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D A R T F O R D  B O R O U G H  C O U N C I L 
 

QUALITY SERVICES COMMITTEE 
 

MINUTES of the meeting of the Quality Services Committee held on Tuesday 7 
September 2010 at 7.00 pm 

 
PRESENT: 
 

Councillor E J Lampkin (Chairman) 
Councillor M I Peters (Vice-Chairman) 
Councillor Ms C Angell (Shadow Chairman) 
Councillor S H Brown 
Councillor S East 
Councillor D A Hammock 
Councillor J A Hayes 
Councillor S Johnston 
Councillor Mrs D J Stoate 
Councillor Mrs N C Wightman 
 

 
ABSENT: 
 

Councillor P F Coleman 
Councillor M J Davis 
Councillor D E Hunnisett 
Councillor P Kelly 
Councillor D E May 
Councillor Mrs A Muckle 
Councillor R S L Perfitt 

 
ALSO PRESENT:   Councillor Mrs A D Allen 
   Mr B Qualey   -  Chairman of the Dartford  
        Borough Residents’ Forum 

 
External Officers 
 

Matthew Roberts -  Regional Director (South East), Parkwood     
                                    Leisure 
 

Dartford Borough Council Officers 
 

 Chris Brown – Management Analysis and 
Intelligence Manager 

 Frank Brown – Leisure Services Manager 
 Sue Cressall – Revenues and Benefits Manager 
 Peter Dosad – Head of Housing 
 Noelle Flaherty – Performance and Risk Officer 
 Adrian Gowan – Policy Advisor 
 Sheri Green – Strategic Director 
 Gillian Wheatcroft – Communications and Marketing 

Manager 
 

16. APOLOGIES FOR ABSENCE  
 
Apologies for absence were received from Councillors M Davis, D E 
Hunnisett, P Kelly and Mrs A Muckle. 
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17. DECLARATIONS OF INTEREST  

 
Councillor J A Hayes declared a personal interest in agenda item 5(A), 
Reference from the Dartford Association of Parish and Town Council’s 29 
June 2010 – Darent Valley Hospital – Provision of Car Parking, as his wife 
works at the hospital.   
 

18. CONFIRMATION OF THE MINUTES OF THE MEETING HELD ON 1 JUNE 
2010  
 
 RESOLVED: 
 
That the minutes of the meeting of the Quality Services Committee held on 1 
June 2010 be confirmed. 
 

19. URGENT ITEMS  
 
There were no urgent items. 
 

20. REFERENCE FROM DARTFORD ASSOCIATION OF PARISH AND TOWN 
COUNCILS (DAPTC) - 29 JUNE 2010: DARENT VALLEY HOSPITAL - 
PROVISION OF CAR PARKING INCLUDING FEES  
 
This report advised the Quality Services Committee of concerns that had 
been raised by Bean Parish Council via the forum of the Dartford Association 
of Parish and Town Councils (DAPTC), about the provision of car parking 
facilities at Darent Valley Hospital, including the question of car parking fees 
and the disbursement of that potential revenue stream to contribute to the 
running costs of the hospital.  
 
Members felt that it would be helpful to have a short briefing paper from the 
Development Control and Planning Managers outlining any proposals relating 
to car parking at the hospital or other planning issues. The Committee also 
noted that the hospital had a new Chief Executive and felt that it would be 
helpful to invite her to attend the Committee’s next meeting to discuss both 
car parking and the wider health agenda, including issues arising from the 
review of heath inequalities and the health policy agenda. The Chairman 
would liaise with the Policy Advisor over specific issues for discussion at that 
meeting. 
 
 RESOLVED: 
 
1. That a briefing paper be circulated to the Committee to update Members 

on any planning issues relating to Darent Valley Hospital including any 
proposals relating to car parking at the hospital; and  
 

2. That the Chief Executive of Darent Valley Hospital be invited to attend the 
next meeting of the Committee to discuss the concerns raised by the 
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Dartford Association of Parish and Town Councils relating to car parking 
and to discuss the wider health agenda. 

 
21. FORWARD PLAN  

 
 RESOLVED: 
 
That the contents of the Forward Plan, for the period 1 September 2010 to 31 
December 2010, be noted. 
 

22. ACTION POINTS ARISING FROM THE COMMITTEE MEETING HELD ON 1 
JUNE 2010  
 
This report provided Members with an opportunity to review the list of action 
points arising from the Committee meeting held on 1 June 2010. It was noted 
that new Benefit Service guidance leaflets (action point 1) were almost ready 
to be released and it was agreed that copies of these would be sent to 
Members within the next three weeks. The Committee was advised that a 
date for the “summer” rough sleeper count (action point 2) had not been 
finalised as further information on the count methodology to be applied was 
still awaited from the Department of Communities and Local Government but 
was likely to take place in November. Members of the Committee would be 
notified of the date by email as soon as it had been agreed and details would 
also appear in the Members Information Bulletin. Members had been sent a 
separate response dealing with action points 3 and 4, relating to performance 
indicators NI 110 and LI PS11 respectively. Reports relating to action points 5 
(Council web site) and 6 (Acacia Hall/Fairfield Pool) appeared later in the 
agenda. 
 
 RESOLVED: 
 
That the list of action points arising from the Committee meeting held on 1 
June 2010 together with the additional information provided be noted. 
 

23. ACACIA HALL/FAIRFIELD POOL UPDATE  
 
This report provided a further update to Members on the current position in 
relation to the Acacia Hall and Fairfield Pool facilities. The Chairman 
welcomed Mr Matthew Roberts, Regional Director (South East) of Parkwood 
Leisure, to the meeting and thanked him for making internal notes of 
monitoring meetings and a Parkwood Leisure monthly Services Report 
available to Members for discussion. These items would allow for informed 
debate and provided assurance that issues of concern were being addressed. 
The Chairman also asked to be updated on the position on car parking at 
Acacia Hall, and, in relation to the Fairfield Pool, whether the repair to the 
water pump had been completed and would not be a long term concern and 
what action had been taken to prevent a repeat of staff unwittingly assisting in 
a theft from a locker. 
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The Leisure Services Manager explained that Members comments on car 
parking at Acacia Hall from the last meeting were being considered and that 
various options were currently being looked at, including whether to make the 
car park a pay-and-display or pay-and-leave facility. However this was 
currently a work in progress and a further update would be provided at the 
next meeting.    In response to questioning he confirmed that 6 companies 
had applied for the Acacia Business Concession by the 1st September closing 
date [Post meeting note: the Leisure Services Manager subsequently advised 
that in fact 10 companies had applied for the concession]. In introducing Mr 
Roberts the Leisure Services Manager confirmed that a lot of progress had 
been made at Fairfield Pool on addressing customer’s concerns. 
 
Mr Roberts thanked the Committee for allowing him to attend the meeting and 
outlined the plans that Parkwood Leisure had to make improvements to the 
Fairfield Pool and the fabric of the buildings including refurbishment of the 
fitness centre, the changing rooms and the reception area. Mr Roberts 
confirmed that the problems with the pump and the consequent loss of water 
temperature had taken a few days to rectify due to the age of the pump and 
the lack of off-the-shelf parts for the repair but that there were no long term 
concerns about the pumping system. He also explained that a full review of 
procedures had been carried out following the particular locker theft outlined 
in the monthly report and that this should not happen again. Mr Roberts 
welcomed the renewal of the contract with the Council to operate Fairfield 
Pool and that the improvements to the fitness centre and the refurbishment 
proposals were already re-energising use of the facilities. Customers 
concerns were being addressed and there had been improvements to 
cleanliness and cleaning regimes were kept under regular review. It was 
recognised however that due to the age of the building a certain amount of 
wear and tear was inevitable and this was reflected in the appearance of the 
building, but the refurbishment would go a long way towards addressing this. 
It was accepted that the fabric of some much older swimming baths appeared 
in better condition but that this was because more modern centres were 
sometimes built to a lower specification with a shorter anticipated working life. 
Mr Roberts also clarified some of the leisure schemes and courses operated 
at the centre including the MEND scheme to promote healthy lifestyle. 
 
The Chairman thanked Mr Roberts and the Leisure Services Manager for 
attending and updating the Committee.    
           
 RESOLVED: 
 
That the report be noted and that a further update on Acacia Hall and the 
Fairfield Pool be provided at the next meeting of the Committee. 
 

24. NEIGHBOURHOOD AGREEMENT UPDATE  
 
This report updated the Quality Services Committee on the progress that had 
been made and the impact of Neighbourhood Agreements across the 
Council’s Housing stock. Progress against the priorities agreed under the two 
existing Neighbourhood Agreements was reported by the Head of Housing. 
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The Committee noted that progress with the roll out of the Agreements had 
been slower than expected and that a third agreement planned for Temple Hill 
had not been agreed due to lack of community engagement and interest. It 
had been hoped that such an agreement would have promoted community 
involvement and could have resulted in the revival of the Residents 
Association in the area. The Committee noted the contribution that local Ward 
members already made within the Temple Hill community and the vital part 
that successful third sector organisations already operating in the area, such 
as Sure Start and the Living Well Centre, could make towards encouraging 
the support needed for creating a Neighbourhood Agreement. The Committee 
also heard that the Council now had a Resident Involvement Liaison Officer in 
place and able to take these issues forward and it was hoped that further 
progress would be made and this would be further enhanced as the Housing 
team roll out the ongoing consultation required in relation to the Housing 
Annual Report and local offers.     
 
 RESOLVED: 
 
That the contents of the report be noted. 
 

25. BENEFITS SERVICE - PROGRESS AGAINST IMPROVEMENT PLAN  
 
The Committee considered a report which detailed the sustained 
improvement in the performance of the Benefits service and the good 
progress being made to meet the targets included in the Improvement Plan 
agreed by the Cabinet in April. Performance continued to be closely 
monitored by the Service Manager, Strategic Director and the Management 
Team and steps had been taken to clear the backlog of work. The targets for 
processing new claims were now being exceeded and targets for processing 
changes to details were close to being achieved. The Revenues and Benefits 
Manager highlighted the improvements in service performance and was 
confident that performance would match that of the Sevenoaks service by the 
time that the joint service was established. Members welcomed the improved 
performance and asked for staff to be informed of the Committee’s 
appreciation for their efforts in addressing performance issues. It was agreed 
that a short update would be provided following the release of the next 
quarterly performance outturns. In addition there would be a formal review of 
the transition to and operation of the new Joint Service and a progress report 
would be submitted to the Committee in September 2011. 
 
 RESOLVED: 
 
That the sustained improvement in performance of the Benefits service and 
progress against the Improvement Plan targets be noted and that a further 
report regarding the new Joint Revenue and Benefits service with Sevenoaks 
District Council be presented to the Quality Services Committee in September 
2011. 
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26. WEBSITE UPDATE, PROGRESS SO FAR AND NEXT STEPS  
 
This report updated Members on the ongoing developments to the website 
and outlined the plans for the introduction of the new site. The 
Communications Manager informed Members of the methodology and action 
plan adopted by the steering group overseeing the project and progress 
against the plan including action already taken to achieve quick wins and the 
next steps to achieve roll out of the new web site in 2011. This included the 
procurement of a new Content Management System, piloting the web 
development with a single department to identify issues before rolling the 
model out across the Council. Members accepted that this was a work in 
progress and that considerable work would be needed to review and update 
over 3,000 web pages to ensure the currency of the content and chosen 
webstyle. The Committee sought clarification on how the web site would link 
with the corporate image and how departments would provide content. It was 
accepted that developing content would be reliant upon the co-operation of 
each department but that this should be facilitated by the new CMS and better 
training in web development. It was agreed that the Committee would receive 
a further update in November.          
 
 RESOLVED: 
 
1. That the progress made to improve the Council’s website be noted; 
 
2. That the website becomes one of the key drivers in delivering improved 

customer service; and  
 
3. That the Committee should receive a further progress report at its next 

meeting in November 2010. 
 

27. LOCAL CHILDREN'S TRUSTS  
 
The Committee was advised of changes to the arrangements for the delivery 
of services for children in Kent. In response to changing economic conditions 
the Kent Children’s Trust decided that services could best be delivered by 
creating local trust boards which were coterminous with District Boundaries 
and from October 2010 the 23 Local Children’s Service Partnerships created 
in 2008 would be replaced by 12 Local Children’s Trusts each managed by a 
Preventative Services Manager. Recently the Government had announced its 
intention to remove the duty on schools to co-operate through Children’s 
Trusts and the requirement on local authorities to set up Children’s Trust 
boards and to publish a joint Children and Young Persons Plan. The 
Government also intended to revoke the regulations underpinning the 
Children’s and Young People’s Plan and the statutory guidance on Children’s 
Trusts.   
 
The Committee was informed that the Kent Children’s Trust intended to 
continue with the current partnership arrangements even if the statutory 
elements were removed but that the removal of the statutory guidance would 
also allow greater freedom for the partnerships to reflect local issues. 
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Members expressed strong support for partnership working to deliver services 
for children and hoped that the removal of the statutory requirements would 
not threaten children’s safety. The Committee also noted the strong support 
from schools in the Dartford area for partnership working on children’s 
services. Councillor Mrs Allen informed the Committee of the importance 
attached by Kent County Council to child welfare and also of the invaluable 
contribution made by the Youth Council in Dartford, which had been tasked 
with assisting in writing the Children’s and Young Persons Plan. Members 
welcomed and endorsed the work of the Youth Council in Dartford.   The 
Committee was also advised that Nick Fenton, the Preventative Services 
Manager for Dartford, had agreed to attend the Committee’s meeting in March 
2011 to discuss the new arrangements for Children’s Services.  
 
 RESOLVED: 
 
That the changes that have been made to the Local Children’s Partnership 
arrangements be noted. 
 

28. PERFORMANCE UPDATES  
 
This report presented an update on managing performance information and 
the first quarter performance indicator outturns for 2010/11. The report also 
highlighted the changes being made to the national performance monitoring 
regime by the coalition Government and highlighted the uncertainties about 
the future of the national performance indicator set. It was however likely that 
there would be fewer national indicators although this would not prevent the 
Council continuing to monitor performance against these indicators where this 
was felt to be meaningful.  
 
Members welcomed the new bar chart graphic summarising “traffic light” 
performance and sought clarification on performance against specific 
indicators: 
 
FRPI-8 Sundry Debtors: Members asked whether the exercise to strip out 
underlying long term irrecoverable debt from Sundry debtors had begun as 
requested by the Audit Board as it was felt that this could distort performance 
against the target. The Head of Housing confirmed that this was taking place 
for housing debt but could not confirm whether this was also taking place in 
other service areas. 
 
LI ET7(E1.4a)- Average number of days individual unauthorised 
encampments on Council Land: Members expressed surprise that this was 
deemed to be under-performing as the procedure and turnaround described in 
the narrative seemed very efficient. The Strategic Director confirmed that the 
Council rarely had an issue as it had strong control over Council land and took 
rapid action wherever necessary. However the process for removing 
unauthorised encampments was very prescribed and the turnaround time for 
removal depended in part on which day of the week the encampment was 
made. Members wondered whether the target should be revised accordingly 
and suggested that Management Team should review this. 
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LI HS5 (BV2 12) Average time taken to re-let local authority housing: 
Disappointment was expressed that the target for re-letting housing was not 
being achieved. The Head of Housing explained that this was because of a 
combination of a large number of voids and some carry across from the 
previous contractor. It was always expected that the new contractor would 
take a few months to get up to speed and management action was taken to 
deal with the performance dip with the target being achieved in August and 
expected to be met over the full year. 
 
PDPI-11 Town Centre Expenditure: It was noted that this underspend had 
arisen due to the difficulty in recruiting a Town Centre Administrator. Officers 
were still actively looking to appoint to this post. 
  
CSPI-1-3 Customer Services Performance: Disappointment was expressed 
about underperformance as a result of problems associated with the Mitel 
upgrade. It was also noted that Customer Services had taken responsibility for 
dealing with front-end benefits enquiries for which the volume had been very 
high and that it was hoped that the implementation of a “Quick Queue” for 
Benefit and Council Tax enquiries would assist in processing these 
expeditiously. The Committee hoped that performance in the next quarter 
would better reflect the efforts of Customer Services staff to deliver good 
services to the public or would expect to be informed of measures to restore 
performance to target level if this was not the case. 
  
NI 192 Percentage of household waste sent for reuse, recycling and 
composting: Members expressed interest in the progress of the new garden 
waste collection scheme. It was agreed that an update would be provided as 
part of the Action Points item for the next meeting detailing the take up of the 
scheme. 
 
 RESOLVED: 
 
That the contents of the main report and the first quarter performance 
indicator outturns for 2010/11, contained within Appendix A to the report, be 
noted. 
 

29. CORPORATE COMPLAINTS 2010/11  
 
This report provided Members with information on corporate complaints 
processed between 1 April 2010 and 31 July 2010 and the status of each 
complaint. It was noted that one complaint was currently being investigated by 
the Ombudsman but had not been submitted through the Council’s complaints 
process and not been subject to investigation by the Council. The remit of the 
Quality Services Committee and the Standards Committee to review 
complaints was discussed and it was agreed that it was important for the 
Quality Services Committee to review complaints to assist with monitoring 
service performance.  
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 RESOLVED: 
 
That the corporate complaints information provided at Appendix A to the 
report be noted. 
 

30. QUALITY SERVICES COMMITTEE WORK PLAN  
 
This report set out the Quality Services Committee’s work plan and asked 
Members to suggest further items for consideration. 
 
The Chairman confirmed that the following additional items had been 
requested during the meeting and would be added to the Work Plan: 
 

• A further update on Acacia Hall/Fairfield Pool (November 2010 and 
March 2011); 

• A further update on the Council’s web site development (November 
2010); and 

• Waste and Recycling update (March 2011) 
 
 RESOLVED: 
 
That the Work Plan, as amended, be noted. 
 
 

The meeting closed at 8.15 pm 
 

  
 
 

Councillor E J Lampkin 
CHAIRMAN 


