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Outsourced Services Scrutiny Panel:  Outstanding Actions and questions   
 

Action to be carried out Responsibility Committee 
Date 

Deadline for 
completion 

Target/comments 

Performance Report 

PR5 The Performance Report to 
include exception reporting of the 
performance of the Veolia contract 
as well as compliments and 
complaints.   

Update – The Panel have also 
requested an overview of the 
themes of compliments and 
complaints be included in the 
report. 

Partnerships 
and 
Performance 
Section Head/ 
Head of 
Corporate 
Strategy and 
Client Services 

19/11/13 
and 
13/02/14 

 Complaints and compliments are now in the 
report and areas they relate to identified.  
Further work is needed regarding themes. 

PR18 The Panel is interested in any data 
about why the levels of 
participation by those aged 55+ 
are low. 

Partnerships 
and 
Performance 
Section Head/ 
Corporate, 
Leisure and 
Community 
Section Head 

23/09/14  
 
This will require further research.  Of the 22% 
of the population who are 55+, 4% are over 80 
and so might be expected to be more limited 
in taking part in sports / leisure activities.  This 
still leaves a significant percentage of the 
population within the targeted age range and 
whilst some inferences might be drawn 
regarding the propensity of this age range to 
choose leisure centre base activities, this 
would not be based on sound information / 
known facts. 
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Action to be carried out Responsibility Committee 
Date 

Deadline for 
completion 

Target/comments 

PR19 The Panel would like information 
about how the membership of the 
leisure centres had been affected 
by competition from low-cost 
gyms.   

Partnerships 
and 
Performance 
Section Head/ 
Corporate, 
Leisure and 
Community 
Section Head 

23/09/14 
and 
26/11/14 

 
 
This area will also be addressed at the 
January meeting with SLM. 

PR23 With reference to item LC1 – 
information to be obtained as to 
what the complaints related to. 

Partnerships 
and 
Performance 
Section Head 

26/11/14  
 
SLM to be advised of this and report from 
Quarter 3. 

PR24 With reference to item LC15 - 
information to be obtained as to 
how community events at the 
Watford Colosseum were 
advertised.  

Partnerships 
and 
Performance 
Section Head 

26/11/14  
 
HQ Theatres to provide response by Quarter 
3. 

PR25 With reference to item HR1 – 
information to be obtained as to 
how workload may be increasing 
for Revenues and Benefits. 

Partnerships 
and 
Performance 
Section Head 

26/11/14  
 
Update to be circulated at meeting in January. 

PR26 Information be included in the 
Performance Report about the use 
made of the Palace Theatre by 
ethnic minority groups and also in 
relation to the age of patrons. 

Partnerships 
and 
Performance 
Section Head 

26/11/14  
 
The Palace Theatre is not an outsourced 
services and falls under the remit of Overview 
and Scrutiny Committee.  These issues can 
be addressed by the Committee. 
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Action to be carried out Responsibility Committee 
Date 

Deadline for 
completion 

Target/comments 

PR27 Information to be sought about the 
youth programme at the Palace 
Theatre and provided to the Panel. 

Partnerships 
and 
Performance 
Section Head 

26/11/14  
 
See above. 

SLM 

SLM
10 

Partnerships and Performance 
Section Head to discuss with the 
Corporate, Leisure and 
Community Section Head the 
report of demand for further 
women-only swimming sessions at 
Central Leisure Centre. 

Corporate, 
Leisure and 
Community 
Section Head/ 
Partnerships 
and 
Performance 
Section Head 

14/07/14  
 
SLM have provided usage figures for the 
women-only swimming session.  The 
maximum capacity of the main pool is 100. 
The average take up as a % of capacity 
(taken over a period of 8 months) is around 
19.5%.  SLM advised that women also use 
the small pool which has a capacity of 32.  
Looking at figures over the 8 month period, it 
would appear that this is where there may be 
a capacity issue.  SLM would like to have 
further information about what the issues are 
so they can consider this further. 
 

SLM 
12 

Reference item PR17 above.  The 
issue of apparent low usage by the 
disabled and those aged over 55 
be raised with SLM at the Panel 
meeting in January. 

Committee and 
Scrutiny 
Support Officer 

26/11/14  
 
SLM will report on initiatives for these groups 
and marketing of activities.  The current 
statistics reflect the % of members who are 
over 55 or disabled.  SLM have been asked to 
report on the % of total throughput which will 
seek to capture those who have consented to 
provide equality information but are not 
members.   
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Action to be carried out Responsibility Committee 
Date 

Deadline for 
completion 

Target/comments 

SLM 
13 

Concerns about the manner in 
which some Central Leisure 
Centre staff may be addressing 
certain sections of the community 
be raised with SLM at the Panel 
meeting in January. 

Committee and 
Scrutiny 
Support Officer 

26/11/14  
 
SLM will report on overall customer care and 
training in this area.  Any individual concerns 
need to be reported directly to SLM at the 
time. 

SLM
14 

Information as to climbing wall 
usage at the leisure centres be 
discussed with SLM at the Panel 
meeting in January. 

Committee and 
Scrutiny 
Support Officer 

26/11/14  
 
SLM will provide an update at the meeting in 
January 2015.  

SLM
15 

Cleanliness, redecoration, 
equipment replacement and 
maintenance issues (such as the 
length of time taken for repairs) 
and how to meet demand to 
ensure effective usage to be 
discussed with SLM at the Panel 
meeting in January. 

Committee and 
scrutiny 
Support Officer 

26/11/14  
 
SLM will provide an update at the meeting 

 
Veolia 
 

VE16 Client Manager to progress the 
issue of overgrown trees in North 
Western Avenue (an unadopted 
road). 

Client Manager 26/11/14  
 
The Client Manager to progress once further 
information has been received from Councillor 
Hastrick. 
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VE17 Contract Monitoring Officer to 
investigate an issue about 
overflowing bins in Harwoods and 
Chester Road. 

Contract 
Monitoring 
Officer 

26/11/14  
 
This bin is emptied daily and the Client Team 
have asked Veolia to ensure that this is 
checked more regularly and emptied more 
often if required.  It appears that it is being 
used for household waste as well as litter 
which means it is getting full more quickly. 
 

VE18 Contract Monitoring Officer to 
establish how frequently certain 
subways are cleaned. 

Contract 
Monitoring 
Officer 

26/11/14  
 
The subway is cleaned once per week on a 
Tuesday.  Veolia are looking to increase the 
cleansing frequency to twice per week and 
are going to start using a strong disinfectant in 
the urinated area to reduce the odour. 
 

VE19 Client Manager to try and obtain 
more detailed information 
regarding complaints in item ES14 
in the Performance Report. 

Client Manager 26/11/14  
 
These were relating to either missed 
collections or bins/boxes not being returned 
correctly after collections were carried out. 
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VE20 The Contract Monitoring Officer to 
provide the Panel with details of 
the findings of research conducted 
in to recycling at the Wiggenhall 
Depot and to inform the Panel how 
Veolia publicised recycling 
schemes to the public. 

Contract 
Monitoring 
Officer 

26/11/14  
 
Councillors will have received a report 
summary of the key findings. As food waste 
formed the highest percentage of the residual 
waste stream sampled at 34.7%, we are 
running a campaign to reduce/recycle food 
waste.  So far this has included a leaflet 
delivered to all low rise properties in the town 
and a stall at the launch of the new Watford 
Market.  Bus shelter advertising is due to take 
place and a school competition is being 
run.  Flats will be targeted next year. 
 

VE21 Client Manager to check why the 
Cassiobury cricket pitch was not 
roped off out of season. 

Client Manager 26/11/14  
 
Veolia have now asked the foreman who 
covers this area to fence off the cricket wicket. 
 

VE22 Client Manager to examine the 
staffing capacity deployed at the 
Woodside ward. 

Client Manager 26/11/14  
 
Veolia have explained that this was due to 
uncertainty over whether some areas (in 
particular Sheriff Way and Nottingham Close) 
were WBC/Veolia or WCHT responsibility, as 
well as a prolonged leaf fall period.  This has 
now been resolved and it is not anticipated 
that any additional staff are needed at present 
as long as the required cleansing standards 
are being achieved, but will monitor the 
situation.  
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Revenues and Benefits 
 

RB2 Head of Revenues and Benefits to 
arrange a briefing for councillors 
on council tax collection and 
recovery. 

Head of 
Revenues and 
Benefits  

23/09/14  
 
The Head of Revenues and Benefits will be 
looking to arrange this briefing. 

 
ICT Contract 
 

ICT2 ICT Client Section Head to provide 
a  progress report on the contract 
to the Panel for the 12th February 
2015 meeting. 

ICT Client 
Section Head 

22/10/14  
 
The ICT Client Section Head will attend the 
meeting in February. 

 


