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Objective 3 - Strengthening our communities 
Strengthening our communities includes our work on: 

• Community safety 

• Healthy lifestyles 

• Community engagement and customer satisfaction 

• Housing 

1. What’s the situation? 
 
Community safety 
In terms of data relating to community safety, the Cheltenham Community Safety Partnership’s strategic 
assessment suggests the following needs: 

• Although crime continues to fall and is down 4% since April compared to the same time period last 
year fear of crime is an issue with only 52% of people feeling safe at night. 

• Acquisitive crime such as burglary, vehicle crime and theft of cycles have all seen recent increases 
which may be related to the impact of the recession. 

• Anti social behaviour and / or the perception of it is still a key issue for local residents. 

• Six of the neighbourhood policing priorities related to under-age drinking in the last 12 months, 4 in 
Whaddon INA and 2 in Leckhampton INA. 

• Data shows that serious violent crime dropped by 17.0% (53 to 44 cases) between 2007/08 and 
2008/09.  Assault with injury however rose by 10.4%. There were 749 domestic violence victims, of 
which 23.8% were repeat incidents.  Harassment incidents dropped by 24.5%. 

 
Gloucestershire County Council produced a comprehensive needs analysis for children and young 
people in the county in 2008 and 2009 from which the following community safety needs have been 
drawn: 

• The 2008 online pupil survey concluded that 12.7% of Cheltenham pupils had been seriously bullied 
which was the second lowest compared to the other districts. However 9% of Cheltenham pupils did 
not answer this question and looking at those who answered ‘no’, the lowest rate was in Cheltenham 
suggesting that it had the highest rate of those experiencing some level of bullying. 

• There were 716 crime victims who were aged under 19 in 2007-08 (19% of the county’s total).  

• From the online pupil survey only 66% of pupils felt safe when playing outside compared to 68% 
county-wide.  

 
Healthy Lifestyles 
In terms of health needs data from the Cheltenham area health profile 2009 (NHS Gloucestershire) 
suggests that the health of people in Cheltenham is generally better than that of England. Cheltenham 
appears to have better than average rates of physical activity and healthy eating, and lower than average 
obesity rates for both children and adults, as compared with Gloucestershire as a whole. However, 
Cheltenham contains some dramatic inequalities in terms of income, location and health. These include: 

• Levels of deprivation and area-based health inequality 

• The number of lone-pensioner households 

• The number of overcrowded households 

• The number of adults that binge drink 

• The rate of premature deaths from cancer 

• Levels of mental health 
 
In terms of needs, the data suggests that key targeted preventative interventions that are likely to impact 
on the gap in life expectancy in Cheltenham include those aimed at: 

• Smoking cessation; 

• Increasing physical activity levels; 

• Raising cancer awareness; 

• Encouraging healthy eating; 

• Suicide prevention; and 

• Improving mental health. 
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Housing needs 
The Cheltenham housing needs assessment report Nov 09 says an estimated 1,213 households are in 
current housing need. To reduce this backlog over five years and meet newly arising need for each year, 
it is estimated that there will be a need for approximately 929 affordable housing units to be provided per 
year. 
 
In terms of demand for social housing we know that immediately prior to the implementation of Choice 
Based Lettings, the number of households on the housing register was in excess of 3000 at any given 
time, with on average, 100 new applications being made each month. At the time of writing (November 
2009), the housing register was in a state of flux, with existing applicants re-registering under the new 
Scheme. It is anticipated, however, that housing demand is likely to increase, with the application 
process now becoming more accessible and the allocations system more transparent than ever before. 
 
The number of housing enquiries within Cheltenham First Stop continues to be high – in excess of 4000 
per year, with in excess of 200 households on course to proceed to a homelessness application during 
2009/10. Almost all homelessness is currently prevented, however, with homelessness acceptances for 
the six months to end of Sep 09 being just six, which is the lowest in the county and amongst the lowest 
in the country by household population, and represents a 91% drop in acceptances over the same period 
to Sep 08.   
 
The three main causes of homelessness are: 

• Friends and family no longer willing to accommodate young family members; 

• Households being given notice to quit private rented accommodation; 

• Relationship breakdown, (including domestic violence).  
 
Much of the homelessness prevention activities are therefore focused in these areas: 

• Developing initiatives to reduce the blockage of supporting housing whereby people ready to 
leave accommodation based services cannot secure accommodation; 

• Improving access into the private rented sector; 

• Developing initiatives to enable young people to stay with family members longer; 

• Improving options for survivors of domestic violence. 
 
In the six months to September 2009, 147 households have chosen to take up a prevention option in 
preference to being accepted by the local authority as homeless. This is 3.5 times the number of 
homelessness preventions by the Housing Options Service for the same period two years previously. 

2. What does our community want? 

From the place survey 
Community safety 
Reducing levels of crime came out second top in the list of priorities for improvement (behind road and 
pavement repairs). Although 16% feel that anti-social behaviour is a problem in their local area and 27% 
feel that drunk and rowdy behaviour is a problem (which are both higher than county and district 
averages), 27% of people felt that the police and other local public services are successfully dealing with 
community safety issues which is better than elsewhere in the county apart from Cotswold district and 
compares to a county average of 25%.  

 
Healthy lifestyles 
Although 83% of people assessed their own health and wellbeing as being good which was higher in 
Cheltenham than elsewhere in the county, only 28% believe that older people receive the support they 
need to live independently. 

 
Community engagement and customer satisfaction 
Although general satisfaction with the local area is fourth lowest in the county at 84.5% it exceeded our 
business plan target of 81% and is equal to the county average of 84.5%. Satisfaction with the way the 
council runs things was only 48% and although this was higher than for the county or average for 
England this still represents a 10% fall from the 2006-07 survey. In addition only a third of respondents 
feel that the council provides value for money although this is slightly better than the average for 
Gloucestershire.  
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Satisfaction with individual council services remains higher than for the council as a whole: Satisfaction 
with museums (62%), theatres (76%), parks & open spaces (86%) is higher in Cheltenham than 
anywhere else in the county. However satisfaction with cleanliness is 3rd lowest in the county at just 57% 
and recycling is currently lowest in the county at 60%, perhaps indicating a demand for increased 
recycling services. 
 
Only 58% of respondents felt that they belonged to their immediate neighbourhood and 25% feel that 
there is a problem with people not treating each other with respect and consideration. However, 82% felt 
that people from different backgrounds get on well together.  
 
Housing 
Various consultation exercises with sections of the community have demonstrated that the key priorities 
are; increased choice, greater transparency in service delivery, more accessible services, and ultimately 
the delivery of more affordable accommodation. With the exception of increasing affordable 
accommodation, significant steps have been taken to match these priorities through the recent 
implementation of Choice Based Lettings.  
 
From our work at Cheltenham First Stop, we know that our customers prefer a preventative solution. The 
figures showing that only 6 households were accepted as homeless in the 6 months to end Sep 09, 
compared with 147 households choosing to take up a prevention option over the same period is a clear 
indication of this. In particular, confirmation that homelessness prevention activities are in tune with what 
the community wants, is evidenced by the fact that only 2 cases out of 276 in the 2 years to end of March 
2009 have subsequently re-approached this local authority and been accepted as homeless.  
 
We also know that affordability is a major issue for our customers; households who are threatened with 
homelessness are willing to compromise on future security of tenure (that would be available through 
social housing), provided that the alternative accommodation remains affordable.  
 
But affordability and choice in the private rented sector is likely to become less favourable to low-income 
households in the future, when changes to the Local Housing Allowance are implemented in April 2010, 
and as the housing market generally recovers from the recession and excess accommodation is sold by 
private landlords, thus depleting the pool of available private rented accommodation, with those 
households relying on government subsidy to help pay the rent usually being the first to suffer.  
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3. Therefore what are our outcomes and what difference will we have made over the five 
years? 

Outcomes What are we trying to do What difference will we make 
We will work in partnership to 
reduce overall crime and priority 
crimes (eg burglary) and fear of 
crime 

• Increase the percentage of people saying 
they feel safe during the day and at night. 

• Decrease the total volume of recorded 
crime per annum 

We will work in partnership to keep 
our children and young people safe 
and reduce anti-social behaviour 

• Decrease the number of anti-social 
behaviour incidents 

• Decrease our community’s perceptions of 
anti-social behaviour 

• Reduce the number of crime victims who 
are aged under 19 

We will keep the public safe by 
ensuring standards of food safety, 
hygiene, health and safety are 
maintained 

• Increase the number of food establishments 
in the area which are broadly compliant with 
food hygiene law  

Communities 
feel safe and are 
safe 
 

We will provide a coordinated 
approach through our licensing and 
community safety work to reduce 
the effects of alcohol abuse 
particularly in the town centre 

• Reduce incidences of alcohol related 
violence 

We will secure more affordable 
housing 

• Increase the number additional homes 
provided 

• Increase the number of affordable homes 
delivered  

We will reduce homelessness • Decrease the number of households living 
in Temporary Accommodation  

People have 
access to 
decent and 
affordable 
housing 

We will support independent living • Increase the extent to which older people 
feel that they receive the support they need 
to live independently at home 

• Increase the percentage of vulnerable 
people achieving independent living  

We will promote greater 
engagement in sporting activities 

• Increase adult participation in sport  

We will promote healthy active 
lifestyles 

• Increase the number of people engaged in 
CSPAN projects 

We will work in partnership to 
reduce health inequalities 

• Decrease the gap in life expectancy at birth 
between quintile 1 and quintile 5 in 
cheltenham 

People are able 
to lead healthy 
lifestyles 

We will increase opportunities for 
physical activity 

• Increase footfall at leisure@  

We will work with communities of 
interest across the borough to help 
them identify and address their 
needs 

• Increase the number of people who believe 
people from different backgrounds get on 
well together in their local area  

We will empower local people to be 
more influential in shaping service 
delivery in their neighbourhoods 

• Increase the number of people who believe 
they belong to their neighbourhood 

• Increase overall/general satisfaction with 
the local area  

Our residents 
enjoy a strong 
sense of 
community and 
are involved in 
identifying and 
resolving local 
issues 

We will promote better coordination 
of engagement and consultation 
activities 

• Increase the number of people who feel 
they can influence decisions in their locality 

• Increase participation in regular 
volunteering 
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p
e
o
p
le
 s
a
y
in
g
 t
h
e
y
 f
e
e
l 

s
a
fe
 a
t 
n
ig
h
t 

 

•
 
9
2
%
 

•
 
5
2
%
 

2
%
 i
n
c
re
a
s
e
 p
e
r 

a
n
n
u
m
 

 

M
a
k
e
 s
u
re
 t
h
a
t 
c
o
m
m
u
n
it
ie
s
 a
re
 

s
a
fe
 

•
 
T
h
e
 t
o
ta
l 
v
o
lu
m
e
 o
f 
re
c
o
rd
e
d
 c
ri
m
e
 p
e
r 

a
n
n
u
m
 

1
1
,4
0
4
 i
n
 2
0
0
8
-0
9
 

2
%
 r
e
d
u
c
ti
o
n
 

p
e
r 
a
n
n
u
m
 

 

R
e
d
u
c
e
 a
n
ti
-s
o
c
ia
l 
b
e
h
a
v
io
u
r 

•
 
T
h
e
 n
u
m
b
e
r 
o
f 
a
n
ti
-s
o
c
ia
l 
b
e
h
a
v
io
u
r 

in
c
id
e
n
ts
 

•
 
N
I 
1
7
 P
e
rc
e
p
ti
o
n
s
 o
f 
a
n
ti
-s
o
c
ia
l 
b
e
h
a
v
io
u
r 

•
 
N
u
m
b
e
r 
o
f 
c
ri
m
e
 v
ic
ti
m
s
 a
g
e
d
 u
n
d
e
r 
1
9
 

7
,2
4
2
 i
n
 2
0
0
8
-0
9
 

 T
h
e
re
 w
e
re
 7
1
6
 c
ri
m
e
 v
ic
ti
m
s
 w
h
o
 

w
e
re
 a
g
e
d
 u
n
d
e
r 
1
9
 i
n
 2
0
0
7
-0
8
 

(1
9
%
 o
f 
th
e
 c
o
u
n
ty
’s
 t
o
ta
l)
 

2
%
 r
e
d
u
c
ti
o
n
 

p
e
r 
a
n
n
u
m
 

 



8
 

O
u
tc
o
m
e
 -
 P
e
o
p
le
 h
a
v
e
 a
c
c
e
s
s
 t
o
 d
e
c
e
n
t 
a
n
d
 a
ff
o
rd
a
b
le
 h
o
u
s
in
g
 

 O
b
je
c
ti
v
e
 a
n
d
 o
u
tc
o
m
e
 

S
tr
e
n
g
th
e
n
in
g
 c
o
m
m
u
n
it
ie
s
 -
 P
e
o
p
le
 h
a
v
e
 a
c
c
e
s
s
 t
o
 d
e
c
e
n
t 
a
n
d
 a
ff
o
rd
a
b
le
 h
o
u
s
in
g
 

1
. 
W
h
a
t 
d
o
 w
e
 d
o
 d
ir
e
c
tl
y
 t
o
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

T
h
ro
u
g
h
 o
u
r 
h
o
u
s
in
g
 e
n
a
b
lin
g
 f
u
n
c
ti
o
n
, 
w
e
 n
e
g
o
ti
a
te
 f
o
r 
n
e
w
 a
ff
o
rd
a
b
le
 h
o
m
e
s
 t
h
ro
u
g
h
 t
h
e
 p
la
n
n
in
g
 s
y
s
te
m
, 
w
o
rk
in
g
 w
it
h
 o
th
e
r 
lo
c
a
l 
a
u
th
o
ri
ti
e
s
 i
n
 

G
lo
u
c
e
s
te
rs
h
ir
e
 a
n
d
 p
a
rt
n
e
r 
la
n
d
lo
rd
s
, 
to
 s
e
c
u
re
 m
o
re
 a
ff
o
rd
a
b
le
 h
o
m
e
s
 t
o
 r
e
n
t 
a
n
d
 f
o
r 
s
h
a
re
d
 o
w
n
e
rs
h
ip
, 
to
 w
h
ic
h
 t
h
e
 C
o
u
n
c
il 
h
a
s
 n
o
m
in
a
ti
o
n
 r
ig
h
ts
 

 T
h
ro
u
g
h
 o
u
r 
h
o
u
s
in
g
 o
p
ti
o
n
s
 t
e
a
m
 w
e
 s
u
p
p
o
rt
 p
e
o
p
le
 w
h
o
 a
re
 i
n
 h
o
u
s
in
g
 n
e
e
d
 a
n
d
/o
r 
th
re
a
te
n
e
d
 w
it
h
 h
o
m
e
le
s
s
n
e
s
s
 t
h
ro
u
g
h
 p
ro
v
id
in
g
 a
d
v
ic
e
 a
n
d
 h
e
lp
 

th
e
m
 s
e
c
u
re
 a
p
p
ro
p
ri
a
te
 a
c
c
o
m
m
o
d
a
ti
o
n
. 
 

 W
e
 p
ro
v
id
e
 l
if
e
lin
e
 a
la
rm
s
 a
n
d
 d
is
a
b
le
d
 f
a
c
ili
ty
 g
ra
n
ts
 a
n
d
 a
d
a
p
ta
ti
o
n
s
 t
o
 e
n
a
b
le
 v
u
ln
e
ra
b
le
 p
e
o
p
le
 t
o
 l
iv
e
 i
n
d
e
p
e
n
d
e
n
tl
y
 a
t 
h
o
m
e
. 

 W
e
 p
ro
v
id
e
 g
ra
n
t-
a
s
s
is
ta
n
c
e
 a
n
d
 l
o
a
n
s
 f
o
r 
v
u
ln
e
ra
b
le
 p
e
o
p
le
 t
o
 m
a
k
e
 t
h
e
ir
 l
iv
in
g
 a
c
c
o
m
m
o
d
a
ti
o
n
 f
it
 f
o
r 
p
u
rp
o
s
e
 

 2
. 
W
h
a
t 
e
ls
e
 d
o
 w
e
 d
o
 t
h
a
t 
c
a
n
 h
e
lp
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

 O
u
r 
s
tr
a
te
g
ic
 p
la
n
n
in
g
 f
u
n
c
ti
o
n
 w
ill
 p
u
t 
in
 p
la
c
e
 a
n
 a
g
re
e
d
 l
o
n
g
-t
e
rm
 f
ra
m
e
w
o
rk
 f
o
r 
th
e
 p
ro
v
is
io
n
 o
f 
m
o
re
 a
ff
o
rd
a
b
le
 h
o
u
s
in
g
 t
h
ro
u
g
h
 t
h
e
 p
la
n
n
in
g
 s
y
s
te
m
. 
 

3
. 
W
h
a
t 
d
o
 w
e
 d
o
 i
n
 p
a
rt
n
e
rs
h
ip
 w
it
h
 o
th
e
rs
 t
o
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

 C
h
e
lt
e
n
h
a
m
 B
o
ro
u
g
h
 H
o
m
e
s
 i
s
 o
u
r 
a
rm
s
 l
e
n
g
th
 m
a
n
a
g
e
m
e
n
t 
o
rg
a
n
is
a
ti
o
n
 t
h
a
t 
m
a
n
a
g
e
s
 t
h
e
 c
o
u
n
c
il’
s
 h
o
u
s
in
g
 s
to
c
k
. 
W
e
 a
re
 w
o
rk
in
g
 w
it
h
 C
B
H
 t
o
 p
ro
v
id
e
 

m
o
re
 a
ff
o
rd
a
b
le
 r
e
n
te
d
 h
o
m
e
s
. 
 

 W
e
 c
o
m
m
is
s
io
n
 h
o
u
s
in
g
 a
d
v
ic
e
 a
n
d
 d
e
b
t 
s
e
rv
ic
e
s
. 
 

 W
e
 w
o
rk
 i
n
 p
a
rt
n
e
rs
h
ip
 t
o
 i
n
c
re
a
s
e
 t
h
e
 n
u
m
b
e
r 
o
f 
o
ld
e
r 
a
n
d
 v
u
ln
e
ra
b
le
 p
e
o
p
le
 s
u
p
p
o
rt
e
d
 t
o
 l
iv
e
 i
n
d
e
p
e
n
d
e
n
tl
y
 a
t 
h
o
m
e
 t
h
ro
u
g
h
 s
u
p
p
o
rt
in
g
 c
o
m
m
is
s
io
n
in
g
 

h
o
u
s
in
g
 r
e
la
te
d
 s
u
p
p
o
rt
 a
n
d
 t
h
e
 h
o
m
e
 i
m
p
ro
v
e
m
e
n
t 
a
g
e
n
c
y
 s
e
rv
ic
e
. 
 

 W
e
 w
o
rk
 w
it
h
 S
e
v
e
rn
 W
y
e
 E
n
e
rg
y
 A
g
e
n
c
y
 t
o
 p
ro
m
o
te
 e
n
e
rg
y
 e
ff
ic
ie
n
t 
h
o
m
e
s
 a
n
d
 t
a
c
k
le
 f
u
e
l 
p
o
v
e
rt
y
. 
 

 W
e
 w
o
rk
 w
it
h
 t
h
e
 5
 o
th
e
r 
d
is
tr
ic
ts
 i
n
 G
lo
u
c
e
s
te
rs
h
ir
e
 o
n
 a
 j
o
in
t 
a
p
p
ro
a
c
h
 t
o
 a
llo
c
a
ti
n
g
 s
o
c
ia
l 
h
o
u
s
in
g
 t
h
ro
u
g
h
 G
lo
u
c
e
s
te
rs
h
ir
e
 H
o
m
e
s
e
e
k
e
r.
 

4
. 
W
h
a
t 
a
re
 t
h
e
 l
o
n
g
e
r-
te
rm

 r
is
k
s
 t
o
 t
h
e
 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
?
 

W
e
 c
u
rr
e
n
tl
y
 r
e
c
e
iv
e
 H
o
m
e
le
s
s
n
e
s
s
 I
m
p
le
m
e
n
ta
ti
o
n
 f
u
n
d
in
g
 f
ro
m
 g
o
v
e
rn
m
e
n
t 
a
s
 r
in
g
 f
e
n
c
e
d
 g
ra
n
t 
w
h
ic
h
 f
in
a
n
c
e
s
 a
ll 
h
o
m
e
le
s
s
 p
re
v
e
n
ti
o
n
 i
n
it
ia
ti
v
e
s
 s
u
c
h
 

a
s
 r
e
n
t 
d
e
p
o
s
it
s
 e
tc
. 
 T
h
e
 f
u
n
d
in
g
 i
s
 d
u
e
 t
o
 c
e
a
s
e
 u
n
d
e
r 
c
u
rr
e
n
t 
a
rr
a
n
g
e
m
e
n
ts
 b
y
 M
a
rc
h
 2
0
1
1
. 
 T
h
e
re
 i
s
 n
o
 c
le
a
r 
in
d
ic
a
ti
o
n
 a
s
 t
o
 w
h
e
th
e
r 
fu
n
d
in
g
 w
ill
 

c
o
n
ti
n
u
e
 v
ia
 A
re
a
 B
a
s
e
d
 G
ra
n
t 
o
r 
a
t 
a
ll.
  
W
it
h
d
ra
w
a
l 
o
f 
th
is
 f
u
n
d
in
g
 w
ill
 r
e
s
u
lt
 i
n
 o
n
ly
 a
 n
o
m
in
a
l 
a
m
o
u
n
t 
o
f 
b
u
d
g
e
t 
b
e
in
g
 a
v
a
ila
b
le
 f
o
r 
s
e
c
u
ri
n
g
 B
e
d
 a
n
d
 

B
re
a
k
fa
s
t,
 s
to
ra
g
e
 c
o
s
ts
 a
n
d
 o
th
e
r 
re
le
v
a
n
t 
a
c
ti
v
it
y
 t
o
 r
u
n
 t
h
e
 H
o
u
s
in
g
 O
p
ti
o
n
s
 S
e
rv
ic
e
 a
n
d
 u
n
d
o
u
b
te
d
ly
 t
h
is
 w
ill
 b
e
 u
n
d
e
r 
in
c
re
a
s
e
d
 p
re
s
s
u
re
 i
n
 t
u
rn
 i
n
 

lig
h
t 
o
f 
w
it
h
d
ra
w
a
l 
o
f 
H
o
m
e
le
s
s
n
e
s
s
 p
re
v
e
n
ti
o
n
 i
n
it
ia
ti
v
e
s
. 
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T
h
e
 S
u
p
p
o
rt
in
g
 P
e
o
p
le
 p
ro
g
ra
m
m
e
 w
h
ic
h
 f
u
n
d
s
 h
o
u
s
in
g
 r
e
la
te
d
 s
u
p
p
o
rt
 p
ro
g
ra
m
m
e
 t
o
 s
u
s
ta
in
 i
n
d
e
p
e
n
d
e
n
t 
liv
in
g
 o
p
p
o
rt
u
n
it
ie
s
 f
o
r 
h
o
u
s
e
h
o
ld
s
 a
n
d
 a
n
 

e
ff
e
c
ti
v
e
 h
o
m
e
le
s
s
n
e
s
s
 p
re
v
e
n
ta
ti
v
e
 t
o
o
l 
h
a
s
 a
 r
e
d
u
c
in
g
 b
u
d
g
e
t.
 

 5
. 
h
o
w
 s
h
o
u
ld
 t
h
e
 c
o
u
n
c
il
 c
o
m
m
is
s
io
n
 t
h
is
 w
o
rk
 i
n
 f
u
tu
re
 t
o
 s
e
c
u
re
 l
o
n
g
e
r-
te
rm

 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
, 
d
e
li
v
e
r 
im

p
ro
v
e
d
 v
a
lu
e
 

fo
r 
m
o
n
e
y
 a
n
d
 t
o
 a
d
d
re
s
s
 r
is
k
s
 

T
o
 b
e
 i
d
e
n
ti
fi
e
d
 

  6
. 
W
h
a
t 
a
re
 o
u
r 
p
la
n
n
e
d
 i
m
p
ro
v
e
m
e
n
t 
a
c
ti
o
n
s
 t
o
 s
e
c
u
re
 l
o
n
g
e
r-
te
rm

 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
 a
n
d
 t
o
 a
d
d
re
s
s
 r
is
k
s
?
 

Im
p
ro
v
e
m
e
n
t 
A
c
ti
o
n
 

P
la
n
n
e
d
 B
e
n
e
fi
ts
 

K
e
y
 

R
e
s
o
u
rc
e
s
 

D
a
te
s
 

L
e
a
d
 

P
a
rt
n
e
rs
 

H
o
u
s
e
 b
u
ild
in
g
 p
ro
g
ra
m
m
e
 w
it
h
 C
B
H
 

 
 

 
 

 
 

  7
. 
H
o
w
 w
il
l 
w
e
 k
n
o
w
 w
h
a
t 
d
if
fe
re
n
c
e
 w
e
 h
a
v
e
 m

a
d
e
 o
v
e
r 
th
e
 f
iv
e
 y
e
a
rs
?
 

W
h
a
t 
w
il
l 
w
e
 d
o
 d
ir
e
c
tl
y
 

M
e
a
s
u
re
d
 b
y
 t
h
is
 i
n
d
ic
a
to
r 

B
a
s
e
li
n
e
 

T
a
rg
e
t 
b
y
 

2
0
1
5
 

L
e
a
d
 

E
n
a
b
le
 t
h
e
 p
ro
v
is
io
n
 o
f 
m
o
re
 

a
ff
o
rd
a
b
le
 h
o
u
s
in
g
 

•
 
In
c
re
a
s
e
 t
h
e
 n
u
m
b
e
r 
a
d
d
it
io
n
a
l 
h
o
m
e
s
 

p
ro
v
id
e
d
 (
N
I 
1
5
4
) 

•
 
In
c
re
a
s
e
 t
h
e
 n
u
m
b
e
r 
o
f 
a
ff
o
rd
a
b
le
 h
o
m
e
s
 

d
e
liv
e
re
d
 (
N
I 
1
5
5
) 

 
 

 

P
ro
v
id
e
 s
u
p
p
o
rt
 f
o
r 
p
e
o
p
le
 w
h
o
 a
re
 

h
o
m
e
le
s
s
 

•
 
D
e
c
re
a
s
e
 t
h
e
 n
u
m
b
e
r 
o
f 
h
o
u
s
e
h
o
ld
s
 l
iv
in
g
 

in
 T
e
m
p
o
ra
ry
 A
c
c
o
m
m
o
d
a
ti
o
n
 (
N
I 
1
5
6
) 

 
 

 

W
h
a
t 
w
il
l 
w
e
 d
o
 i
n
 p
a
rt
n
e
rs
h
ip
 

M
e
a
s
u
re
d
 b
y
 t
h
is
 i
n
d
ic
a
to
r 

B
a
s
e
li
n
e
 

T
a
rg
e
t 
b
y
 

2
0
1
5
 

L
e
a
d
 

In
c
re
a
s
e
 t
h
e
 n
u
m
b
e
r 
o
f 
o
ld
e
r 
a
n
d
 

v
u
ln
e
ra
b
le
 p
e
o
p
le
 s
u
p
p
o
rt
e
d
 t
o
 l
iv
e
 

in
d
e
p
e
n
d
e
n
tl
y
 a
t 
h
o
m
e
 

•
 
In
c
re
a
s
e
 t
h
e
 e
x
te
n
t 
to
 w
h
ic
h
 o
ld
e
r 
p
e
o
p
le
 

fe
e
l 
th
a
t 
th
e
y
 r
e
c
e
iv
e
 t
h
e
 s
u
p
p
o
rt
 t
h
e
y
 n
e
e
d
 

to
 l
iv
e
 i
n
d
e
p
e
n
d
e
n
tl
y
 a
t 
h
o
m
e
 (
N
I 
1
3
9
) 

•
 
In
c
re
a
s
e
 t
h
e
 p
e
rc
e
n
ta
g
e
 o
f 
v
u
ln
e
ra
b
le
 

p
e
o
p
le
 a
c
h
ie
v
in
g
 i
n
d
e
p
e
n
d
e
n
t 
liv
in
g
 (
N
I 

1
4
1
) 

 
 

 

 



1
0
 

O
u
tc
o
m
e
 -
 P
e
o
p
le
 a
re
 a
b
le
 t
o
 l
e
a
d
 h
e
a
lt
h
y
 l
if
e
s
ty
le
s
 

O
b
je
c
ti
v
e
 a
n
d
 o
u
tc
o
m
e
 

S
tr
e
n
g
th
e
n
in
g
 c
o
m
m
u
n
it
ie
s
 -
 P
e
o
p
le
 a
re
 a
b
le
 t
o
 l
e
a
d
 h
e
a
lt
h
y
 l
if
e
s
ty
le
s
 

1
. 
W
h
a
t 
d
o
 w
e
 d
o
 d
ir
e
c
tl
y
 t
o
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

O
u
r 
le
is
u
re
 c
e
n
tr
e
 “
le
is
u
re
@
c
h
e
lt
e
n
h
a
m
” 
p
ro
v
id
e
s
 t
h
re
e
 s
w
im
m
in
g
 p
o
o
ls
, 
a
 s
p
o
rt
s
 h
a
ll,
 a
 c
ri
c
k
e
t 
h
a
ll,
 s
q
u
a
s
h
 c
o
u
rt
s
, 
fi
tn
e
s
s
 s
u
it
e
, 
th
re
e
 s
tu
d
io
 s
p
a
c
e
s
 a
n
d
 

a
 h
e
a
lt
h
 s
p
a
. 

 W
e
 p
ro
m
o
te
 a
 r
a
n
g
e
 o
f 
in
it
ia
ti
v
e
s
 t
o
 e
n
c
o
u
ra
g
e
 u
s
e
 o
f 
le
is
u
re
@
 i
n
c
lu
d
in
g
 f
re
e
 s
w
im
s
, 
a
c
ti
v
e
 l
if
e
s
ty
le
 p
ro
g
ra
m
m
e
s
, 
e
x
e
rc
is
e
 r
e
fe
rr
a
l 
p
ro
g
ra
m
m
e
s
. 

 W
e
 e
m
p
lo
y
 a
 S
p
o
rt
, 
P
la
y
 &
 H
e
a
lt
h
y
 L
if
e
s
ty
le
s
 T
e
a
m
 t
h
a
t 
d
e
liv
e
r 
a
 r
a
n
g
e
 o
f 
a
c
ti
v
it
ie
s
 t
h
a
t 
p
ro
m
o
te
 g
re
a
te
r 
e
n
g
a
g
e
m
e
n
t 
in
 s
p
o
rt
in
g
 a
c
ti
v
it
ie
s
 a
n
d
 i
n
c
re
a
s
e
 

o
p
p
o
rt
u
n
it
ie
s
 f
o
r 
p
h
y
s
ic
a
l 
a
c
ti
v
it
y
. 

 2
. 
W
h
a
t 
e
ls
e
 d
o
 w
e
 d
o
 t
h
a
t 
c
a
n
 h
e
lp
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

W
e
 p
ro
v
id
e
 p
a
rk
s
 a
n
d
 g
a
rd
e
n
s
. 

 W
e
 p
ro
v
id
e
 s
p
o
rt
in
g
 p
it
c
h
e
s
 a
n
d
 t
e
n
n
is
 c
o
u
rt
s
 a
v
a
ila
b
le
 f
o
r 
h
ir
e
. 

 W
e
 p
ro
v
id
e
 h
o
lid
a
y
 p
la
y
s
c
h
e
m
e
s
 f
o
r 
s
c
h
o
o
l-
a
g
e
 c
h
ild
re
n
. 

 W
e
 p
ro
m
o
te
 “
d
e
c
e
n
t 
h
o
m
e
s
” 
th
a
t 
a
re
 h
e
a
lt
h
y
 t
o
 l
iv
e
 i
n
 t
h
ro
u
g
h
 o
u
r 
w
o
rk
 w
it
h
 C
h
e
lt
e
n
h
a
m
 B
o
ro
u
g
h
 H
o
m
e
s
. 

 3
. 
W
h
a
t 
d
o
 w
e
 d
o
 i
n
 p
a
rt
n
e
rs
h
ip
 w
it
h
 o
th
e
rs
 t
o
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

T
h
e
 N
H
S
 p
a
rt
-f
u
n
d
s
 o
u
r 
h
e
a
lt
h
y
 l
if
e
s
ty
le
s
 d
e
v
e
lo
p
m
e
n
t 
o
ff
ic
e
r 
–
 w
h
o
 p
ro
m
o
te
s
 h
e
a
lt
h
y
 l
if
e
s
ty
le
s
 w
h
ic
h
 c
o
n
tr
ib
u
te
s
 t
o
 r
e
d
u
c
in
g
 h
e
a
lt
h
 i
n
e
q
u
a
lit
ie
s
 

 T
h
e
 c
o
u
n
c
il 
s
u
p
p
o
rt
s
 t
h
e
 C
h
e
lt
e
n
h
a
m
 C
o
m
m
u
n
it
y
 S
p
o
rt
 a
n
d
 P
h
y
s
ic
a
l 
A
c
ti
v
it
y
 N
e
tw
o
rk
 (
C
S
P
A
N
) 
w
h
ic
h
 i
s
 a
 m
u
lt
i 
a
g
e
n
c
y
 s
te
e
ri
n
g
 g
ro
u
p
 t
h
a
t 
d
e
liv
e
rs
 

p
ro
je
c
ts
 t
o
 i
m
p
ro
v
e
 t
h
e
 h
e
a
lt
h
 a
n
d
 w
e
ll-
b
e
in
g
 o
f 
re
s
id
e
n
ts
 i
n
 C
h
e
lt
e
n
h
a
m
. 

 T
h
e
 c
o
u
n
c
il 
c
o
o
rd
in
a
te
s
 t
h
e
 H
e
a
lt
h
 a
n
d
 W
e
llb
e
in
g
 P
a
rt
n
e
rs
h
ip
 t
h
a
t 
c
o
n
tr
ib
u
te
s
 t
o
 t
h
e
 h
e
a
lt
h
 a
n
d
 w
e
llb
e
in
g
 a
g
e
n
d
a
 t
h
ro
u
g
h
 t
h
e
 r
e
d
u
c
ti
o
n
 i
n
 h
e
a
lt
h
 

in
e
q
u
a
lit
ie
s
 o
f 
C
h
e
lt
e
n
h
a
m
 r
e
s
id
e
n
ts
. 

 T
h
e
 c
o
u
n
c
il 
s
u
p
p
o
rt
s
 a
 n
e
ig
h
b
o
u
rh
o
o
d
 l
e
a
rn
in
g
 i
n
 d
e
p
ri
v
e
d
 c
o
m
m
u
n
it
ie
s
 p
ro
je
c
t 
th
a
t 
is
 p
ro
v
id
in
g
 p
re
-v
o
c
a
ti
o
n
a
l 
le
a
rn
in
g
 s
u
p
p
o
rt
 f
o
r 
in
d
iv
id
u
a
ls
 w
it
h
 m
e
n
ta
l 

h
e
a
lt
h
 n
e
e
d
s
 

 4
. 
W
h
a
t 
a
re
 t
h
e
 l
o
n
g
e
r-
te
rm

 r
is
k
s
 t
o
 t
h
e
 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
?
 

•
 
C
o
n
ti
n
u
e
d
 f
in
a
n
c
ia
l 
v
ia
b
ili
ty
 o
f 
le
is
u
re
@
 

•
 
If
 e
c
o
n
o
m
ic
 c
o
n
d
it
io
n
s
 p
e
rs
is
ts
 t
h
e
n
 t
h
e
re
 c
o
u
ld
 b
e
 a
n
 i
m
p
a
c
t 
o
n
 p
e
o
p
le
’s
 a
b
ili
ty
 t
o
 l
e
a
d
 h
e
a
lt
h
y
 l
if
e
s
ty
le
s
, 
in
 t
e
rm
s
 o
f 
d
ie
t,
 a
c
c
e
s
s
 t
o
 p
h
y
s
ic
a
l 
a
c
ti
v
it
y
, 

h
o
u
s
in
g
 c
o
n
d
it
io
n
s
 m
a
k
in
g
 t
h
e
 r
e
d
u
c
ti
o
n
 t
a
rg
e
t 
d
if
fi
c
u
lt
 t
o
 s
u
s
ta
in
. 



1
1
 

5
. 
h
o
w
 s
h
o
u
ld
 t
h
e
 c
o
u
n
c
il
 c
o
m
m
is
s
io
n
 t
h
is
 w
o
rk
 i
n
 f
u
tu
re
 t
o
 s
e
c
u
re
 l
o
n
g
e
r-
te
rm

 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
, 
d
e
li
v
e
r 
im

p
ro
v
e
d
 v
a
lu
e
 

fo
r 
m
o
n
e
y
 a
n
d
 t
o
 a
d
d
re
s
s
 r
is
k
s
 

T
o
 b
e
 i
d
e
n
ti
fi
e
d
  

   6
. 
W
h
a
t 
a
re
 o
u
r 
p
la
n
n
e
d
 i
m
p
ro
v
e
m
e
n
t 
a
c
ti
o
n
s
 t
o
 s
e
c
u
re
 l
o
n
g
e
r-
te
rm

 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
 a
n
d
 t
o
 a
d
d
re
s
s
 r
is
k
s
?
 

Im
p
ro
v
e
m
e
n
t 
A
c
ti
o
n
 

P
la
n
n
e
d
 B
e
n
e
fi
ts
 

K
e
y
 

R
e
s
o
u
rc
e
s
 

D
a
te
s
 

L
e
a
d
 

P
a
rt
n
e
rs
 

 T
o
 b
e
 i
d
e
n
ti
fi
e
d
 

 
 

 
 

 

 7
. 
H
o
w
 w
il
l 
w
e
 k
n
o
w
 w
h
a
t 
d
if
fe
re
n
c
e
 w
e
 h
a
v
e
 m

a
d
e
 o
v
e
r 
th
e
 f
iv
e
 y
e
a
rs
?
 

W
h
a
t 
w
il
l 
w
e
 d
o
 d
ir
e
c
tl
y
 

M
e
a
s
u
re
d
 b
y
 t
h
is
 i
n
d
ic
a
to
r 

B
a
s
e
li
n
e
 

T
a
rg
e
t 
b
y
 

2
0
1
5
 

L
e
a
d
 

P
ro
m
o
ti
n
g
 g
re
a
te
r 
e
n
g
a
g
e
m
e
n
t 
in
 

s
p
o
rt
in
g
 a
c
ti
v
it
ie
s
 

 

In
c
re
a
s
e
 a
d
u
lt
 p
a
rt
ic
ip
a
ti
o
n
 i
n
 s
p
o
rt
 (
N
I 
8
) 

 
 

 
 

In
c
re
a
s
e
 o
p
p
o
rt
u
n
it
ie
s
 f
o
r 
p
h
y
s
ic
a
l 

a
c
ti
v
it
y
 a
t 
le
is
u
re
@
 

 

F
o
o
tf
a
ll 
a
t 
le
is
u
re
@
 

 
 

 

W
h
a
t 
w
il
l 
w
e
 d
o
 i
n
 p
a
rt
n
e
rs
h
ip
 

M
e
a
s
u
re
d
 b
y
 t
h
is
 i
n
d
ic
a
to
r 

B
a
s
e
li
n
e
 

T
a
rg
e
t 
b
y
 

2
0
1
5
 

L
e
a
d
 

R
e
d
u
c
in
g
 h
e
a
lt
h
 i
n
e
q
u
a
lit
ie
s
 

D
e
c
re
a
s
e
 t
h
e
 g
a
p
 i
n
 l
if
e
 e
x
p
e
c
ta
n
c
y
 a
t 
b
ir
th
 

b
e
tw
e
e
n
 q
u
in
ti
le
 1
 a
n
d
 q
u
in
ti
le
 5
 i
n
 c
h
e
lt
e
n
h
a
m
 

 

 
 

 

P
ro
m
o
ti
n
g
 H
e
a
lt
h
y
 A
c
ti
v
e
 L
if
e
s
ty
le
s
 

N
u
m
b
e
r 
o
f 
p
e
o
p
le
 e
n
g
a
g
e
d
 i
n
 C
S
P
A
N
 p
ro
je
c
ts
 
 

 
 

  



1
2
 

O
u
tc
o
m
e
 -
 O
u
r 
re
s
id
e
n
ts
 e
n
jo
y
 a
 s
tr
o
n
g
 s
e
n
s
e
 o
f 
c
o
m
m
u
n
it
y
 a
n
d
 a
re
 i
n
v
o
lv
e
d
 i
n
 i
d
e
n
ti
fy
in
g
 a
n
d
 r
e
s
o
lv
in
g
 l
o
c
a
l 
is
s
u
e
s
 

O
b
je
c
ti
v
e
 a
n
d
 o
u
tc
o
m
e
 

S
tr
e
n
g
th
e
n
in
g
 c
o
m
m
u
n
it
ie
s
 -
 O
u
r 
re
s
id
e
n
ts
 e
n
jo
y
 a
 s
tr
o
n
g
 s
e
n
s
e
 o
f 
c
o
m
m
u
n
it
y
 a
n
d
 a
re
 i
n
v
o
lv
e
d
 i
n
 i
d
e
n
ti
fy
in
g
 a
n
d
 r
e
s
o
lv
in
g
 l
o
c
a
l 

is
s
u
e
s
 

 1
. 
W
h
a
t 
d
o
 w
e
 d
o
 d
ir
e
c
tl
y
 t
o
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

 W
e
 w
o
rk
 w
it
h
 c
o
m
m
u
n
it
ie
s
 o
f 
in
te
re
s
t 
a
c
ro
s
s
 t
h
e
 b
o
ro
u
g
h
 t
o
 h
e
lp
 t
h
e
m
 i
d
e
n
ti
fy
 a
n
d
 a
d
d
re
s
s
 t
h
e
ir
 n
e
e
d
s
. 
O
u
r 
c
u
rr
e
n
t 
fo
c
u
s
 i
s
 o
n
 w
o
rk
in
g
 w
it
h
 t
h
e
 b
o
ro
u
g
h
’s
 

b
la
c
k
 a
n
d
 m
in
o
ri
ty
 e
th
n
ic
 c
o
m
m
u
n
it
ie
s
. 
 

 W
e
 w
o
rk
 w
it
h
 l
o
c
a
l 
p
e
o
p
le
 i
n
 g
e
o
g
ra
p
h
ic
 c
o
m
m
u
n
it
ie
s
 t
o
 b
e
 m
o
re
 i
n
fl
u
e
n
ti
a
l 
in
 s
h
a
p
in
g
 s
e
rv
ic
e
 d
e
liv
e
ry
 i
n
 t
h
e
ir
 n
e
ig
h
b
o
u
rh
o
o
d
s
. 
W
e
 a
re
 c
u
rr
e
n
tl
y
 w
o
rk
in
g
 

to
 f
in
d
 a
 w
o
rk
a
b
le
 s
o
lu
ti
o
n
 f
o
r 
h
o
w
 t
h
e
 c
o
u
n
c
il 
c
a
n
 i
m
p
ro
v
e
 i
ts
 a
p
p
ro
a
c
h
 t
o
 n
e
ig
h
b
o
u
rh
o
o
d
 w
o
rk
in
g
 w
h
ic
h
 w
ill
 s
tr
e
n
g
th
e
n
 i
ts
 r
e
la
ti
o
n
s
h
ip
s
 w
it
h
 p
a
ri
s
h
 

c
o
u
n
c
ils
, 
re
g
e
n
e
ra
ti
o
n
 p
a
rt
n
e
rs
h
ip
s
 a
n
d
 o
th
e
r 
re
s
id
e
n
t 
a
n
d
 c
o
m
m
u
n
it
y
 g
ro
u
p
s
. 
 

 W
e
 p
ro
m
o
te
 s
tr
o
n
g
 a
n
d
 r
e
s
ili
e
n
t 
c
o
m
m
u
n
it
ie
s
 t
h
ro
u
g
h
 c
o
m
m
u
n
it
y
 d
e
v
e
lo
p
m
e
n
t,
 e
v
e
n
ts
 a
n
d
 a
c
ti
v
it
ie
s
 

 2
. 
W
h
a
t 
e
ls
e
 d
o
 w
e
 d
o
 t
h
a
t 
c
a
n
 h
e
lp
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

 O
u
r 
w
o
rk
 t
o
 t
a
c
k
le
 a
n
ti
-s
o
c
ia
l 
b
e
h
a
v
io
u
r 
in
 c
o
m
m
u
n
it
ie
s
 h
e
lp
s
 c
re
a
te
 s
tr
o
n
g
e
r 
a
n
d
 m
o
re
 c
o
n
fi
d
e
n
t 
c
o
m
m
u
n
it
ie
s
. 
 

 3
. 
W
h
a
t 
d
o
 w
e
 d
o
 i
n
 p
a
rt
n
e
rs
h
ip
 w
it
h
 o
th
e
rs
 t
o
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

 W
e
 r
e
c
o
g
n
is
e
 t
h
a
t 
th
e
 V
C
S
 i
s
 i
n
s
tr
u
m
e
n
ta
l 
in
 c
re
a
ti
n
g
 s
tr
o
n
g
 c
o
m
m
u
n
it
ie
s
; 
b
o
th
 t
h
ro
u
g
h
 l
a
rg
e
r 
v
o
lu
n
ta
ry
 s
e
c
to
r 
o
rg
a
n
is
a
ti
o
n
s
 w
h
o
 a
re
 p
ro
v
id
in
g
 s
e
rv
ic
e
s
 t
o
 

c
o
m
m
u
n
it
ie
s
 o
r 
th
e
 w
id
e
 r
a
n
g
e
 o
f 
lo
c
a
l 
c
o
m
m
u
n
it
y
 o
rg
a
n
is
a
ti
o
n
s
 t
h
a
t 
a
re
 r
e
p
re
s
e
n
ti
n
g
 t
h
e
ir
 c
o
m
m
u
n
it
ie
s
 i
n
te
re
s
ts
. 
 

 4
. 
W
h
a
t 
a
re
 t
h
e
 l
o
n
g
e
r-
te
rm

 r
is
k
s
 t
o
 t
h
e
 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
?
 

 •
 
If
 t
h
e
 c
o
u
n
c
il 
c
a
n
n
o
t 
p
ro
v
id
e
 a
d
e
q
u
a
te
 r
e
s
o
u
rc
in
g
 t
o
 s
u
p
p
o
rt
 i
m
p
ro
v
e
d
 n
e
ig
h
b
o
u
rh
o
o
d
 w
o
rk
in
g
 w
e
 m
ig
h
t 
n
o
t 
b
e
 a
b
le
 t
o
 m
e
e
t 
th
e
 e
x
p
e
c
ta
ti
o
n
s
 o
f 
lo
c
a
l 

re
s
id
e
n
ts
. 

•
 
If
 t
h
e
 c
o
u
n
c
il 
c
a
n
n
o
t 
n
e
g
o
ti
a
te
 a
 w
o
rk
a
b
le
 s
o
lu
ti
o
n
 f
o
r 
n
e
ig
h
b
o
u
rh
o
o
d
 w
o
rk
in
g
 w
it
h
 k
e
y
 s
ta
k
e
h
o
ld
e
rs
 t
h
e
n
 w
e
 w
ill
 n
o
t 
b
e
 a
b
le
 t
o
 d
e
liv
e
r 
o
u
r 

n
e
ig
h
b
o
u
rh
o
o
d
 m
a
n
a
g
e
m
e
n
t 
a
s
p
ir
a
ti
o
n
. 
 

•
 
If
 t
h
e
 c
o
u
n
c
il 
c
a
n
n
o
t 
p
ro
v
id
e
 a
d
e
q
u
a
te
 r
e
s
o
u
rc
in
g
 t
o
 s
u
p
p
o
rt
 c
o
m
m
u
n
it
y
 e
n
g
a
g
e
m
e
n
t 
a
n
d
 d
e
v
e
lo
p
m
e
n
t 
a
c
ti
v
it
ie
s
 t
h
e
n
 w
e
 m
ig
h
t 
n
o
t 
b
e
 a
b
le
 t
o
 m
e
e
t 
th
e
 

e
x
p
e
c
ta
ti
o
n
s
 o
f 
lo
c
a
l 
re
s
id
e
n
ts
. 

5
. 
h
o
w
 s
h
o
u
ld
 t
h
e
 c
o
u
n
c
il
 c
o
m
m
is
s
io
n
 t
h
is
 w
o
rk
 i
n
 f
u
tu
re
 t
o
 s
e
c
u
re
 l
o
n
g
e
r-
te
rm

 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
, 
d
e
li
v
e
r 
im

p
ro
v
e
d
 v
a
lu
e
 

fo
r 
m
o
n
e
y
 a
n
d
 t
o
 a
d
d
re
s
s
 r
is
k
s
 

T
o
 b
e
 i
d
e
n
ti
fi
e
d
 

 



1
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6
. 
W
h
a
t 
a
re
 o
u
r 
p
la
n
n
e
d
 i
m
p
ro
v
e
m
e
n
t 
a
c
ti
o
n
s
 t
o
 s
e
c
u
re
 l
o
n
g
e
r-
te
rm

 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
 a
n
d
 t
o
 a
d
d
re
s
s
 r
is
k
s
?
 

Im
p
ro
v
e
m
e
n
t 
A
c
ti
o
n
 

P
la
n
n
e
d
 B
e
n
e
fi
ts
 

K
e
y
 

R
e
s
o
u
rc
e
s
 

D
a
te
s
 

L
e
a
d
 

P
a
rt
n
e
rs
 

A
g
re
e
in
g
 a
 w
o
rk
a
b
le
 s
o
lu
ti
o
n
 f
o
r 
h
o
w
 

th
e
 c
o
u
n
c
il 
c
a
n
 i
m
p
ro
v
e
 i
ts
 a
p
p
ro
a
c
h
 

to
 n
e
ig
h
b
o
u
rh
o
o
d
 w
o
rk
in
g
 

 
 

 
 

 

 7
. 
H
o
w
 w
il
l 
w
e
 k
n
o
w
 w
h
a
t 
d
if
fe
re
n
c
e
 w
e
 h
a
v
e
 m

a
d
e
 o
v
e
r 
th
e
 f
iv
e
 y
e
a
rs
?
 

W
h
a
t 
w
il
l 
w
e
 d
o
 d
ir
e
c
tl
y
 

M
e
a
s
u
re
d
 b
y
 t
h
is
 i
n
d
ic
a
to
r 

B
a
s
e
li
n
e
 

T
a
rg
e
t 
b
y
 

2
0
1
5
 

L
e
a
d
 

W
o
rk
in
g
 w
it
h
 l
o
c
a
l 
p
e
o
p
le
 t
o
 b
e
 

m
o
re
 i
n
fl
u
e
n
ti
a
l 
in
 s
h
a
p
in
g
 s
e
rv
ic
e
 

d
e
liv
e
ry
 i
n
 t
h
e
ir
 n
e
ig
h
b
o
u
rh
o
o
d
s
 

•
 
In
c
re
a
s
e
 t
h
e
 n
u
m
b
e
r 
o
f 
p
e
o
p
le
 w
h
o
 f
e
e
l 

th
e
y
 c
a
n
 i
n
fl
u
e
n
c
e
 d
e
c
is
io
n
s
 i
n
 t
h
e
ir
 l
o
c
a
lit
y
 

(N
I 
4
) 

•
 
In
c
re
a
s
e
 o
v
e
ra
ll/
g
e
n
e
ra
l 
s
a
ti
s
fa
c
ti
o
n
 w
it
h
 

th
e
 l
o
c
a
l 
a
re
a
 (
N
I 
5
) 

 

3
0
%
 o
f 
p
e
o
p
le
 f
e
lt
 t
h
e
y
 c
o
u
ld
 

in
fl
u
e
n
c
e
 d
e
c
is
io
n
s
  

 8
4
.5
%
 o
f 
p
e
o
p
le
 w
e
re
 v
e
ry
 o
r 
fa
ir
ly
 

s
a
ti
s
fi
e
d
 w
it
h
 t
h
e
ir
 l
o
c
a
l 
a
re
a
 

(p
la
c
e
 s
u
rv
e
y
 2
0
0
8
) 

 
 

W
o
rk
in
g
 w
it
h
 c
o
m
m
u
n
it
ie
s
 o
f 

in
te
re
s
t 
a
c
ro
s
s
 t
h
e
 b
o
ro
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Cross-cutting objective - Enhancing the provision of arts and 
culture 
 

1. What’s the situation? 
 
Cheltenham is extremely fortunate to have a wide range of cultural facilities backed up by a vigorous and 
successful programme of internationally recognised arts and sports festivals running throughout the year. 
The borough is home to the Everyman Theatre and the Playhouse Theatre, both of which put on a rich 
and varied programme of professional and amateur performing arts. Other venues, such as the Town 
Hall, Pittville Pump Room and the Centaur, host live music as well as festival and community events.  
 
Cheltenham has a wide-range of festivals that take place throughout the year which include the world-
renowned Jazz, Music, Science and Literature Festivals. The borough is also home to Cheltenham 
Racecourse which hosts a number of nationally important national hunt race meetings as well as the 
Gold Cup festival which brings in significant number of overseas visitors to Cheltenham. The borough 
also boasts a thriving community of independent artists as well as a considerable amount of voluntary 
sector activity, under the umbrella of Cheltenham Arts Council.  
 
The provision of arts and culture is essential to supporting Cheltenham’s quality of life. They generate 
community vitality and a sense of belonging while also bringing an annual contribution of some £34 
million (Source Comedia 2003) to the economic well-being of the borough and its residents. This 
represents 0.8% of the total business turnover in the borough. Around one day in five is a festival day in 
Cheltenham; over 300 jobs are sustained by the festival programme and a wide range of businesses 
benefit from the trade the festivals generate.  
 
However, maintaining the borough’s cultural heritage and developing new services that respond to the 
emerging needs of artists and more sophisticated demands of audiences represents a substantial 
challenge. Following the Cultural Review undertaken by an independent consultant for the Borough 
Council and Cheltenham Festivals in 2006, the Council is considering improvement proposals for the 
Town Hall and has already committed to improvements to the Art Gallery and Museum. At the same 
time, the festivals team are now part of an arms length organisation that is being asked to be more 
commercially minded about income generation to reduce their dependency on the public purse. 
 

2. What does our community want? 
 
The place survey told us that satisfaction with our museums and galleries (62%) and theatres (76%) are 
significantly higher in Cheltenham than anywhere else in Gloucestershire with both being rated in the top 
10 in the country.  
 

 

 

3. Therefore what are our outcomes and what difference will we have made over the five 
years? 

 

Outcomes What are we trying to do What difference will we make 

Arts and culture are 
used as a means to 
strengthen communities, 
strengthen the economy 
and enhance and protect 
our environment 

Create a financially sustainable 
structure for delivering arts and 
culture activities.  

A vibrant and diverse range of cultural 
providers.  
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Cross-cutting objective - Ensuring we provide value for money 
services that meet the needs of our customers 
1. What’s the situation? 
The single greatest challenge the council faces over the next five years is the drive to secure significant 
efficiencies across every aspect of the council’s business.  
 
Although the council was able to agree the 2009-10 budget through identifying additional income and 
savings worth over £1m, we predict having to make a further £1m worth of savings for the 2010-11 budget. 
The predicted gap for the next five years is going to be at least £3.5m which may rise to nearer £5m once 
pension shortfalls and the predicted decrease in rate support grant (the money we get from central 
government) take effect. This gap is set out in the council’s medium term financial strategy (MTFS). 
 
Promoting value for money has been a key focus for the council for a number of years. Cumulative 
efficiencies achieved since 2004-05 are worth £3.26m, nearly £1m ahead of target. But we know that this 
effort has to be increased if we are to meet our current MTFS targets.  
 
This will include looking at what services we provide and how we provide these services.  
 
In terms of what services, an independent review by our peers in Spring 2009 concluded that the council 
was trying to do too much. They wrote:  
“Given a rising budget deficit and difficulties experienced through the impact of the recession, there is 
concern that the council is in danger of spreading itself too thinly, with a result that it is pursuing too many 
priorities at a time of major resource challenge. When the business plan is next revised, it will be important 
for the council to satisfy itself that it has adequate staffing and financial resources to achieve its 33 aims”. 
 
There is general consensus for a move to fewer high-level objectives. This will support our work to be 
clearer about our priority services and that the objectives we choose must reflect the reality of community 
needs and provide a framework for community outcomes. 
 
In terms of how we provide services, the council will increasingly look to “commission” services, this 
means that we will work to deliver outcomes for local people regardless of whether these services are 
provided in-house, externally or through various forms of partnership. This will challenge our way of 
thinking through reviewing who is best-placed to meet the needs of our customers within the widest sense 
of sustainability. It will support the development of partnerships with businesses, voluntary and not-for-
profit organisations, and with other organisations in the public sector to deliver services that provide quality 
and value for money. 

2. What does our community want? 
From the place survey 
 
The place survey told us that just over a third of people across Cheltenham Borough feel that the council 
provides value for money. Although we do score better than the average for Gloucestershire, we do fare 
slightly worse when compared to the averages for district councils. This is despite positive assurances 
from our auditors that the council does provide value for money services.  

3. Therefore what are our outcomes and what difference will we have made over the five 
years? 

Outcomes What are we trying to do What difference will we make 

The council delivers 
cashable savings, as 
well as improved 
customer satisfaction 
overall and better 
performance through the 
effective commissioning 
of services 

• Implement our sourcing strategy 

• Implement the Bridging the Gap 
Programme 

• Provide a better match of services 
to needs 

• Ensure value for money service 
delivery 

• Promote innovation and creativity 
 

Achieve our cash-saving targets 
 
Improve the percentage of people 
who are very or fairly satisfied with 
how council runs things 
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g
e
 o
f 
s
e
rv
ic
e
s
 t
h
a
t 
s
u
p
p
o
rt
 t
h
is
 o
u
tc
o
m
e
: 

•
 
O
u
r 
d
e
m
o
c
ra
ti
c
 s
e
rv
ic
e
s
 t
e
a
m
 e
n
s
u
re
s
 t
h
e
 s
m
o
o
th
 a
n
d
 e
ff
ic
ie
n
t 
m
a
n
a
g
e
m
e
n
t 
o
f 
th
e
 c
o
u
n
c
il’
s
 c
o
m
m
it
te
e
 s
y
s
te
m
 i
n
c
lu
d
in
g
 t
h
e
 c
a
b
in
e
t,
 t
h
re
e
 o
v
e
rv
ie
w
 

a
n
d
 s
c
ru
ti
n
y
 c
o
m
m
it
te
e
s
 a
n
d
 s
ta
tu
to
ry
 c
o
m
m
it
te
e
s
 s
u
c
h
 a
s
 p
la
n
n
in
g
 a
n
d
 l
ic
e
n
s
in
g
. 
 

•
 
O
u
r 
p
ro
c
u
re
m
e
n
t 
te
a
m
 h
e
lp
s
 t
h
e
 c
o
u
n
c
il 
s
a
v
e
 m
o
n
e
y
 t
h
ro
u
g
h
 t
h
e
 d
ri
v
in
g
 d
o
w
n
 p
ri
c
e
s
 a
n
d
 r
e
d
u
c
in
g
 t
h
e
 c
o
s
t 
o
f 
o
u
r 
p
u
rc
h
a
s
in
g
 p
ro
c
e
s
s
e
s
 

•
 
O
u
r 
a
u
d
it
 a
n
d
 c
o
rp
o
ra
te
 g
o
v
e
rn
a
n
c
e
 w
o
rk
 h
e
lp
 e
n
s
u
re
s
 t
h
a
t 
w
e
 a
re
 c
a
rr
y
in
g
 o
u
t 
o
u
r 
b
u
s
in
e
s
s
 i
n
 t
h
e
 r
ig
h
t 
w
a
y
, 
fo
r 
th
e
 r
ig
h
t 
p
e
o
p
le
, 
in
 a
 t
im
e
ly
, 

in
c
lu
s
iv
e
, 
o
p
e
n
, 
a
n
d
 h
o
n
e
s
t 
a
n
d
 a
c
c
o
u
n
ta
b
le
 m
a
n
n
e
r.
 

•
 
O
u
r 
c
o
m
m
u
n
ic
a
ti
o
n
s
 t
e
a
m
 h
e
lp
 s
u
p
p
o
rt
 i
m
p
ro
v
e
d
 c
u
s
to
m
e
r 
s
a
ti
s
fa
c
ti
o
n
 t
h
ro
u
g
h
 p
ro
m
o
ti
n
g
 a
ll 
th
e
 p
o
s
it
iv
e
 t
h
in
g
s
 t
h
e
 c
o
u
n
c
il 
d
o
e
s
 a
n
d
 t
h
e
n
 m
a
k
in
g
 

s
u
re
 t
h
a
t 
s
ta
ff
, 
e
le
c
te
d
 m
e
m
b
e
rs
 a
n
d
 t
h
e
 m
e
d
ia
 a
re
 a
w
a
re
 o
f 
th
e
 r
e
a
s
o
n
s
 w
h
y
 w
e
 h
a
v
e
 t
o
 s
o
m
e
ti
m
e
s
 m
a
k
e
 d
if
fi
c
u
lt
 d
e
c
is
io
n
s
. 

•
 
O
u
r 
p
ro
p
e
rt
y
 s
e
rv
ic
e
s
 t
e
a
m
 m
a
k
e
 s
u
re
 t
h
a
t 
o
u
r 
a
s
s
e
ts
 a
re
 e
ff
e
c
ti
v
e
ly
 m
a
n
a
g
e
d
 t
o
 h
e
lp
 r
e
d
u
c
e
 t
h
e
 c
o
s
ts
 o
f 
ru
n
n
in
g
 t
h
e
m
 a
n
d
 m
a
in
ta
in
in
g
 t
h
e
m
. 

•
 
O
u
r 
fi
n
a
n
c
ia
l 
s
e
rv
ic
e
s
 t
e
a
m
 e
n
s
u
re
 t
h
e
 e
ff
e
c
ti
v
e
 m
a
n
a
g
e
m
e
n
t 
o
f 
th
e
 f
in
a
n
c
ia
l 
re
s
o
u
rc
e
s
 w
e
 h
a
v
e
 a
n
d
 h
e
lp
s
 t
h
e
 c
o
u
n
c
il 
s
e
t 
it
s
 a
n
n
u
a
l 
b
u
d
g
e
t 
a
n
d
 

m
e
d
iu
m
 t
e
rm
 f
in
a
n
c
ia
l 
s
tr
a
te
g
y
 

•
 
O
u
r 
c
u
s
to
m
e
r 
s
e
rv
ic
e
s
 a
n
d
 c
u
s
to
m
e
r 
re
la
ti
o
n
s
 t
e
a
m
s
 e
n
s
u
re
 t
h
a
t 
w
e
 p
ro
v
id
e
 a
n
 e
x
c
e
lle
n
t 
s
e
rv
ic
e
 t
o
 o
u
r 
c
u
s
to
m
e
rs
 h
o
w
e
v
e
r 
th
e
y
 c
h
o
o
s
e
 t
o
 a
c
c
e
s
s
 t
h
e
 

c
o
u
n
c
il’
s
 s
e
rv
ic
e
s
 a
n
d
 t
h
a
t 
th
e
re
 i
s
 a
 r
ig
h
t 
to
 f
u
rt
h
e
r 
c
o
n
s
id
e
ra
ti
o
n
 t
h
ro
u
g
h
 t
h
e
 c
o
m
p
la
in
ts
 p
ro
c
e
s
s
. 
 

•
 
O
u
r 
h
u
m
a
n
 r
e
s
o
u
rc
e
s
 t
e
a
m
 p
ro
v
id
e
s
 s
u
p
p
o
rt
 a
n
d
 a
d
v
ic
e
 t
o
 t
h
e
 c
o
u
n
c
il 
o
n
 a
ll 
m
a
tt
e
rs
 c
o
n
n
e
c
te
d
 w
it
h
 t
h
e
 e
m
p
lo
y
m
e
n
t 
o
f 
p
e
o
p
le
 s
u
c
h
 a
s
 r
e
c
ru
it
m
e
n
t 

a
n
d
 r
e
te
n
ti
o
n
; 
e
m
p
lo
y
e
e
 r
e
la
ti
o
n
s
; 
p
a
y
ro
ll 
a
n
d
 p
e
n
s
io
n
s
 a
n
d
 l
e
a
rn
in
g
 a
n
d
 d
e
v
e
lo
p
m
e
n
t.
 

•
 
O
u
r 
le
g
a
l 
s
e
rv
ic
e
s
 t
e
a
m
, 
w
h
ic
h
 i
s
 n
o
w
 s
h
a
re
d
 w
it
h
 T
e
w
k
e
s
b
u
ry
 B
o
ro
u
g
h
 C
o
u
n
c
il,
 p
ro
v
id
e
s
 l
e
g
a
l 
a
d
v
ic
e
 a
n
d
 a
s
s
is
ta
n
c
e
 t
o
 e
le
c
te
d
 m
e
m
b
e
rs
 a
n
d
 

o
ff
ic
e
rs
 t
o
 s
u
p
p
o
rt
 o
u
r 
d
e
c
is
io
n
-m
a
k
in
g
 p
ro
c
e
s
s
e
s
  

•
 
O
u
r 
IC
T
 s
e
rv
ic
e
 h
e
lp
 t
h
e
 c
o
u
n
c
il 
m
a
x
im
is
e
 t
h
e
 u
s
e
 o
f 
n
e
w
 t
e
c
h
n
o
lo
g
y
 t
o
 s
u
p
p
o
rt
 t
h
e
 e
ff
e
c
ti
v
e
 d
e
liv
e
ry
 o
f 
s
e
rv
ic
e
s
 t
o
 o
u
r 
c
u
s
to
m
e
rs
. 

•
 
O
u
r 
re
v
e
n
u
e
s
 t
e
a
m
 m
a
n
a
g
e
 a
 r
a
n
g
e
 o
f 
s
o
u
rc
e
s
 o
f 
in
c
o
m
e
 f
o
r 
th
e
 c
o
u
n
c
il 
in
c
lu
d
in
g
 t
h
e
 c
o
lle
c
ti
o
n
 o
f 
c
o
u
n
c
il 
ta
x
 a
n
d
 b
u
s
in
e
s
s
 r
a
te
s
 a
n
d
 p
ro
c
e
s
s
in
g
 o
f 

in
v
o
ic
e
s
 

•
 
O
u
r 
b
e
n
e
fi
ts
 t
e
a
m
 m
a
n
a
g
e
 t
h
e
 a
llo
c
a
ti
o
n
 o
f 
b
e
n
e
fi
ts
 t
o
 h
e
lp
 p
e
o
p
le
 p
a
y
 t
h
e
ir
 r
e
n
t 
a
n
d
 c
o
u
n
c
il 
ta
x
. 

2
. 
W
h
a
t 
e
ls
e
 d
o
 w
e
 d
o
 t
h
a
t 
c
a
n
 h
e
lp
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

T
o
 h
e
lp
 s
e
c
u
re
 o
n
g
o
in
g
 e
ff
ic
ie
n
c
ie
s
, 
th
e
 c
o
u
n
c
il 
is
 p
re
p
a
ri
n
g
 a
 “
s
o
u
rc
in
g
 s
tr
a
te
g
y
” 
w
h
ic
h
 w
ill
 m
a
k
e
 r
e
c
o
m
m
e
n
d
a
ti
o
n
s
 o
n
 h
o
w
 b
e
s
t 
th
e
 c
o
u
n
c
il 
c
a
n
 d
e
liv
e
r 

th
e
 f
o
llo
w
in
g
 s
e
rv
ic
e
s
; 
R
e
v
e
n
u
e
s
 a
n
d
 B
e
n
e
fi
ts
, 
F
in
a
n
c
e
, 
H
u
m
a
n
 R
e
s
o
u
rc
e
s
, 
In
fo
rm
a
ti
o
n
 C
o
m
m
u
n
ic
a
ti
o
n
 T
e
c
h
n
o
lo
g
y
 (
IC
T
),
 P
ro
c
u
re
m
e
n
t 
a
n
d
 C
u
s
to
m
e
r 

S
e
rv
ic
e
s
. 

 T
h
e
 c
o
u
n
c
il 
h
a
s
 a
n
 e
x
is
ti
n
g
 c
o
m
m
it
m
e
n
t 
to
 o
u
r 
b
ri
d
g
in
g
 t
h
e
 g
a
p
 p
ro
g
ra
m
m
e
 w
h
ic
h
 p
la
n
s
 t
o
 c
re
a
te
 a
 s
u
s
ta
in
a
b
le
 b
u
d
g
e
t 
th
a
t 
w
ill
 c
o
n
ti
n
u
e
 i
m
p
ro
v
in
g
 o
v
e
r 

ti
m
e
, 
e
v
e
n
tu
a
lly
 r
e
le
a
s
in
g
 t
h
e
 c
o
u
n
c
il 
fr
o
m
 t
h
e
 a
n
n
u
a
l 
b
u
d
g
e
t 
g
a
p
. 



1
9
 

3
. 
W
h
a
t 
d
o
 w
e
 d
o
 i
n
 p
a
rt
n
e
rs
h
ip
 w
it
h
 o
th
e
rs
 t
o
 d
e
li
v
e
r 
th
is
 o
u
tc
o
m
e
 

T
h
e
 c
o
u
n
c
il 
is
 w
o
rk
in
g
 w
it
h
 o
th
e
r 
d
is
tr
ic
t 
c
o
u
n
c
ils
 t
o
 h
e
lp
 r
e
a
lis
e
 t
h
e
 c
o
s
t 
s
a
v
in
g
s
 f
ro
m
 s
h
a
ri
n
g
 s
e
rv
ic
e
s
. 
W
e
 h
a
v
e
 a
lr
e
a
d
y
 l
a
u
n
c
h
e
d
 s
h
a
re
d
 s
e
rv
ic
e
s
 f
o
r 

A
u
d
it
 (
w
it
h
 C
o
ts
w
o
ld
 D
is
tr
ic
t 
C
o
u
n
c
il)
, 
L
e
g
a
l 
S
e
rv
ic
e
s
 a
n
d
 B
u
ild
in
g
 C
o
n
tr
o
l 
(b
o
th
 w
it
h
 T
e
w
k
e
s
b
u
ry
 B
o
ro
u
g
h
 C
o
u
n
c
il)
. 

 4
. 
W
h
a
t 
a
re
 t
h
e
 l
o
n
g
e
r-
te
rm

 r
is
k
s
 t
o
 t
h
e
 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
?
 

D
e
c
lin
in
g
 r
a
te
 s
u
p
p
o
rt
 g
ra
n
t 
fr
o
m
 t
h
e
 g
o
v
e
rn
m
e
n
t 
w
ill
 m
a
k
e
 i
t 
h
a
rd
e
r 
fo
r 
th
e
 c
o
u
n
c
il 
to
 p
ro
d
u
c
e
 a
 b
a
la
n
c
e
d
 b
u
d
g
e
t 
e
a
c
h
 y
e
a
r.
  

 5
. 
h
o
w
 s
h
o
u
ld
 t
h
e
 c
o
u
n
c
il
 c
o
m
m
is
s
io
n
 t
h
is
 w
o
rk
 i
n
 f
u
tu
re
 t
o
 s
e
c
u
re
 l
o
n
g
e
r-
te
rm

 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
, 
d
e
li
v
e
r 
im

p
ro
v
e
d
 v
a
lu
e
 

fo
r 
m
o
n
e
y
 a
n
d
 t
o
 a
d
d
re
s
s
 r
is
k
s
 

   6
. 
W
h
a
t 
a
re
 o
u
r 
p
la
n
n
e
d
 i
m
p
ro
v
e
m
e
n
t 
a
c
ti
o
n
s
 t
o
 s
e
c
u
re
 l
o
n
g
e
r-
te
rm

 d
e
li
v
e
ry
 o
f 
th
is
 o
u
tc
o
m
e
 a
n
d
 t
o
 a
d
d
re
s
s
 r
is
k
s
?
 

Im
p
ro
v
e
m
e
n
t 
A
c
ti
o
n
 

P
la
n
n
e
d
 B
e
n
e
fi
ts
 

K
e
y
 

R
e
s
o
u
rc
e
s
 

D
a
te
s
 

L
e
a
d
 

P
a
rt
n
e
rs
 

Im
p
le
m
e
n
t 
o
u
r 
s
o
u
rc
in
g
 s
tr
a
te
g
y
 

 
 

 
 

 
 

Im
p
le
m
e
n
t 
th
e
 B
ri
d
g
in
g
 t
h
e
 G
a
p
 

P
ro
g
ra
m
m
e
 

 

 
 

 
 

 

 7
. 
H
o
w
 w
il
l 
w
e
 k
n
o
w
 w
h
a
t 
d
if
fe
re
n
c
e
 w
e
 h
a
v
e
 m

a
d
e
 o
v
e
r 
th
e
 f
iv
e
 y
e
a
rs
?
 

W
h
a
t 
w
il
l 
w
e
 d
o
 d
ir
e
c
tl
y
 

M
e
a
s
u
re
d
 b
y
 t
h
is
 i
n
d
ic
a
to
r 

B
a
s
e
li
n
e
 

T
a
rg
e
t 
b
y
 

2
0
1
5
 

L
e
a
d
 

D
e
liv
e
r 
c
a
s
h
a
b
le
 s
a
v
in
g
s
 

A
c
h
ie
v
e
 M
T
F
S
 c
a
s
h
-s
a
v
in
g
 t
a
rg
e
ts
 

  

 
 

 

Im
p
ro
v
e
 c
u
s
to
m
e
r 
s
a
ti
s
fa
c
ti
o
n
 

Im
p
ro
v
e
 t
h
e
 p
e
rc
e
n
ta
g
e
 o
f 
p
e
o
p
le
 w
h
o
 a
re
 

v
e
ry
 o
r 
fa
ir
ly
 s
a
ti
s
fi
e
d
 w
it
h
 h
o
w
 c
o
u
n
c
il 
ru
n
s
 

th
in
g
s
 

4
8
%
 o
f 
p
e
o
p
le
 w
e
re
 v
e
ry
 o
r 
fa
ir
ly
 

s
a
ti
s
fi
e
d
 w
it
h
 t
h
e
 w
a
y
 t
h
e
 c
o
u
n
c
il 

ru
n
s
 t
h
in
g
s
. 
(p
la
c
e
 s
u
rv
e
y
 2
0
0
8
) 

 
 

D
e
liv
e
r 
im
p
ro
v
e
d
 p
e
rf
o
rm
a
n
c
e
 

P
ro
p
o
rt
io
n
 o
f 
a
n
n
u
a
l 
m
ile
s
to
n
e
s
 t
h
a
t 
a
re
 

d
e
liv
e
re
d
 o
n
 t
a
rg
e
t 
a
t 
y
e
a
r 
e
n
d
. 
 

In
 2
0
0
8
-0
9
, 
7
5
%
 o
f 
m
ile
s
to
n
e
s
 w
e
re
 

c
o
m
p
le
te
d
 a
t 
y
e
a
r 
e
n
d
 a
n
d
 3
3
%
 o
f 

in
d
ic
a
to
rs
 w
e
re
 o
n
 t
a
rg
e
t.
  

 
 

 


