

2.3 Play Areas Provision  For the Committee to receive the the latest review of the Play Areas 
Provision.

Consultation Background Documents Contact Person/Team

None None Geoff McManus

2.4 Freedom Leisure Performance Review For the Committee to receive the the latest review of 
Freedom Leisure.

Consultation Background Documents Contact Person/Team

None None Steve May

2.5 Treasury Management Mid-Year Review  For the Committee to receive the Mid-Year Treasury 
Management Review

Consultation Background Documents Contact Person/Team

None None Leigh Clarke
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2.6 Quarterly Noise Complaints Update.  The Committee to receive the Quarterly Noise Complaints 
Update.

Consultation Background Documents Contact Person/Team

None None Emma Bourne

3 – Task Group Updates

3.1 Task Group Update.  To receive an update from any meetings of the three Task Groups under 
the remit of the Committee.

Consultation Background Documents Contact Person/Team

None None Chairman of each Task Group
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Overview and Scrutiny Committee Meeting – 23 January 2023

1 – Performance Management

1.1 Performance & Financial Monitoring Information.  For the Committee to consider the current 
publication of the Performance & Financial Monitoring Information (Green Book)

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2 – Matters for Consideration

2.1 Work Programme.  For the Committee to receive the updated Work Programme.

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2.3 Joint Waste Management Performance Review  For the Committee to receive the the latest 
Performance Review of Joint Waste Management.

Consultation Background Documents Contact Person/Team

None None Geoff McManus

3 – Task Group Updates

3.1 Task Group Update.  To receive an update from any meetings of the three Task Groups under 
the remit of the Committee.

Consultation Background Documents Contact Person/Team

None None Chairman of each Task Group
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Overview and Scrutiny Committee Meeting – 20 February 2023

1 – Performance Management

1.1 Performance & Financial Monitoring Information.  For the Committee to consider the current 
publication of the Performance & Financial Monitoring Information (Green Book)

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2 – Matters for Consideration

2.1 Work Programme.  For the Committee to receive the updated Work Programme.

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2.2 Freedom of Information Requests Annual Report.  To review the statistics and requests that 
proceed to the Information Commissioners Office.

Consultation Background Documents Contact Person/Team

None None Natalie Khan
Frank Jeffrey

2.3 Overview of Complaints Received and Contract Review Annual Report.  A review of the 
complaints received over the past year and identify any trends. 

Consultation Background Documents Contact Person/Team

None None Joanne McIntosh
Adam Browne

3 – Task Group Updates

3.1 Task Group Update.  To receive an update from any meetings of the three Task Groups under 
the remit of the Committee.

Consultation Background Documents Contact Person/Team

None None Chairman of each Task Group
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Overview and Scrutiny Committee Meeting – 20 March 2023

1 – Performance Management

1.1 Performance & Financial Monitoring Information.  For the Committee to consider the current 
publication of the Performance & Financial Monitoring Information (Green Book)

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2 – Matters for Consideration

2.1 Work Programme.  For the Committee to receive the updated Work Programme.

Consultation Background Documents Contact Person/Team

None None Aadam Ahmed

2.2 Safer Woking Partnership – Community Safety Plan.  The Police and Justice Act 2006 gave 
local authorities responsibility for considering crime and disorder matters.  In 2010 the Committee 
agreed that the Safer Woking Partnership Plan would be brought forward annually for scrutiny.

Consultation Consultation Contact Person/Team

None None Camilla Edmiston

2.3 Annual Report of the Overview & Scrutiny Committee. 

Consultation Background Documents Contact Person/Team

None None Chairman

2.4 Annual Update on Climate Change. 

Consultation Background Documents Contact Person/Team

None None Lara Beattie

2.5 Quarterly Noise Complaints Update.  The Committee to receive the Quarterly Noise Complaints 
Update.

Consultation Background Documents Contact Person/Team

None None Emma Bourne
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3 – Task Group Updates

3.1 Task Group Update.  To receive an update from any meetings of the three Task Groups under 
the remit of the Committee.

Consultation Background Documents Contact Person/Team

None None Chairman of each Task Group
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The Draft Executive Work Programme

The following list sets out the draft forward programme of work for the Executive over the coming year.  
The programme is subject to additions and alterations and will be updated for future meetings of the 
Overview and Scrutiny Committee.  The purpose of the list is to enable the Members of the Overview and 
Scrutiny Committee to identify those items they would like to scrutinise under the Committee’s function of 
pre-decision scrutiny.  The list includes those items for recommendation to Council as well as those for 
determination by the Executive.

Executive – 24 March 2022

Matters for Consideration

1) Corporate Plan

2) Directorate Plans

3) Safeguarding Policy

4) Animal Welfare Policy

5) Regulation of Investigatory Powers Act 2000 – Annual Monitoring Report

6) Medium Term Financial Strategy (MTFS)

7) Town Centre and Victoria Square Update

8) Report of the GolDev Loan Agreement Task Group

9) Write off of Irrecoverable Debt

10) Performance and Financial Monitoring Information

11) Property Management (PART II)
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Executive – 16 June 2022

Matters for Consideration

1) Treasury Management Annual Report 2021-22

2) Risk Management and Business Continuity Annual Report

3) Performance and Financial Monitoring Information

4) Monitoring Reports - Projects

Executive – 14 July 2022

Matters for Consideration

1) Equalities Annual Report - 2022

2) Performance and Financial Monitoring Information

Executive – 8 September 2022

Matters for Consideration

1) Performance and Financial Monitoring Information

Executive – 6 October 2022

Matters for Consideration

1) Confidentiality Protocol Annual Report

2) Performance and Financial Monitoring Information

3) Monitoring Reports - Projects
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Executive – 17 November 2022

Matters for Consideration

1) Thameswey Business Plans

2) Draft Medium Term Financial Strategy (MTFS) and General Fund Budget 2023-24

3) Draft Housing Revenue Account Budget Update 2023-24

4) Draft Investment Programme 2022-23 to 2026-27

5) Performance and Financial Monitoring Information

Executive – 8 December 2022 (Special Meeting)

Matters for Consideration

1) Grants for Voluntary and Community Organisations 2023/24
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Current Task Groups Responsible to the Committee

The table below provides a list of current Task Groups established by the Committee, including an 
indication of the resource requirements and the anticipated completion date.  Updates on the progress of 
individual Task Groups are included elsewhere on the Committee’s agenda.

Economic Development Task Group

Remit: The Economic Development Task Group shall comprise seven Members of the 
Council representing all Groups on the Council based on proportionality.  The 
Elected Members to be appointed annually by the Overview and Scrutiny 
Committee in May.  The Portfolio Holder for Promoting the Local Economy shall 
be an ex-officio member. 
Members of the Task Group will be expected to gain the views of Councillors/ 
Officers/ other representatives with a view to reporting those views to the Task 
Group.
Members of the Task Group may also be charged with specific areas to research 
and report back on to the Task Group.
Members of the Task Group may be expected to present proposals to the 
Overview and Scrutiny Committee and, where necessary, prepare written 
reports.
Substitutes may be appointed when necessary.

Membership: Councillors Ali, Barker, Davis, Johnson, Mohammed, Roberts and Whitehand.

Resources: Officer and Councillor time.

Date Established: 11.03.09

Completion Date: Ongoing

Finance Task Group

Remit: The Task Group has been established as a Standing Task Group to review 
financial issues as identified either by itself or the Overview and Scrutiny 
Committee.  The Task Group will receive financial information, including reports 
to the Executive, to enable it to undertake effective scrutiny of the financial 
performance of the Council.

The Task Group will receive reports on areas such as Treasury Management, 
Budget Process and Financial Forecast, Statement of Accounts, Investment 
Programme, Review of Fees and Charges, General Fund Budget, Update on 
Commercial Rents, Update on Irrecoverable Debt, and matters arising from the 
Green Book.  Its Work Programme will be received at each Task Group meeting.  

Membership: Councillors Azad, Aziz, Davis, Johnson, Kirby, Sanderson and Whitehand

Resources: Officer and Councillor time.

Date Established: 25.05.06

Completion Date: Ongoing
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Housing Task Group

Remit: The Housing Task Group shall comprise seven Members of the Council 
representing all Groups on the Council based on proportionality.  The Elected 
Members to be appointed annually by the Overview and Scrutiny Committee in 
May. 
Members of the Task Group will be expected to gain the views of Councillors/ 
Officers/ Portfolio Holder / External Advisors and other representatives with a 
view to reporting those views to the Task Group.
Members of the Task Group may also be charged with specific areas to research 
and report back on to the Task Group. Any investigation requiring funding would 
normally be expected to be part of the existing housing budget. Offsite visits will 
be ad hoc. Requests for additional funds for the purpose would be submitted to 
the Portfolio Holder.
Members of the Task Group may be expected to present proposals to the 
Overview and Scrutiny Committee and, where necessary, prepare written 
reports.

Membership: Councillors Aziz, Barker, Bridgeman, Dorsett, Harlow, Hughes, Kirby and 
Whitehand.

Resources: Officer and Councillor time.

Date Established: 25.05.06

Completion Date: Ongoing

HIF Housing Output Task Group

Remit: The HIF Housing Outputs Task Group has been established following the 
decision on 22 November 2022 to set-up a task group to look at the housing 
element of the Housing Infrastructure Fund. The Task group shall comprise 
seven Members of the Council representing all Groups on the Council based on 
proportionality.  The Elected Members to be appointed annually by the Overview 
and Scrutiny Committee in May. 
Members of the Task Group will be expected to gain the views of Councillors/ 
Officers/ Portfolio Holder / External Advisors and other representatives with a 
view to reporting those views to the Task Group.
Members of the Task Group may also be charged with specific areas to research 
and report back on to the Task Group. Any investigation requiring funding would 
normally be expected to be part of the existing Overview and Scrutiny Budget. 
Offsite visits will be ad hoc. 
Members of the Task Group may be expected to present proposals to the 
Overview and Scrutiny Committee and, where necessary, prepare written 
reports.

Membership: Councillors Aziz, Forster, Harlow, Johnson, Kirby, Mohammed and Whitehand.

Resources: Officer and Councillor time.

Date Established: 24.01.22
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Completion Date: May 2022
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OVERVIEW AND SCRUTINY COMMITTEE – 24 JANUARY 2022

LESSONS LEARNT THROUGHOUT THE COVID RESPONSE

Executive Summary

The response to the Covid-19 pandemic across Woking has been commendable and is ongoing 
working with residents, businesses and public service partners to protect our communities.

This paper reflects the experience of officers working in the Borough Emergency Control Centre and 
the timeline from the first covid cases being presented in England at the end of January 2020 to the 
current situation as the new variant omicron presents new challenges to our communities and 
confirms arrangements for emergency response and business continuity for Woking. 

Lessons learnt to date are ongoing, to be fully assessed and consulted upon when the Council and 
the wider community are able to return fully to business as normal.

Recommendations

The Committee is requested to:

RESOLVE That the report be received and noted.

The Committee has the authority to determine the recommendation set out above.

Background Papers: None

Reporting Person: Geoff McManus Director of Neighbourhood Services
Email: geoff.mcmanus@woking.gov.uk, Extn: 3707

Contact Person: Geoff McManus
Email: geoff.mcmanus@woking.gov.uk, Extn: 3707 

Portfolio Holder: Councillor Ayesha Azad 
Email: CllrAyesha.azad@woking.gov.uk 

Shadow Portfolio Holder: Councillor Ann-Marie Barker 
Email: CllrAnn-Marie.barker@woking.gov.uk

Date Published: 11 February 2022
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Lessons Learnt Throughout the Covid Response

1.0 Introduction

1.1 The paper reflects the experience of officers working in the Borough Emergency Control Centre 
and the timeline from the first covid cases being presented in England at the end of January 
2020 to the current situation as the new variant omicron presents new challenges to our 
communities and confirms arrangements for emergency response and business continuity for 
Woking. 

1.2 The Council’s emergency team became aware of Covid 19 as the disease was reported 
overseas and made its way to England at the end of January 2020.  Historically, generic plans 
have been in place for a flu epidemic or similar for many years, but as we all know Covid 19 
has become more significant than anyone really anticipated.

1.3 In the early part of February 2020, the Borough was experiencing the effects of firstly storm 
Ciara followed by storm Dennis.  At the end of February 2020, the first Covid guidance was 
published and then on the 28 February 2020 the first cases were identified in Haslemere, 
Surrey.

1.4 Further versions of Covid guidance followed and the Council initially set up a working group at 
the beginning of March 2020 before mobilising the Borough Emergency Control Centre 
(BECC) in the middle of March 2020 which has been in place ever since.

2.0 Governance and Oversight

2.1 The Council’s Chief Executive continues to lead the response to Covid 19 in consultation with 
the Leader of the Council.

2.2 Corporate Leadership Team Oversight – Initially the Head of Human Resources was leading 
on the response before the emergency room was activated following ongoing conversation 
between CLT members and business continuity officers. 

2.3 The ongoing communication theme has been centred around a weekly meeting where 
decisions and updates are recorded through the publication and circulation of weekly minutes.  
CLT meetings also include standing agenda items for Coronavirus Update and Agile Working.

2.4 Team Structure – The BECC was set up on the 23rd March to manage the Council’s response 
to the COVID-19 global pandemic.  Acting as the main link with the wider Surrey Local 
Resilience Forum (SLRF) response though teleconferences.  In addition, regular meetings with 
members of CLT and other colleagues allows for information to be disseminated quickly and 
efficiently through the Council.

2.5 The BECC operates on a rota basis with 2 separate officer teams resourcing the Control Room 
on alternating days.  The 2 team approach provides resilience and allows for 24 hours a day, 
7 days a week coverage with an out of hours phone number in use 01483 743315.

2.6 The weekly meetings have become virtual and new equipment has been installed in the 
Council offices such that hybrid meetings are also possible.

3.0 Business Continuity Plan & Structure

3.1 Corporate Risk Assessment – the corporate risk assessment continues to be updated as 
guidance is received to assist the safest and most effective ways of working. 

3.2 Central email address business.continuity@woking.gov.uk - a central email address was set 
up for the BECC team so that staff could raise questions/ requests and allow two way 
communication. 
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3.3 Redeployment of Resources – Human Resources led an initiative whereby staff from disrupted 
services such as car parks and Freedom Leisure were redeployed to other areas where 
resources were constrained. 

3.4 As part of this initiative, volunteers were requested to assist those areas which were resource 
constrained.  This process has been ongoing to various degrees.  Most recently staff have 
been identified over the Christmas and new year break to assist with meals deliveries and care 
home staffing.

3.5 A longer term redeployment has involved a member of staff working full time to engage with 
communities and groups in Sheerwater.  Working directly with the COVID-19 vaccination 
programme to enhance uptake of first, second and booster doses of the COVID-19 vaccination.  
The role includes engagement with the community to enhance compliance with COVID 
protective behaviours and improve the interface with healthcare.

3.6 Personal Protective Equipment (PPE) – at the outset there was a lack of PPE available 
nationally.  Employees were urged to minimise physical contact due to uncertainties in 
obtaining required quantities of PPE.  The BECC teams persisted to get the required stock and 
once obtained, a sufficient supply was held at all times and at no time did PPE run out.  Moving 
forward agreed stock levels have been agreed and are maintained as part of business as usual 
arrangements.

3.7 Employee Support – There have been various initiatives such as Collaboration with Woking 
Mind and a series of talks which have been well received by staff. 

3.8 Work From Home Policy – the organisation has great flexibility in terms of working from home, 
which is widely favoured across all teams.  However, whilst staff were not forced to work from 
the offices, some preferred to come in, whereas others chose to work from home. 

3.9 Staff surveys will be ongoing to help understand how employees are feeling over time and 
respond to any changes in opinions and proactively address issues.

4.0 Internal and External Communication 

4.1 Staff Communications – Chief Executive briefings were initially sent by email to all staff.  The 
briefings have since increased in frequency and take place over zoom and teams.

4.2 Engagement with Partners – The frequency and detail of meetings with partners has varied 
from the initial response to date.  Meetings attended by officers from the emergency team are 
as follows:

Mondays – Testing Operational Group Meeting (Updates regarding testing site activity)

Tuesdays – Surrey Heartlands Vaccination Support Cell (Updates regarding vaccination 
sites)

Thursdays – Weekly – Surrey Local Resilience Forum (SLRF) – 9am (Update for all Surrey 
partners)

Weekly – CLT/BECC 10am (Woking BECC meeting to coordinate response)

Monthly – Covid Managers Network ( Surrey Borough and Districts)

4.3 In addition, on most Thursdays the SLRF run training days to cover various emergency 
scenarios.
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5.0 Business Systems And IT

5.1 Agile Working – certain challenges were experienced in getting staff set up for working from 
home.  This was largely due to shortages of IT equipment and the need to confirm what staff 
were entitled to.  However, the IT team have worked hard to resolve these challenges.

5.2 IT Infrastructure – IT infrastructure has significantly developed from the introduction of zoom 
meetings to the current implementation of Microsoft Office 365.

6.0 Critical Services and Activities

6.1 Supporting Vulnerable Residents – at an early stage the Council identified 2,275 of the most 
vulnerable residents.  Contact was made with all of these residents to ensure that they were 
safe, and that they had sufficient support in place throughout the lock-down.  The need for 
support has reduced during the pandemic and in most cases this support is now provided 
through mainstream agencies or no longer required

6.2 Brockhill – Staff at Brockhill have managed a number of scenarios including full “lock down” 
on more than one occasion to ensure residents and staff are as safe as possible. 

6.3 The Independent Support team continue to play an important role with our NVH sheltered 
schemes and those tenants in general needs property as appropriate.

6.4 Meals on Wheels – This was deemed a critical service from the outset and volunteers have 
been called upon at various times to ensure the service was not disrupted.

6.5 All our Health and Wellbeing Services continued in residents homes throughout the pandemic 
responding in particular to hospital discharges working with our Alliance partners.   Remaining 
in particular demand throughout were the Handyperson Service fitting grab rails, bannister rails 
and providing key safes and the Careline team installing a variety of alarms. 

6.6 Housing Services – staff have responded to Government direction to assist rough sleepers 
requiring emergency accommodation whilst continuing to deliver other services through the 
pandemic.

7.0 Stakeholders and Supply Chain

7.1 Suppliers – the Council continues to ensure prompt payments to suppliers.  This has allowed 
the Council to support suppliers and strengthened relationships going forward. 

7.2 Local Surrey Network – the network has been heavily utilised during the pandemic, e.g. Surrey 
Helpline, which has proven to be very useful. 

7.3 Procurement of Key Supplies – initially PPE and hand sanitiser were procured and distributed 
by separate teams but this is now part of business as usual undertaken by the Building 
Services team.

8.0 Public & Media Relations

8.1 Local Newspaper – to ensure that messages went out as widely as possible an initiative to 
partner up with a local newspaper was formed.  This communication channel took 
consideration of the vulnerable and elderly, who might not always have access to other social 
media channels. 

8.2 Social Media Channels - the Communications Team have continued to send out national and 
Surrey focussed messaging to inform and advise residents appropriately.  Most recently 
messaging has promoted vaccine and booster take up.
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9.0 Volunteers

9.1 Volunteering has taken may forms during the pandemic.  Since the outbreak, our volunteering 
team has been overwhelmed with hundreds of pledges of support from local volunteers.  Most 
recently feedback from the vaccination centres has been very positive as new volunteers are 
directed to assist the initiative meeting the current demand.

9.2 A register of volunteers continues to be maintained with an online volunteering form and email 
volunteer@woking.gov.uk

9.3 The BECC team continue to engage with local residents’ groups on specific issues and to 
assist in sending out Covid messaging to residents.

10.0 Lessons Learnt Throughout the Covid Response

10.1 The Covid Response is so far reaching that it is difficult to identify every issue.  A formal debrief 
process for Covid 19 will be carried out in the future to capture learning in a structured way. 
However, the below provides a good flavour of lessons learnt to date:-

o Personal Protective Equipment (PPE) – consistent with many other partners this was 
a significant issue at times due to concerns with keeping everyone as safe as possible. 
The learning has involved increased stock levels being agreed and business as usual 
for ordering and distribution.

o Borough Emergency Control Centre – it is routine to open an emergency room which 
has enabled the Council to remain proactive throughout the pandemic as well as being 
flexible to deal with more traditional challenges.  The learning has involved the 
experience of operating the room for such a prolonged period and the use of virtual 
meeting tools and strengthened relations with partners.

o Agile Working – plans had been in place for sometime to upgrade ICT systems to 
facilitate more flexible working patterns.  Recent experiences have accelerated these 
plans.

o Partnership Working – the Covid response has brought partners together repeatedly 
to tackle a common cause.  Lots of this work is ongoing such as enforcement of 
regulations and track and trace, but other examples include surge testing where a 
challenge was presented at short notice requiring agencies to work together at pace.  
The required learning is to maintain and build on these strong working relationships in 
the future.

o Flexible working – many lessons learned during escalation periods within the 
pandemic, for example when case numbers are high causing lockdown, numerous 
meetings with partners, but also colleagues having to self isolate and during the 3 surge 
test operations that were carried out which required extensive resource in a short period 
and quick mobilisation or standing up and standing down of service.

o Volunteer Engagement – the availability of volunteers has been an ongoing strength 
which is of great credit to the local residents concerned.

11.0 Corporate Strategy

11.1 The learning from this report will support delivery of a number of corporate objectives, most 
notably effective use of resources, engaging our communities and a strong economy.
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12.0 Implications

Finance and Risk

12.1 The report has covered more generally the experience of the Council through Covid 19 and 
lessons learned at this time.

12.2 The financial position will continue to be reported through the Medium Term Financial Strategy 
and separate reports as Government support is confirmed.

Equalities and Human Resources

12.3 Council’s employees continue to respond well to the challenges presented by COVID 19.

1.1 Agile working continues to develop alongside new tools to support efficient working practices.

Legal

1.2 The Council will continue to observe the different regulations that emerge, either as part of our 
own business practice or in applying regulations to local businesses and residents as 
appropriate.

13.0 Engagement and Consultation

13.1 The Chairman of the Overview and Scrutiny Committee was consulted in the preparation of 
this report.

REPORT ENDS
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OSC22-005

OVERVIEW AND SCRUTINY COMMITTEE – 21 FEBRUARY 2022

WOKING BOROUGH COUNCIL’S SUPPORT OF LOCAL BUSINESSES DURING COVID-19

Executive Summary

In April 2020, Woking Borough Council’s Business Liaison Team, alongside Cllrs Kevin Davis and 
Ian Johnson, worked with Matthew’s Associates to draft a Framework for Recovery for the Borough 
in response to the Covid-19 crisis. The Framework identified issues and challenges presented to the 
Borough’s commercial centres by the Covid-19 crisis. The report recommended a wide range of 
options to consider, to support micro, small and medium sized businesses, and to attract residents, 
workers and visitors back into the Borough’s commercial centres.

The publication of the Council’s Economic Development Action Plan in September 2021 (Executive 
Committee) recognized that businesses were now in a position of post-pandemic recovery.  The 
Action Plan is an interim measure to take us to the end of 2023, when an updated Economic 
Development Strategy will be adopted. 

Between March 2020 and December 2021, the Council supported local businesses by distributing 
financial assistance quickly, giving business support and advice as well as frequent communication 
with businesses. The Council distributed £27,381,704.44 in grants to local business made available 
by the Government. 

Business support and advice services were made available to all businesses based in the Borough 
and included one to one advice session and workshops, with 53 business attending. Officers from 
the Business Liaison Team proactively engaged with business across the borough to understand 
how they had been impacted by the pandemic and to inform them how and where to get support.

The Business Liaison team, working with colleagues in Marketing, Finance, Revenues and Benefits 
and other local partners created a business facing messaging campaign across our communication 
channels – offline media, e-newsletters, the Woking Works and WeAreWoking websites, email and 
social media to help keep business up to date with grants and business support on offer as well as 
news and updates about changes to Covid-19 restrictions. Alongside this, a campaign promoting 
local businesses has been running continuously, showcasing the range of businesses across the 
borough.

The Council’s support for business continues into 2022. Alongside the support and advice services 
led by the Business Liaison Team, two further grants (announced in December 2021) will be 
available for leisure and hospitality businesses impacted by the omicron variant.  

Following the adoption of the Digital Strategy 2022–25, the Council has earmarked further funding 
from the Additional Restrictions Grant, wider business to seek a partner to introduce a Digital Centre 
of Excellence supporting a “green tech” incubator hub. 

Recommendations

The committee is requested to:

RESOLVE That: the report be noted.

The Committee has the authority to determine the recommendation(s) set out above.
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WOKING BOROUGH COUNCIL’S SUPPORT OF LOCAL BUSINESSES DURING COVID-19

Background Papers: Framework for Recovery Annual Report April 2020 – March 2021
Economic Development Action Plan Report April 2021 – November 
2021

Reporting Person: Giorgio Framalicco, Director of Planning
Email: Giorgio.Framalicco@woking.gov.uk ; Extn: 3440

Contact Person: Chris Norrington, Business Liaison Manager
Email: chris.norrington@woking.gov.uk Extn: 3900

Portfolio Holder: Councillor: Kevin Davis
Email: cllrkevin.davis@woking.gov.uk

Shadow Portfolio Holder: Councillor: Ian Johnson 
Email: cllrian.johnson@woking.gov.uk

Date Published: 11 February 2022
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WOKING BOROUGH COUNCIL’S SUPPORT OF LOCAL BUSINESSES DURING COVID-19

1.0 Introduction

1.1 In April 2020, Woking Borough Council’s Business Liaison Team, alongside Cllrs Kevin Davis 
and Ian Johnson, worked with Matthew’s Associates to draft a Framework for Recovery for the 
Borough in response to the Covid-19 crisis.

1.2 The Framework identified the issues and challenges presented to the Borough’s commercial 
centres by the Covid-19 crisis. The report recommended a wide range of options to consider, 
to support micro, small and medium sized businesses, and to attract residents, workers and 
visitors back into the Borough’s commercial centres once the different restrictions were lifted.

1.3 The Council provided a wide range of business support both directly and through Woking 
Works, as well as helping businesses access government support, providing advice and help 
with a range of issues. During this period, Council officers: 

 Had over 650 interactions with businesses including one-to-one support with business 
advisers and support for strategy, business plans and marketing as well as start- up support 
and continued to engage with businesses throughout 2020/21.

 Directly contacted business owners and business managers on the high streets and villages 
across Woking Borough with advice and support

 Contacted individuals with specific needs, such as office space requirements and provided 
advice on grant applications or other government initiatives. 

 Supported the #WeAreWoking campaign, to encourage customers back onto the high street 
and to ‘shop local’

 Invested in our High Streets and commercial areas with multiple Covid secure measures 
such as providing free sanitiser, public awareness signage and an enhanced cleaning 
regime

 Accessed the Welcome Back Fund resources to further enhance the public realm, 
introducing additional safety precautions, such as screens separating outside diners, 
additional cycle racks and other measures to make the environment cleaner and more 
accessible

 We worked with both local and county Chambers of Commerce to ensure key information 
was disseminated to Borough businesses

1.4 Through the Woking Works business support service, the Council delivered a range of well-
attended webinars on topics requested by businesses, including re-engagement with 
customers after lockdown, digital skills, employment law, return to work advice, resilience of 
businesses, IT security, organisational well-being of staff, marketing and social media 
workshops.

Service Number of Businesses attending (Between 
June 2020 and September 2021)

One to One Business Advice Clinic 53
Social Media Surgery 25
Google My Business Workshop 48
Woking Works Webinar 43

Page 53



WOKING BOROUGH COUNCIL’S SUPPORT OF LOCAL BUSINESSES DURING COVID-19

1.5 Following the Framework for Recovery, the Economic Development Action Plan 2021 – 2023 
has been developed and adopted. The priorities and actions in this interim plan are in place to 
take us from the period covered by the current 2017 – 2022 Economic Development Strategy 
to the time when the new Economic Development Strategy is developed and published.

1.6 The Framework for Recovery contained aims with tightly focused actions under each of the 
four stages; Crisis, Pre-Recovery, Recovery and Transformation, many of which have now 
been completed for the first two stages. The aims for the recovery and transformation stages 
remain highly relevant to this action plan and have been incorporated into the Economic 
Development Action Plan 2021 – 2023 as appropriate. The business support and advice 
elements of the Framework for recovery have been continued in the Economic Development 
Action Plan, through priorities 1 and 2 (Focus on Business and Build on Our People and Skills 
Advantages).

1.7 Communications

At the start of the pandemic, a Coronavirus information webpage was created on Woking 
Works with the latest information on the support available to businesses from the Council, 
central Government, and local partners. This was updated regularly, as new measures were 
introduced or amended.

Additional support schemes from UK Government and local partners were promoted to 
businesses through the Woking Works e-newsletter and social media channels. These 
included the Kickstart Scheme (youth employment), and the Kick-starting Tourism grant, and 
Restart and Recovery grants, from Enterprise M3.

A social media campaign was developed to share messaging about business support schemes 
and updates from Government. Content promoting local businesses was also included in the 
plan, as lockdown eased, and different sectors were brought back i.e., non-essential retail in 
June and hospitality in July. Throughout 2020 and 2021, Woking Works continued to shine a 
spotlight on local businesses in different sectors and also celebrated longstanding businesses 
in the community. The content plan was flexible to allow for urgent posts to be created and 
shared. The campaign ran across Facebook, Twitter and LinkedIn and also Instagram.

1.8 Business Support Grants

Information about central Government business support grants (i.e., the Retail and Hospitality 
Grant, Small Business Grant and the different winter lockdown/tier closure grants) and Woking 
Borough Council’s Discretionary Grants were promoted across all Woking Works channels 
(email newsletter and social media) as well as to other support organisations. Officers liaised 
with the Revenues and Benefits and Finance teams to keep up to date with when the different 
grant schemes were open for applications. This also meant that officers were also able to 
provide ad hoc support for businesses who had enquiries about these grants.

Between March 2020 and September 2021, the Council has distributed over 4860 grants 
totalling £27,381,704.44 to local businesses across the different schemes. Below is a table 
which show the different grant schemes and the total amounts distributed.

March 2020 Retail and Hospitality and Small Business Grants
COVID-19 GRANTS GRANT-SCHEME 1 (Small Business Grant) £6,500,000.00
COVID-19 GRANTS GRANT-SCHEME 2A (Retail and Hospitality) £990,000.00
COVID-19 GRANTS GRANT-SCHEME 2B (Retail and Hospitality) £6,475,000.00
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National Restrictions Grants (November – December Lockdown)
COVID-19 GRANTS LOCKDOWN 2 NRSG MANDATORY A £286,810.00
COVID-19 GRANTS LOCKDOWN 2 NRSG MANDATORY B £272,000.00
COVID-19 GRANTS LOCKDOWN 2 NRSG MANDATORY C £162,000.00

Pub Grants (Tier restrictions December 2020)
COVID-19 GRANTS WET LED PUBS - CHRISTMAS 2020 £7,000.00

December 2020 Tier 3 and 4 restrictions and 2021 National Lockdown
COVID-19 GRANTS OPEN DEC 20: UNDER 15K £65,847.00
COVID-19 GRANTS JAN 21: UNDER 15K: DEC 19-JAN 4 £193,573.27
COVID-19 GRANTS JAN 21: UNDER 15K-JAN 5-FEB 15 £489,244.00
COVID-19 GRANTS JAN 21: UNDER 15K: FEB 16-MAR 31 £526,096.00
COVID-19 GRANTS JAN 21: UNDER 15K-LUMP SUM £976,000.00
COVID-19 GRANTS OPEN DEC 20:15K TO 51K £60,900.00
COVID-19 GRANTS JAN 21:15K TO 51K: DEC 19-JAN 4 £160,500.57
COVID-19 GRANTS JAN 21:15K TO 51K-JAN 5-FEB 15 £417,000.00
COVID-19 GRANTS JAN 21:15K TO 51K: FEB 16-MAR £471,450.00
COVID-19 GRANTS JAN 21:15K TO 51K-LUMP SUM £834,000.00
COVID-19 GRANTS OPEN DEC 20: OVER 51K £35,430.00
COVID-19 GRANTS JAN 21: OVER 51K: DEC 19-JAN 4 £102,000.08
COVID-19 GRANTS JAN 21: OVER 51K-JAN 5-FEB 15 £256,500.00
COVID-19 GRANTS JAN 21: OVER 51K: FEB 16-MAR 31 £273,412.00
COVID-19 GRANTS JAN 21: OVER 51K-LUMP SUM £513,000.00

Re Start Grant March 2021
COVID-19 GRANTS RESTART STRAND 1: UNDER 15K £162,687.00
COVID-19 GRANTS RESTART STRAND 1:15K TO 51K £212,000.00
COVID-19 GRANTS RESTART STRAND 1: OVER 51K £150,000.00
COVID-19 GRANTS RESTART STRAND 2: UNDER 15K £1,376,000.00
COVID-19 GRANTS RESTART STRAND 2:15K TO 51K £972,000.00
COVID-19 GRANTS RESTART STRAND 2: OVER 51K £666,000.00
COVID-19 GRANTS ARG - RESTART TOP UP £433,312.00

Additional Restrictions (Discretionary) Grants)
COVID-19 GRANTS DISCRETIONARY GRANTS £697,400.00
COVID-19 GRANTS ADDITIONAL RESTRICTIONS (ARG) £2,415,690.06
COVID-19 GRANTS ARG - WIDER BUSINESS SUPPORT £228,852.46

1.9 Further Support

In December 2021, a further set of business grants were announced from Central Government 
to help support businesses in the Leisure and Hospitality sectors who were impacted the loss 
of footfall and cancellation of bookings due to the spread of the Omicron variant. 

This grant is to support these businesses at what would have been a busy time for these 
business over the Christmas and New Year period. Additional funding for the ARG scheme 
has also been made available to help support businesses impacted by the omicron variant. 

Applications for the main grant funding opened on 21st January 2022 and will close on the 13th 
February 2022. At time of writing, the have been 197 applications from local hospitality, leisure 
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and accommodation businesses. Officers are reviewing how to distribute the ARG ‘top-up’ 
funding.

Digital Centre of Excellence
Officers are seeking a partner to establish a Digital Centre of Excellence (DCoE) incorporating 
a business support service at its core is seen as crucial to establishing Woking as a technology 
hub which will focus on meeting the challenges climate change has brought to the planet. The 
Council’s Woking 2050 Climate Change Strategy, the Economic Development Action Plan, 
and its Digital Strategy provides the overarching vision to putting Woking on the map as 
providing a sustainable environment supporting “green technology” (technology whose use is 
intended to mitigate or reverse the effects of human activity on the environment), cleantech, 
net zero/ neutral carbon companies.

It is important for the Council and the local economy to support growth and success, as well 
as encourage further business into the borough. The borough currently has 850 technology 
organisations. Creating a Digital Centre of Excellence around these organisations and 
expanding this number will further support its residents, businesses and wider community, by 
providing jobs, wealth and a reputation that Woking (recently voted the greenest Council in 
Surrey) takes the environment and climate change seriously.

2.0 Corporate Strategy

2.1 The Framework for Recovery and Economic Development Action Plan 2021 – 2023 both 
inform the Corporate Plan. 

2.2 The Economic Development Action Plan 2021 – 2023 acts as an interim plan to take us from 
the period covered by the current 2017 – 2022 Economic Development Strategy to the time 
when the new Economic Development Strategy is developed and published.

3.0 Implications

Finance and Risk

There are no financial implications resulting from this report

Equalities and Human Resources

There are no equalities or Human Resources implications resulting from the report

Legal

This report has been reviewed by Legal Services who have not raised any issues. 

4.0 Engagement and Consultation

4.1 Local businesses were consulted upon the priorities for the Economic Development Action 
Plan through the Woking Community Forum. Responses to this were incorporated into the 
action plan.

In May and September 2020, the Business Liaison team Covid Impact Survey to get an 
understand of where businesses were, which has helped to shape the support offered to meet 
the needs of our local businesses.

REPORT ENDS
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OVERVIEW AND SCRUTINY COMMITTEE – 21 FEBRUARY 2022

OVERVIEW OF COMPLAINTS RECEIVED - ANNUAL UPDATE

Executive Summary

The Overview and Scrutiny Committee agreed that it would be helpful to receive a regular report 
giving brief details of formal complaints received by the Council. This would enable the Committee 
to identify whether there are any common themes arising from the complaints. If so, the Committee 
could then consider whether it should scrutinise the area(s) of activity identified. 

This report sets out brief details of complaints received between 1 January 2021 and 31 December 
2021. Appendix 1 details the complaints received by Woking Borough Council and Appendix 2 sets 
out information of complaints received by Joint Waste Solutions and Appendix 3 sets out information 
of complaints received by New Vision Homes.

Recommendations

The Committee is requested to:

RESOLVE That the report be noted.

The Committee has the authority to determine the recommendation(s) set out above.

Background Papers:     Council’s Complaints Procedure.

Reporting Person:      Joanne McIntosh, Director of Legal and Democratic Services 
        Ext. 3038, E Mail: Joanne.McIntosh@woking.gov.uk

Contact Person:            Joanne McIntosh, Director of Legal and Democratic Services 
            Ext. 3038, E Mail: Joanne.McIntosh@woking.gov.uk

Date Published:            11 February 2022
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Overview of Complaints Received - Annual Update
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1.0 Introduction 

1.1 It has been agreed that the Overview and Scrutiny Committee should have a regular report 
giving brief details of formal complaints received by the Council. This would enable the 
Committee to identify whether there are any common themes arising from the complaints. If 
so, the Committee could then consider whether it should scrutinise the area(s) of activity 
identified. 

2.0 The Council’s Complaints Procedure 

2.1 A copy of the Council’s Complaints Procedure can be found at:-

https://www.woking.gov.uk/sites/default/files/documents/council-and-democracy/customer-care-
and-feedback/complaintsprocedure.pdf

2.2 A complaint is an expression of dissatisfaction. It could relate to: 

 A failure to deliver a service.

 A delay in providing a service.

 A poor quality of service.

 A failure to comply with Council policies, or 

 The conduct or behaviour of a member of staff. 

2.3 Not everything is considered a complaint. For example, a first time request for a service. The 
complaints procedure will not apply to any correspondence received in respect of planning 
applications and the merits of the application. These will be treated as objections to the 
planning application in question. 

2.4 When a complaint is received, it is allocated to a manager within the relevant service 
concerned. The complaint is acknowledged within five working days’ of receipt, and details of 
the Officer who will investigate it are provided to the complainant. 

2.5 The intention is that investigations into complaints are completed within six weeks of allocation 
to the Officer who will investigate it. If this is not possible, the complainant will be advised of 
the date by which he/she will receive a full reply. 

2.6 If the complainant has good reasons to believe that the complaint has not been investigated 
properly, he/she can appeal and ask for a further review to be undertaken. The appeal has to 
be submitted within six weeks of the initial determination. The Deputy Monitoring Officer will 
decide whether there are grounds to support a further review of the complaint.  The decision 
should be made within six weeks of receipt of the request. If the Deputy Monitoring Officer 
considers that there are grounds for a review, the complaint will be investigated by a member 
of the Corporate Leadership Group. The decision of the CLT member will be final, and should 
be made within fifteen working days of the complaint being allocated to him/her. 

2.7 If the complainant remains dissatisfied with the outcome under the Council’s Complaints 
Procedure, he/she can refer the matter to the Local Government and Social Care Ombudsman 
or Housing Ombudsman (as appropriate). 

2.8 If a complaint relates to a service provided by a contractor, the complainant must submit it to 
the contractor under the contractor’s complaints procedure. Once this process has been 
completed, the complainant can request a review under the Council’s Complaints Procedure 
as outlined above. 
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2.9 Under the Council’s Constitution, the following arrangements exist for dealing with decisions 
of the Local Government and Social Care Ombudsman and Housing Ombudsman: 

(i) The Monitoring Officer deals with compensation payments which are 
neither disputed nor significant. This is subject to oversight by the 
Standards and Audit Committee. 

(ii) Full Council has responsibility for compensation payments which are 
disputed or significant. 

3.0 Complaints received by the Council in 2021

3.1 A table containing a summary of the complaints can be found at Appendix 1. Together with a 
graph illustrating trends and a comparison with complaints received in 2020.

3.2 In the period of 1 January 2021 to 31 December 2021, the Council received 93 complaints 
through its Complaints Procedure. The previous year the Council received a total of 64 
complaints. 

3.3 Of the above complaints a total of 22 complainants have made a request for a review of the 
original response to their complaint since January 2021; of these 4 were referred to a member 
of Corporate Management/Leadership Group for consideration. 

3.4 It should be noted that it would not be appropriate for the Committee to review the 
circumstances of, or decisions reached in respect of, individual complaints. The purpose of 
submitting this report is to assist the Committee in identifying possible topic areas for future 
scrutiny.

3.5 There is an increase in complaints during 2021 and on reviewing some of the specific 
complaints it has been noted that for example the complaints for Planning stem from a period 
when there was Covid-19 related staff shortages within the team; another example is that there 
are four different complaints related to the same traffic issue. 

3.6 The complaints against specific officers relate to enforcement type issues where the 
complainant is unhappy about the specific action being taken to ensure legal compliance for 
example parking issues; or where the complainant may have unrealistic expectations about a 
service being applicable to their circumstances or the complainant not accepting a proper 
decision for example in the area of Housing.

3.7 Ombudsman complaints are reported to the Standards and Audit Committee annually. 
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4.0 Contractor Complaints/ Key Performance Indicators

4.1 Joint Waste Solutions have provided an overview of the complaints received in 2021 
which is set out for information in Appendix 2.  

4.2 New Vision Homes have provided an overview of the complaints received in 2021 which 
is set out for information in Appendix 3. 

5.0     Corporate Strategy 

This report supports the Corporate Plan and emerging Corporate Strategy. This report into the 
Council’s Corporate Complaints supports both openness and transparency in the Council’s 
governance procedures. 

6.0 Implications

5.1 Financial
None.

5.2 Legal
Whilst there are no specific legal implications, it is noted that the Monitoring Officer reviews 
and assesses the annual complaints and as such is able to ensure the council’s powers are 
being exercised within the required legal parameters.

5.3    Equalities and Human Resources

There are no human resource or training and development implications arising from the 
recommendations in this report

7.0  Engagement and Consultation 

 It would not be appropriate to undertake a consultation  or engagement exercise on the content 
of this report. 

8.0    Conclusions

8.1 Submitting an annual report to the Committee on complaints received will enable the 
Committee to identify whether there are any common themes arising from the complaints. If 
so, the Committee could then consider whether it should scrutinise the category or area of 
activity identified through the data.

REPORT ENDS
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Date of 
Complaint Summary Complaint Classification

05.01.21 Parking Permit complaint Parking
07.01.21 Response time complaint Planning

16.01.21
Complaint over speed bump at Victoria Way 
Car Park Parking

11.01.21
Complaint over handling of Council meeting 
on 3 December 2020 Legal

20.01.21 Council Tax complaint Council Tax
19.01.21 Complaint against housing officer Housing

17.01.21
Dispute over planning enforcement action 
taken Planning

26.01.21
Accessibility for disabled users on the WBC 
website ICT

01.02.21 Dispute over Council Tax discount Council Tax

20.01.21
Dispute over withdrawal of nomination to 
Housing Association Housing

08.02.21 Planning complaint Planning

10.02.21
Alleged false information used to reach 
planning decision Planning

10.02.21
Complaint over delayed timescales on pre 
application Planning

12.02.21 Dispute over PCN causing increased fine Parking
15.02.21 Parking complaint Parking
15.02.21 Dispute over address details Parking
17.02.21 Council Tax complaint Council Tax
19.02.21 Traffic build up around McDonalds Neighbourhood Services
19.02.21 Traffic build up around McDonalds Neighbourhood Services
20.02.21 Traffic build up around McDonalds Neighbourhood Services
20.02.21 Traffic build up around McDonalds Neighbourhood Services
25.02.21 Housing Benefits complaint Housing
11.03.21 Licensing Licensing 
08.03.21 Parking dispute Parking
16.03.21 Complaint over delay in response times Planning

19.03.21
Complaint against Planning Enforcement 
Officer Planning

25.03.21
Complaint over noise nuisance EH response 
and Planning enforcement response Environmental Health

25.03.21 Complaint over handling of application Planning
16.04.21 Planning complaint Planning
24.04.21 Planning Complaint Planning
26.04.21 Dispute over Planning Portal Use Planning
29.04.21 Complaint against NVH staff Housing
20.04.21 Unhappy with handling of FOI FOI

07.05.21
Unhappy with service received from Housing 
Standards department Housing

12.05.21 Parking permit dispute Parking

13.05.21
Complaint against parking enforcement 
officer Parking

21.03.21 Neighbour Dispute and harassment complaint Community Safety - ASBPage 63



25.05.21 Parking dispute - Horsell Moor Parking
02.06.21 Unhappy with a planning application handling Planning
10.06.21 Unhappy with a planning application handling Planning
11.06.21 Unhappy with a planning application handling Planning

10.06.21
Complaint over missing documents that were 
posted to the Council Post room

13.06.21 Council Tax dispute Council Tax
15.06.21 Dispute over private rental assistance Housing
09.06.21 Council Tax dispute Council Tax
16.06.21 Complaint against Council procedures Housing
15.06.21 Housing dispute Housing
18.06.21 Parking PCN dispute Parking
01.07.21 Complaint against Parking Officer Parking
05.07.21 Parking Permit dispute Parking

09.07.21
Complaint against Parking Enforcement 
officer Parking

09.07.21 Housing dispute Housing
17.07.21 Complaint over delayed response times Planning
11.07.21 Council Tax dispute Council Tax
01.08.21 Dispute over covid banners Business Continuity
04.08.21 GDPR dispute Housing
12.07.21 NVH review / waste collection Neighbourhood Services
05.08.21 Planning complaint Planning

07.08.21
Does not agree with Covid testing in the 
Leisure Centre Car Park Business Continuity

11.08.21
Complaint against parking enforcement 
officer Parking

23.08.21 Allocations dispute Housing
 Resident fell outside Peacocks Centre Neighbourhood Services

04.09.21
State of basketball court at De Lara Way 
playground Neighbourhood Services

08.09.21 FOI handling FOI

09.09.21
Complaint against parking enforcement 
officer Parking

15.09.21 Car park curb height complaint Parking
16.09.21 Complaint against Housing Officer Housing

24.09.21
Complaint against Case officer and multiple 
refusals of a planning application Planning

08.10.21 Housing allocations dispute Housing
31.08.21 Property condition - private rented Housing
01.10.21 Tree removal dispute Planning
5.10.21 Housing Housing
08.10.21 Council Tax dispute Council Tax
07.10.21 Parking dispute Parking

dated 30.09.21/ 
received 
4.10.21 Sheerwater regeneration housing dispute Housing
12.10.21 Parking dispute Parking
20.10.21 Parking dispute Parking
21.10.21 Council Tax dispute Council TaxPage 64



27.10.21 Planning Planning
31.08.21 Housing Housing
02.11.21 Complaint against case officer Planning
01.11.21 Complaint against Housing officer Housing
27.09.21 Private rented complaint Housing
25.10.21 Blocked ditch Neighbourhood Services
11.11.21 Housing complaint Housing

18.11.21
Town centre Development dispute over 
station Bus lane Town Centre Development

24.11.21 Parking enforcement officer complaint Parking
28.11.21 Complaint against planning officer Planning
02.12.21 Parking enforcement officer complaint Parking
22.11.21 Right to buy dispute Housing
06.12.21 Elections complaint Elections
02.12.21 Complaint against On street parking manager Parking
21.12.21 Parking permit dispute Parking

January  February March April May June July August September October November December
0

2

4

6

8

10

12

14

PARKING: REVENUE AND BENEFITS: PLANNING: BUSINESS CONTINUITY HOUSING Other

Complaints 2021

2021 TOTAL 93
PARKING 23
REVENUE AND BENEFITS 8
PLANNING 21
BUSINESS CONTINUITY 2
HOUSING 21
OTHER 18
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Appendix 2

Overview of Complaints Received by New Vision Homes (NVH)

1.0 NVH Complaints Report January 2021 to December 2021.

1.1 Between 1 January and 31 December 2020 New Vision Homes received 114 expressions 
of dissatisfaction. Of these, 19 were treated as Service Failures, 80 were dealt with at Stage 
1 and 15 were dealt with at Stage 2.

1.2  No cases reached the Appeal Stage and were dealt with by Woking Borough Council in line 
with the Complaints Policy.

1.3.  Of the 114 expressions of dissatisfaction; 1 was in relation to income recovery procedures, 
1 related to cleaning standards, 2 related to the allocation procedure (not a New Vision 
Homes decision), 7 related to staff and contractor conduct, 18 related to quality of repairs 
completed 23 related to poor communication from staff and contractors and 62 related to 
non attendance or protracted repairs timescales.

1.4 Breyer Group (repairs contractor) was the primary source of dissatisfaction for 74 of the 
cases, whilst TSG (gas contractor) was responsible for 20, with NVH the source of 
dissatisfaction for 11. Thameswey was responsible for 6 of the complaints, with WBC 
responsible for 2 and the cleaning team 1. 

1.5 The average time taken to deal with Service Failures was 1.84 days. Of these 19 cases, 1 
of them accounted for 11 days and if this was treated as an exception and taken out of the 
figures, the average time taken to deal with a Service Failure was 1.3 days.

1.6 The average time taken to deal with Stage 1 complaints was 13.83 days. 14 cases were 
not responded to within the target of 14 days. The reason cited for their slippage was staff 
shortages due to illness and self isolation.

1.7 The average time taken to deal with the Stage 2 cases was 45 days. This includes the 
rectification of issues which includes some larger works such as roofing replacements.

REPORT ENDS
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Joint Waste Solutions - Complaints Data 

Woking complaints 2020 Total Woking complaints 2021 Total
2020 1473 2021 1203
Jan 195 Jan 28
BNR / Assisted Collections 10 Crew Behaviour 4
Bulky Collections 4 Deliveries / Removals 3
Crew Behaviour 6 Invoicing / Payments 1
Deliveries / Removals 24 Missed Collections 19
Duplicate 3 Not our remit 1
Enquiry / Website 19 Feb 103
Garden Portal Issues 2 Crew Behaviour 3
Incab challenge 11 Deliveries / Removals 12
Missed Collections 113 Invoicing / Payments 2
Not our remit 2 Missed Collections 85
Waste Spillage 1 Not our remit 1
Feb 153 Mar 67
BNR / Assisted Collections 7 Crew Behaviour 5
Bulky Collections 5 Deliveries / Removals 7
Crew Behaviour 11 Invoicing / Payments 7
Deliveries / Removals 15 Missed Collections 44
Duplicate 8 Not our remit 4
Enquiry / Website 1 Apr 33
Garden Portal Issues 4 Deliveries / Removals 7
Incab challenge 1 Invoicing / Payments 3
Invoicing / Payments 1 Missed Collections 22
Missed Collections 85 Not our remit 1
Not our remit 3 May 107
Policy 11 BNR / Assisted Collections 9
Mar 107 Crew Behaviour 3
BNR / Assisted Collections 5 Customer Service 9
Bulky Collections 2 Damage to Property 1
Crew Behaviour 5 Deliveries / Removals 23
Deliveries / Removals 20 Duplicate 3
Duplicate 3 Invoicing / Payments 16
Enquiry / Website 3 Missed Collection 2
Garden Portal Issues 4 Missed Collections 37
Invoicing / Payments 1 Not our remit 1
Missed Collections 63 Waste Spillage 1
Policy 1 Jun 134
Apr 72 BNR / Assisted Collections 2
BNR / Assisted Collections 3 Bulky Collections 8
Bulky Collections 2 Crew Behaviour 9
Compliment 2 Customer Service 5
Crew Behaviour 5 Damage to Property 1
Deliveries / Removals 5 Deliveries / Removals 22
Duplicate 4 Duplicate 7
Invoicing / Payments 6 Invoicing / Payments 20
Missed Collections 45 Missed Collections 57
May 86 Not our remit 2
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BNR / Assisted Collections 1 Waste Spillage 1
Bulky Collections 5 Jul 146
Crew Behaviour 7 BNR / Assisted Collections 3
Damage to Property 1 Bulky Collections 5
Deliveries / Removals 10 Crew Behaviour 5
Duplicate 9 Customer Service 16
Garden Portal Issues 1 Deliveries / Removals 16
Invoicing / Payments 2 Duplicate 4
Missed Collections 50 Garden Portal Issues 1
Jun 142 Invoicing / Payments 6
BLANKS 2 Missed Collections 82
BNR / Assisted Collections 1 Waste Spillage 4
Bulky Collections 1 (blank) 4
Compliment 1 Aug 155
Crew Behaviour 12 BNR / Assisted Collections 4
Damage to Property 1 Bulky Collections 2
Deliveries / Removals 23 Crew Behaviour 13
Duplicate 4 Customer Service 17
Enquiry / Website 3 Deliveries / Removals 11
Invoicing / Payments 2 Duplicate 19
Missed Collections 91 Garden Portal Issues 1
Not our remit 1 Invoicing / Payments 3
Jul 118 Missed Collections 76
BNR / Assisted Collections 2 Not our remit 1
Bulky Collections 2 Waste Spillage 8
Crew Behaviour 11 Sep 117
Damage to Property 2 BNR / Assisted Collections 1
Deliveries / Removals 12 Crew Behaviour 5
Invoicing / Payments 3 Customer Service 20
Missed Collections 78 Deliveries / Removals 3
Missed collections 3 Duplicate 1
Passed to JWS 1 Garden Portal Issues 6
Policy 2 Invoicing / Payments 11
Stage 2 Complaint 2 Missed Collections 69
Aug 106 Waste Spillage 1
BNR / Assisted Collections 3 Oct 121
Bulky Collections 6 BNR / Assisted Collections 2
Compliment 1 Bulky Collections 2
Crew Behaviour 4 Crew Behaviour 10
Deliveries / Removals 15 Customer Service 8
Duplicate 6 Damage to Property 2
Invoicing / Payments 6 Deliveries / Removals 5
Missed Collection 1 Duplicate 7
Missed Collections 58 Invoicing / Payments 1
Missed collections 5 Missed Collections 82
Not our remit 1 Waste Spillage 2
Sep 170 Nov 69
BNR / Assisted Collections 14 BNR / Assisted Collections 1
Bulky Collections 10 Bulky Collections 3
Crew Behaviour 7 Crew Behaviour 1
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Customer Service 4 Customer Service 3
Deliveries / Removals 37 Damage to Property 2
Duplicate 1 Deliveries / Removals 13
Enquiry / Website 2 Invoicing / Payments 1
Garden Portal Issues 7 Missed Collections 45
Incab challenge 3 Dec 123
Invoicing / Payments 11 Bulky Collections 5
Missed Collections 69 Crew Behaviour 10
Not our remit 1 Customer Service 13
Policy 1 Damage to Property 1
Waste Spillage 2 Deliveries / Removals 5
Oct 79 Garden Portal Issues 1
Assisted Collections 1 Invoicing / Payments 1
Bin Deliveries 1 Missed Collections 79
Bulky Collection 4 (blank) 1
Bulky Collection 4 Grand Total 1203
Crew Behaviour 7
Crew Behaviour 3
Customer Service 8
Customer Service  6
Damage to Property 1
Deliveries/Removal 2
Duplicate 2
Garden Portal Issues 2
Invoicing/payment 1
Invoicing/payments 2
Invoicing/payments 1
Missed Collection 33
Waste Spillage 1
Nov 245
BNR / Assisted Collections 7
Bulky Collections 11
Crew Behaviour 9
Customer Service 1
Damage to Property 1
Deliveries / Removals 51
Duplicate 5
Enquiry / Website 2
Garden Portal Issues 7
Incab challenge 14
Invoicing / Payments 27
Missed Collections 89
Not our remit 15
Policy 5
Grand Total 1473
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OVERVIEW AND SCRUTINY COMMITTEE – 21 FEBRUARY 2022

ANUUAL FREEDOM OF INFORMATION REPORT 2022

Executive Summary

Following the implementation of the Freedom of Information (FOI) system in October 2018, an 
update was provided at the Overview and Scrutiny Committee in February 2021.  It was agreed at 
the meeting to receive an annual update report on all FOIs received.

Recommendations

The Committee is requested to:

RESOLVE That the report be noted.

The Committee has the authority to determine the recommendation set out above.

Background Papers: None.

Reporting Person: Joanne McIntosh, Director of Legal and Democratic Services
Email:  Joanne.McIntosh@woking.gov.uk, Extn: 3038

Contact Person: Natalie Khan, Democratic Services Officer
Email: Natalie.khan@woking.gov.uk , Extn: 3083

Date Published: 11 February 2022
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Annual FOI Report 2022

OSC22-013

1.0 Yearly Report

1.1 The total FOIs received from January – December 2021 and 2020 for comparison, are reported 
as follows:

1.2 The total includes figures for FOI referrals, which are requests received intended for other 
services, including those for Surrey County Council.  These requests were mostly for Children 
Services and Surrey County Highways respective departments.

1.3 Although the number of FOIs which exceeded the statutory timescale (‘breached’) is 
considered high, it is significantly lower than the previous year’s total.  The Council strives to 
complete all FOIs within the statutory timescale of twenty working days.  However, over the 
past two years, responses had been delayed in some cases as Officers were re-deployed to 
assist other service areas during the covid pandemic.  

1.4 During the height of the Pandemic, the acknowledgements sent out in response to the receipt 
of an FOI request included an explanation that, in these exceptional times, responses to 
requests would be delayed as Officers were re-deployed to services supporting the Council’s 
response to Covid-19.  

1.5 It should be stressed that all FOI requests are fulfilled.  

1.6 The progress of individual FOI requests is monitored and the Responsible Officers will be 
contacted by the Democratic Services Team in the event that the request is not completed 
within 15 working days.  Furthermore, the system will send automatic reminders to the 
Responsible Officers.  In addition, a weekly email is sent to the members of the Corporate 
Leadership Team setting out details of the FOI requests which have not yet been completed, 
enabling them to speak to the responsible Officers within their service areas.

2.0 Monthly Breakdown

2.1 Please note that the figures for the breached/refused FOIs are reported in the month they 
breach/are refused rather than the month they are submitted in.   

2.2 An FOI request can be refused on the basis of exemptions applied, for example a Section 
40(1) “Any information to which a request for information relates is exempt information if it 
constitutes personal data of which the applicant is the data subject”. 

Reporting 
From

Total 
Received

Total
 Breached

Total
Refused

Jan – Dec 2020 690 76 15
Jan – Dec 2021 632 23 12

Month

2021
Total 

received Completed Refused Breached

January 57 55 0 1

February 67 66 1 1

March 55 55 0 0
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Annual FOI Report 2022

OSC22-013

3.0 Breakdown by Department

3.1 Please see the table below that details the FOIs received, broken down by department.  

Department Total FOIs Received
Housing 97

Benefits, Revenue and Customer Services 82
Democratic Services* 79
Environmental Health 56

HR 38
Finance 36

Neighbourhood Services 34
IT 34

Green Infrastructure 30
Planning 22

Building Services 21
Asset Management 18

Legal 16
Parking 16

Planning Policy 12
Licencing 9

Health & Wellbeing 6
Sports and Leisure 5

Family Support 5
Community Safety 4
Engineering Team 4
Business Liaison 2

Corporate Support 2
Flooding 2
Elections 1
Marketing 1

April 43 41 1 0

May 51 50 2 2

June 51 51 2 1

July 44 42 0 1

August 68 62 0 6

September 50 47 1 3

October 56 55 2 2

November 59 58 2 6

December 31 15 1 0

Total 632 597 12 23
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Annual FOI Report 2022

OSC22-013

*The high figure for Democratic Services reflects the fact that the Team oversees the system 
and, where able to, will respond direct to a request regardless of the topic.

4.0 Conclusions

4.1 The Council received slightly fewer FOI requests during 2021 compared to the previous year 
2020 (632 against 690).  FOI requests can have a significant impact on an individual’s 
workload, particularly for those Officers in Housing and Revenue and Benefits.  However, the 
majority of the requests are completed promptly by providing the information requested in a 
timely manner.  

REPORT ENDS
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OSC22-014

OVERVIEW AND SCRUTINY COMMITTEE – 21 FEBRUARY 2022

FINANCE TASK GROUP UPDATE

Executive Summary

The Finance Task Group met on 27 January 2022. Set out below is the report from the Chairman of 
the task group.

Matters Arising

The external audit of the 2019/20 accounts is still ongoing and there is still a fair amount to do 
including a discussion of strategic issues. An update will be given to the next Standards and Audit 
meeting in early March. The audit of the 2020/2021 accounts should commence shortly after the 
completion of the 2019/20 audit.
There is no significant change in respect of the recovery of commercial rents since the last meeting. 
These are still in line with forecast.
The analysis of long term loans to external organisations will be discussed at the next Task Group 
meeting in March.
 
Review of General Fund report, Investment Programme and Capital, Investment and Treasury 
Management Strategies

The Task Group was presented with draft versions of these papers and there were a number of key 
issues highlighted: 

• It was noted that the Government Funding settlement was only for one year and is 
similar to last year
• There may be possible changes to Minimum Revenue Provision rules which could impact 

Woking and also further changes to borrowing requirements in order to access Public Works 
Loan Board funding. 

• An increase in staffing costs for the next year was discussed as being due to the in-sourcing 
of housing management from New Vision Homes.

• The borrowing in respect of Thameswey will be reviewed as part of the upcoming strategic 
review of the Thameswey Group

• The proposed Covid provision for 2022/23 will be significantly than the previous year with 
£1.3m in respect of car parking income and £0.5m for irrecoverable commercial rents.

• There was no update so far on car parking income over the Christmas period and the possible 
impact from the Omicron variant.

• A significant increase in energy prices has been built into the budget as advised by 
Thameswey.

 
The Council Tax increase proposed as is 2% or £5 per annum for a Band D property. There is 
planned reduction in use of reserves from £8m to £4m for 2022/23 as compared to the prior year. 
The update of Investment Programme was discussed and in particular the proposed split between 
approved projects, pipeline projects and cancelled projects. 
 
The Comprehensive Statement prepared by EY was discussed in the context of the above papers 
and following the January Overview and Scrutiny meeting. In particular the issue of cashflows for 
the operating companies was discussed.
 
Victoria Square update
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The latest developments regarding this project were discussed and In light of the these changes the 
updated financial model will be presented at March meeting 
 
Quarterly report of irrecoverable debt

The write-offs were noted and no issues raised.

Recommendations

The Committee is requested to:

RESOLVE that the report be noted.

The Committee has the authority to determine the recommendation(s) set out above.

Background Papers: None.

Reporting Person: Councillor James Sanderson
Email: cllrjames.sanderson@woking.gov.uk

Contact Person: Councillor James Sanderson
Email: cllrjames.sanderson@woking.gov.uk

Portfolio Holder: Councillor Simon Ashall
Email: cllrsimon.ashall@woking.gov.uk

Shadow Portfolio Holder: Councillor Ian Johnson
Email: cllrian.johnson@woking.gov.uk

Date Published: 11 February 2022
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