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Salford’s changing, 
here’s why
Welcome to our self-assessment. In this 
document we will describe our vision for 
Salford, the clear priorities that we have and 
the way that we work together to deliver 
our ambitions. We are proud to show you 
examples of our recent achievements. 

Our community’s vision, as reflected in our 
newly revised Community Plan, is that ‘Salford 
will be a beautiful and welcoming city, driven 
by energetic and engaged communities of 
highly skilled, healthy and motivated citizens, 
who have built a diverse and prosperous 
culture and economy which encourages and 
recognises the contribution of everyone for 
everyone’. 

The plan is based on seven community themes 
and in turn the council has made seven 
pledges to the community that are the focus 
for our work1.

We aim to create the best possible quality of 
life for the people of Salford.

Salford
We sit at the centre of the buzzing Greater 
Manchester conurbation. Dedicated and focused 
renewal in Salford has transformed areas suffering 
from industrial decline, ensuring an international 
reputation for successful regeneration.

Salford offers a world of opportunity in one city - 
from urban thrills to greenbelt tranquillity. Salford 
contains eight neighbourhood management areas, 
which are structured around the traditional town 
boundaries that came together to make what 
now comprises the city of Salford. Areas of dense 
conurbation and established suburban housing sit 
next to areas of high value housing and massive 
open spaces; in fact over half of the city is green 
space. Salford is not what you might expect.

Together with Manchester, we represent the heart 
and soul of the Manchester city region and are 
already playing a vital role in its future success. 
The city region is the economic and cultural 
powerhouse that is driving England’s North 
West forward. It will be key to the delivery of the 
Northern Way strategy2.

Some facts about Salford:
• Salford covers 9,700 hectares.
• Our population is 216,400.
• We are rated 12th most deprived authority in the 

2004 Index of Multiple Deprivation.
• There are more than 70,000 people aged 50 

years and over (32.8% of the population).
• 3.84% of the population are from the BME 

community representing very diverse cultures 
and faiths.

Ethnicity % (2001 Census)

Salford North West England & Wales

White 96.16% 94.42% 90.92%

BME 3.84% 5.58% 9.07%

Population without qualifications % (2001 Census)

Salford North West England & Wales

35.5% 31.89% 29.1%

Average house prices £ 2004
(2005 Annual Monitoring Report)

Salford North West England & Wales

£123,010 £130,129 £182,920

Employment rates % 2005 
(2005 Annual Monitoring Report)

Salford Greater Man UK

73.4% 73.0% 74.9%

The council
We are committed to modernisation and champion 
a corporate strategic approach. Excellent working 
relations between councillors and officers ensure 
that we deliver our pledges. All decisions are made 
in a transparent and democratic manner: 
• A leader and cabinet system has been in place 

since 1999.
• Ten cabinet members are responsible for 

services areas and for cross-cutting portfolios 
such as crime and health.

• Six overview and scrutiny committees review 
how we operate and can challenge and may call 
in executive decisions.



Fr
om

 v
is

io
n 

to
 r

ea
lit

y 
- 

Sa
lfo

rd
 C

ity
 C

ou
nc

il’
s 

se
lf 

as
se

ss
m

en
t 2

00
5

3

• We have reviewed our organisational 
arrangements to ensure that we are fit for 
purpose. This has resulted in fewer directorates, 
and enabled us to create a new Children’s 
Services directorate.

• We are dedicated to equality and diversity and 
make every effort to ensure these principles are 
adhered to in both the delivery and receipt of our 
services.

People matter to us. This is why our benefits 
staff were awarded the ‘best of the best’ by the 
Institute of Revenues Rating and Valuation and 
a user-focused approach helped to ensure two 
beacon scheme awards in 2004 for our benefits 
administration and supporting people teams. We 
have just been nominated for two more beacon 
awards - ‘Culture and sport for hard to reach 
groups’ and ‘Transforming the delivery of services 
through partnerships’.

We are taking a twin tracked approach to turning 
our vision into reality, complementing service 
improvement with focused and transformational 
regeneration activity.

Improving our services
We are building services around our people. Using 
our ‘Think Customer’ model, business process re-
engineering and neighbourhood management we 
place the service user at the heart of the decisions 
we take, and are committed to improving the 
services that we provide and commission.

Regeneration
Our ambition for Salford’s regeneration is 
contained within our Neighbourhood Renewal 
Strategy. The emphasis is on achieving 
transformational change3 in Central Salford. 

In Salford West our policy is to concentrate on 
stabilisation and tackling pockets of particular 
deprivation in Eccles, Little Hulton and Swinton.

To realise our ambition, we have identified a 
number of key building blocks. These are: 
• Customer focus.
• Partnership.
• Human resources.
• Efficiency and value for money.
• Performance management.
• Image.

These are described elsewhere in this assessment.

Ambition and priority
‘Salford will be a beautiful and welcoming city, 
driven by energetic and engaged communities of 
highly skilled, healthy and motivated citizens, who 
have built a diverse and prosperous culture and 
economy which encourages and recognises the 
contribution of everyone for everyone’.

The Local Strategic Partnership, Partners IN 
Salford, has developed key strategic aims for 
Salford, which reflect our community’s aspirations 
for the city and its people.

The Community Plan acts as a key focal point for 
all strategies of the council and our partners. The 
plan translates high-level ambitions into SMART4 

John Willis
Chief Executive

Malcolm Sykes
Strategic Director 

of Housing and 
Planning

Jill Baker
Strategic Director 

of Children’s 
Services

Chief Executive
Directorate

Bruce Jassi
Strategic Director 

of Environment

Alan Westwood
Strategic Director 
of Customer and 
Support Services

Anne Williams
Strategic Director 

of Community, Health 
and Social Care

Julie Higgins
Director of 

Public Health
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targets. Our targets are challenging, but we believe 
them to be both achievable and sustainable, as 
the community planning process ensures that our 
resources, and our partners’ resources, are aligned 
with their delivery.

The Community Plan has seven strategic themes 
currently underpinned by seven service delivery 
partnerships5 (SDPs). The SDPs concentrate on 
the implementation of key strategies such as the 
crime and disorder reduction strategy, the economic 
development strategy and the health inequalities 
strategy. The council is represented on each SDP6, 7 .

To ensure that we maximise our contribution to 
the seven themes, the council has developed seven 
pledges with key action plans and targets. Each 
directorate has aligned the targets of their service 
delivery plans to the pledges. This process ensures 
a clear link from the LSP vision through the 
council’s strategic priorities to service provision.

In order to help us carry out the mission statement 
and fulfil the pledges, each year the council’s 
cabinet workplan priorities provide a specific focus 
for our work. These priorities are shorter term, 
and therefore affect our work on a more immediate 
level. They are the first step towards achieving the 
pledges and ultimately the mission statement. The 
diagram below illustrates the synergy between the 
council and the LSP’s visions, thematic priorities 
and objectives, strategies and associated targets. 
It also illustrates how national, regional and local 
influences are shaping our priorities.

We are a large organisation serving over 200,000 
residents providing a diverse range of services. 
To be effective we have prioritised key areas for 
investment and improvement.

Our ambition centres on the twin drivers of service 
improvement and regeneration which will deliver 
our vision.

Create the best possible quality 
of life for the people of Salford

Pledges

Improving health
Reducing crime
Encouraging leisure, learning and 
creativity
Investing in young people
Promoting inclusion
Creating prosperity
Enhancing life

Cabinet Workplan
Unitary Development Plan
Medium Term Financial Strategy
Directorate Service Plans
Community Action Plans

National Floor Targets
LSPA 2
BVPI/LPIs
Balanced Scorecard

Salford will be a beautiful and 
welcoming city…

Community Plan Themes

A healthy city
A safe city
A learning and creative city
A city where young people are 
valued
An inclusive city
An economically prosperous city
A city that is good to live in

Community Plan
Neighbourhood Renewal Strategy
Crime and Disorder Strategy
Health Inequalities Strategy
Economic Development Strategy

National Floor Targets
Community Plan/LSP targets

AMBITION

THEMES/
PRIORITIES

STRATEGIES

SMART
TARGETS

LOCAL NATIONAL
Sustainable Communities Plan

Local-Central Government
shared priorities

Gershon

E-Government

Northern Way

PAN/REGIONALSUB-REGIONAL

Regional Economic 
Strategy

Regional Spatial
Strategy

Regional Housing Strategy

Knowledge Capital

Housing Market Renewal Pathfinder

Greater Manchester
Economic Development

Strategy

City Region Development
Programme

Central Salford URC Vision and 
Regeneration Framework

Neighbourhood Planning
exercises

Area based Regeneration 
Boards

Community 
Committees

LSP Scenario
Planning

Salford Annual Baseline Report/
Early Warning System

Citizens Panel/Customer Feedback

Image
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as the website are within reach of our customers 
through our extensive free internet services offered 
through the city’s libraries network and through 
the training provided by our ICT in the Community 
team. Over 3,600 members of the community have 
been trained in the last two years.

We have used the Think Customer model when 
dealing with major organisational challenges 
currently facing the city and its partners. These 
include the shaping of children’s and older 
people’s services and the design of future LIFT 
healthcare centres, where our vision is to develop 
an integrated front line customer services team 
with the Primary Care Trust. 

Case Study: Think Customer joining up 
bereavement 
Prior to the Think Customer model, customers 
who wished to notify the council of a death had 
to contact each department individually, which 
in extreme cases involved many telephone 
calls/personal visits.

Today, thanks to Think Customer, the customer 
has only to make one phone call to the call 
centre or ‘one stop shop’. Information about the 
deceased can be, with the caller’s permission, 
automatically and immediately distributed 
to key departments including New Prospect 
Housing Limited and external agencies such 
as the pensions service. This means that all 
the customer data is now circulated in one 
transaction, therefore reducing the need for 
multiple contacts.

Consultation with partners involved in the 
area of anticipated death has resulted in the 
development of ‘Information for people after 
my death’. Early feedback on the draft has been 
very positive. One comment in particular from 
a district nurse stated that the model “is what 
is really needed by people who want to put their 
minds at rest at this time of their lives”.

We are committed to sharing the learning from 
these developments across the organisation so 
that Think Customer is seen as the key mechanism 
for delivering service improvements throughout 
the council. Examples of such dissemination tools 
include: 
• The Think Customer guide independently 

Service improvement
The bedrock of the council’s service improvement 
ambition is our Think Customer model. The 
model was developed in close collaboration with 
Manchester Business School. 

“I was working with Salford council and we started 
to think that there must be a third way. We asked 
whether we could adapt best practice from industry 
and business models to build our own capabilities. 
And that’s what they did.”
Dr Peter Kawalek, Manchester Business School, 
The Times, 4 October 2005

The model embodies our strategy of placing 
the customer at the heart of service design and 
delivery. It represents a fundamentally different 
approach to engaging with customers as it seeks 
to deliver a single point of contact across the 
council and its partners, a contact point which 
delivers multiple outcomes for our customers. 
Think Customer was launched in February 2004; 
its initial pilot work programme was aimed at 
direct customer facing front line services engaged 
in providing the first point of contact to citizens 
using telephone, face to face, internet and paper 
channels. From there we examined how back office 
services should also be re-engineered. 

The original Think Customer themes were:
• Joining up health and benefits advice.
• A safer place to live.
• Joining up bereavement.
• Joining up children’s services.
• Joining up licensing services.
• Street scene.
• Tackling health inequalities.

The Think Customer model has attracted much 
attention from other local authorities, public sector 
agencies and government for its groundbreaking 
approach to collaborative working as we deliver 
truly joined up services for the benefit of our 
citizens. Importantly the model has been warmly 
received by our citizens as the authority’s award 
winning customer services team continue to 
receive high approval ratings from services users 
(94% 2004/05).  Customers too have been closely 
involved with the service redesign: our 200 monthly 
ring backs to customers ensure that we test in 
‘real-time’ the quality of our services. We also 
ensure that our new modern access channels such 
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produced by Manchester Business School which 
outlines core principles of the process.

• Our extensive leadership development 
programme where Think Customer plays 
a major role in courses at all levels of the 
organisation such as First Line Managers, 
Transform IN Salford and, more recently, 
the ODPM funded Service Transformation 
programme, which is currently being used for 
managers across the council, Salford Primary 
Care Trust and Oldham MBC to learn from the 
experiences of our benefits administration team.

As well as the consolidation and advancement of 
the ideas arising from the seven existing themes, 
elected members are keen to maintain the 
excellent momentum of Think Customer through 
further expansion of our programme. Our new 
themes include: Welcome to Salford; My home in 
Salford; Employability and Joining up procurement.

Regeneration
Our ambition for regeneration divides the city into 
two main areas:

Central Salford is an area that has suffered 
from intense deprivation over a number of years. 
The newly established Central Salford Urban 
Regeneration Company (comprising three founding 
partners, the council, the NWDA and EP) will co-
ordinate strategic regeneration interventions and 
oversee the implementation, with partners, of the 
new holistic vision and regeneration framework for 
this part of the city. The framework concentrates 
on the need to: 
• Invest in a strong and distinctive centre for 

Central Salford with economic opportunity linked 
to the regional centre and high quality urban 
spaces along a new Chapel Street/Crescent 
Boulevard.

• Capitalise on the already renowned and 
continuing regeneration of Salford Quays, by 
connecting the Quays and its cultural, retail, 
employment and housing successes with 
adjacent neighbourhoods.

• Make strategic investment in neighbourhoods, 
primarily through the Housing Market Renewal 
Fund, that will provide greater choices for 
housing, particularly for families; improve 
linkages between neighbourhoods; generate 
cross-community benefits and enable the full 

potential of neighbourhood level programmes to 
be realised.

Salford West is an area where significant 
opportunities exist to develop private sector 
led economic prosperity and promote business 
enterprise. Promoting a positive image of the area 
is vital in order to attract residents and further 
private sector investment.  

The Western Gateway stretches along both sides 
of the Manchester Ship Canal (in southern Salford 
and northern Trafford) and is one of the major 
economic drivers for the North West region. This 
gives potential for further major investment into 
Salford providing many new job opportunities, 
improvements to transport infrastructure and 
enhanced recreational opportunities including a 
major new sports stadium. 

The development of regional park proposals will 
help to increase the recreational opportunities 
in the countryside, and links will be improved 
through to Central Salford, particularly along the 
green corridor of the River Irwell, to ensure that 
all of the city’s residents can benefit from those 
opportunities. Recently two substantial planning 
applications have been received for ‘Salford Forest 
Park’ (comprising a race course and equestrian 
centre) and Port Salford (a regional rail freight 
interchange). 

We have also identified particular neighbourhoods 
within Salford West where targeted renewal action 
is required including Eccles, Little Hulton and 
Swinton.

Funding
To achieve our ambition, we have actively sought 
and secured resources from central government 
through programmes such as the New Deal for 
Communities (NDC); the Housing Market Renewal 
Fund (HMRF); the Single Regeneration Budget 
(SRB); and the Neighbourhood Renewal Fund 
(NRF). We have also secured complementary 
resources from the European Union to fund a 
range of innovative and targeted regeneration 
initiatives.  

Partnerships are in place with leading developers 
and financial institutions to take forward, in close 
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collaboration with residents, the renewal of areas 
within the neighbourhoods of Higher and Lower 
Broughton, Seedley and Langworthy, Ordsall and 
Charlestown and Lower Kersal in Central Salford. 

In the past ten years alone we have secured in 
excess of £250 million to support transformational 
regeneration and thematic and targeted 
interventions across the city.  

In addition external revenue funding has been 
secured to help deliver many service improvements 
including the benefits administration 
transformation, our e-government programme, 
the human resources strategy, crime and disorder 
initiatives and recycling. 

Securing additional resources has meant that 
we have been able to use our mainstream 
resources to achieve tangible and sustained 
service improvement in education and training, 
employment, environment, health and social care, 
housing, planning and transportation.

Communicating our ambition
We consider it important that partners, 
stakeholders and our communities understand 
what we are trying to achieve – particularly the 
concept of transformational change. We have 
therefore developed effective marketing and 
communications strategies.

In 2003, we began a long-term strategy with 
Partners IN Salford to improve the image of the 
city. Tired of national media associations with 
crime and run down ‘Coronation Street’ terraces, 
an exciting new brand image was commissioned 
from a cutting edge marketing agency.

Raising and improving the image of the city is 
fundamental to achieving our ambitions. We 
worked to create a strategic approach to the 
branding and marketing of the city. The aim is to 
actively shift perceptions of Salford both for people 
inside and outside the city.

The new brand has provided a new way of thinking 
about Salford, as a modern, bright and forward 
looking city to the world.  

To raise awareness and begin the process of 
changing perceptions a high impact advertising 

campaign was developed for June 2005.  The 
target audience was national and regional opinion 
formers and influencers.  The One Shocking City 
campaign, developed by Cheetham Bell JWT, 
delivered a multi-media advertising campaign 
at Euston station, surrounding tube stations, 
Manchester airport, on-line news websites and 
leading national weekend newspapers.  The 
campaign also distributed 25,000 postcards.

The creative proposition of the campaign was five 
intriguing teasers such as “There’s tons of grass 
in Salford” which were followed with reveals that 
demonstrated the key brand attributes of the city.  

For people wanting to know more after seeing 
the advertising, a website oneshockingcity.com 
revealed all the facts.  20,000 separate visitors 
viewed the website and nearly 3,000 orders of the 
book ‘Can you handle the truth?’ were placed.

The campaign generated approximately £450,000 
worth of news articles (measured as AVE) with 
media coverage on regional television, trade 
publications and national media.

The campaign has been reinforced by other 
initiatives - in July, a global audience of one billion 
(broadcast to 55 countries) saw the Salford ITU 
World Cup Triathlon, which strongly featured the 
city’s brand. As the flagship of the ‘Events IN 
Salford’ programme, the triathlon had a huge input 
in changing perceptions of the city in the minds 
of residents, participants, route audiences and 
TV/web cast viewers. 

Other projects have followed One Shocking City  
and the Triathlon campaigns to raise awareness 
and improve perceptions of the city, for example a 
campaign focusing on industrial heritage.

In addition to campaigns to improve the image of 
the council, we use sophisticated marketing and 
communication channels tailored to the needs 
of specific audiences such as businesses, the 
community, elected members, staff and partners.

Recognising the importance of listening to the 
needs of customers, with the PCT we jointly have 
a customer panel called the Big Listening8. We are 
aware of the need for innovation in communicating 
with hard to reach communities and have 
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developed further channels of communication 
including: an asylum seekers ‘welcome pack’, 
which is translated into five languages; a 
communication package for people with learning 
disabilities (specific software and training for 
officers) and a welfare rights service with Arabic, 
Urdu and Punjabi speaking officers. 

Making better decisions
We work hard to ensure scrutiny really works in 
Salford. We commissioned Professor Stephen 
Leach of De Montfort University to evaluate 
our processes and structures. The ensuing 
improvement plan has been implemented.  All 
six overview and scrutiny committees have their 
own agreed work programme reflecting council, 
partner and public priorities.  Whilst reflecting 
political balance, a number of committees also 
have co-opted members to bring in additional 
expertise.  Work programmes are co-ordinated 
through a scrutiny chairs group which the leader of 
the council attends as the link between the group 
and the executive.

Examples of changes being introduced following 
scrutiny committee reports include: 
• Aids and adaptations – members were extremely 

concerned about the delays being experienced 
and the impact this had on the quality of life for 
those people. It was recommended that more 
resources were put into this area of service in 
the short-term and in the longer-term basic 
access requirements were to be included when 
properties were being refurbished, which would 
negate the need to carry out such adaptations at 
a later stage.  

• Budget consultation – to improve the level of 
public engagement and the quality of responses 
the scrutiny committee suggested starting the 
budget consultation process earlier and making 
better use of existing forums and using the Big 
Listening.

• Fire Risk Assessment – following a legal 
judgement against the council, a scrutiny 
committee looked at the issue of Fire Risk 
Assessments (FRA) for all council properties. 
The committee’s involvement in this 
strengthened the work in progress and this will 
be monitored again to ensure compliance.   

• Improper use of fire hydrants – discussions 
are taking place as to how United Utilities can 
work with representatives within Langworthy 

and Seedley to influence children and parents 
about the setting off of fire hydrants. A scrutiny 
committee and United Utilities are looking at 
this initiative with a view to sharing this good 
practice elsewhere in the city and with other 
neighbouring authorities. 

We have also introduced a series of scrutiny 
commissions to examine cross-cutting issues in 
detail.  Recent commissions include:
• Asylum seekers.
• Regeneration.
• Tobacco control.
• Corporate parenting.
• Anti-social behaviour.

The recommendations of the commissions are 
submitted to the council for adoption.

We produce a quarterly scrutiny newsletter 
describing our current activities, which is circulated 
extensively both within the authority and to partner 
organisations and is available on the website.

We have been cited as an exemplar of best practice 
by the Centre for Public Scrutiny publication – 
Practice, Progress and Potential – an assessment 
of the Local Government Overview and Scrutiny 
Function (July 2005). 

Capacity
Whilst we have developed the council pledges and 
our performance management system to improve 
our ability to deliver our ambitions, we have 
also made significant progress in expanding our 
existing capacity.  Our energies have centred upon 
a number of key building blocks (see page 3).

Customer focus
Think Customer is the standpoint from which 
we shape and design our services. We use our 
neighbourhood management structure both 
as a mechanism for delivery and as a means 
of engagement with our customers (the Think 
Customer model has already been explained see 
page 5).

Neighbourhood management
Our community strategy dates back to the early 
1990s and our community committees were 
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established shortly thereafter. The committees are 
mature and operate devolved budgets.

We champion community leadership and have 
developed capacity with our communities to enable 
real engagement and involvement. 

We have now expanded our neighbourhood 
management model, aligned to the community 
committees, and informed by community action 
plans. The community action plans feed into our 
strategy and budget process. The police, fire 
and the PCT services now operate within the 
community committee boundaries.

Neighbourhood management builds capacity 
in communities, including support to voluntary 
groups to enable them to provide services. 

“The move to neighbourhood management and 
local multi-agency partnership (in Salford) is 
an exciting and imaginative initiative with few 
parallels elsewhere” Professor Steve Lynch, from 
DeMontfort University. 

Salford was highlighted in the joint IDEA/Audit 
Commission report “Fitness for Purpose in the 
21st Century” as a council, that has invested 
heavily in democratic renewal through participatory 
area initiatives. The high level of investment 
in neighbourhood management reflects our 
commitment to developing the community as a 
partner.

What Neighbourhood Management means to us:

How is it delivered?
• Eight community 

committees.
• Eight community 

action plans.
• Neighbourhood 

team delivers local 
priorities.

What does the team 
look like?
• Neighbourhood 

Manager. 
• Police Sergeant.
• Youth services.
• Environment.
• Housing.
• Libraries.
• Urban Vision.
• Health improvement.
• Health development.
• Community 

development.
• Regeneration.

Neighbourhood 
management is: 
• A means of 

delivering local 
services.

• Prioritisation with 
local people.

• Agencies working 
together to achieve 
local priorities.

• Communities 
making their own 
decisions.

Key work themes
• Crime and disorder.
• Health inequalities.
• Environment.
• Young people.
• Regeneration.
• Older people.
• BME communities.
• Creativity/learning.
• Community 

engagement.

Partnership
Partnership working is really important to us9 and 
is one of our key strengths. “Partnership working 
across the whole unit was outstanding, a credit to 
all partners” (HMIC Inspection Report on Salford 
Police).

Partnership working operates at different levels 
across the city:

- Strategic partnering
Partners IN Salford is chaired by a private sector 
representative and we employ an executive 
support team to report to the chair and board. 
The partnership is undertaking a review of its 
governance and organisational arrangements to 
tackle the challenges of neighbourhood renewal 
and LAA and LPSA2 targets. 

Supplementing the formal partnership structures, 
our Chief Executive hosts a quarterly programme 
of meetings with senior representatives from key 
partner agencies (such as the Vice Chancellor 
of the University, the Chief Executive of the PCT, 
the Chief Superintendent of the Police, the Chief 
Executive of the Chamber of Commerce, the Chair 
of the LSP, Government Office North West, the 
Regional Development Agency and the Chair of 
the Urban Regeneration Company) to discuss 
partnership priorities and future developments. 

The Community Plan for the period 2006 to 2016 
was developed following an extensive scenario 
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planning exercise by Partners IN Salford and will 
be launched in December 2005.

- Joint service delivery
Partnership in Salford extends from agreed 
strategy into joined up and enhanced service 
delivery. We strive to ensure that organisational 
boundaries are not a barrier to service 
improvement.

Examples of this approach include:
• Joint tasking and co-ordination of the community 

sector police and community safety teams.
• Joint posts with the PCT. 
• Joint commissioning boards with the PCT. 
• An agreement between all registered social 

landlords in the city governing a common 
approach to tackling anti social behaviour. 

- Operational partnerships
We have established key operational partnerships 
including: 
• Salford Community Leisure, which manages 

leisure facilities and sports development.
• New Prospect Housing Limited, which manages 

the council’s housing stock.
• Central Salford Urban Regeneration Company.
• Urban Vision, a joint venture company delivering 

development control, highways and building 
services.

• Cobbett’s solicitors in an innovative partnership 
with our legal services.

Case study: Urban Vision 
Urban Vision brings together the council, 
Capita Symonds and Morrison in a joint venture 
company which delivers development control, 
highways and building services in Salford. The 
creation of Urban Vision has resulted in
£6 million per annum over six years 
for investment in highway and footway 
improvements. Third party claims for trips on 
footpaths, which have been rising over recent 
years, are being addressed by Urban Vision 
through new methods of working.

Urban Vision is now providing services to 15 
other local authorities and its client portfolio is 
growing.

- Community and voluntary  sector partnerships
Examples of our approach include: 

• An agreement for working with the community 
and voluntary sector (Compact).

• A joint post with the PCT to develop consistent 
and proportionate arrangements to commission 
services from the voluntary sector.

• Commissioning of personal social services 
valued at £10 million per annum from the 
voluntary sector.

• Community arts development workers attract 
between £0.5 to £1 million per annum and 
support community and voluntary organisations.

Human Resources
A number of programmes are being implemented 
to provide a diverse, fit for purpose workforce with 
the right skills, knowledge and attitudes to deliver 
customer focused quality services: -

Training & Development - there are three priorities:
Leadership:
• Transform IN Salford, in partnership with 

Oldham Council and Manchester Business 
School, is funded by the ODPM .110 managers 
have completed the programme. 

• 100 managers a year are undertaking ILM 
Certificate in Supervisory Management.

• Leadership Roadshows are organised for the top 
350 managers.

Customer Care:
• An online induction programme has been 

introduced.
• Customer care pilot training courses have been 

completed (customer services and cleaning and 
catering) and will be rolled out to other service 
areas (environment, elderly care and law and 
administration).

Diversity and Inclusion:
• 41 Diversity Leaders have been trained and over 

900 staff have attended one day courses in 2005.
• A Skills for Life programme pilot has been 

completed and is under evaluation.
• Springboard - a development course for female 

employees providing 60 places per year.

We have also implemented a number of changes 
across the organisation, which support service 
improvement:
• The attendance management policy has been 

revised and updated.
• A competency framework has been developed 

and piloted and will be rolled out across the 
authority next year.
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• Improvements in community ICT capacity 
through the provision of ICT training in local 
facilities to target hard to reach communities.

• Delivering our Think Customer strategy. 

Case study: www.salford.gov.uk
All council services are available to access via 
our website. The site achieved ‘transactional’ 
status in Socitm’s ‘Better Connected 2005’ 
survey, one of just 38 council websites to be 
ranked thus. The survey report also showed 
the website to be one of the top 20 ‘most 
developed’ council web sites in the UK this 
year. In October 2005, the website received 
1,437,479 page views (8,547,138 hits) from 
62,695 unique visitors. Planning is one of the 
most popular sections on the site receiving an 
average of 9,000 unique visitors per month. 
Recent improvements to the provision of online 
planning services mean that interested parties 
can now use interactive mapping facilities to 
locate and view current and archived planning 
applications for a particular property, comment 
about current applications and submit new 
applications online.

An independent review by the Manchester Civic 
Society this Summer compared online planning 
information for all Greater Manchester 
authorities. It found that Salford’s website 
content is the class leader.  The research report 
in the society’s quarterly newsletter ‘Forum’ 
said: “it would be an excellent idea for all local 
authorities to copy the exemplar provided by 
[Salford City Council] in respect of the reform of 
[online] developmental and planning control”. 

Case study: Business Process 
Re-engineering
Salford @dvance13 is an innovative collaboration 
between Salford’s IT Services, The University 
of Salford (Information Systems Institute) and 
Manchester Business School, to create the 
necessary change management capacity to 
enable Salford’s e-Government programme 
and to support other councils as part of the 
national e-Government Pathfinder Programme.  
BPR methodology designed in Salford (SPRINT) 
has been adopted by 35 local authorities/
private sector companies nationally.

• A ‘pool’ approach to recruit administrative staff 
in partnership with Jobcentre Plus.

• We have run recruitment open days, such as 
a partner event in September at which over 
600 people attended - of these 50 have been 
shortlisted to the clerical pool.

• 36 young employees have been recruited to a 
‘young ambassadors’ programme which has 
been introduced to promote local government as 
an employer to young people.

• There is improved access to a range of HR 
information and support via the intranet.

• Access has been increased to health 
improvement initiatives e.g. counselling service, 
physiotherapy, flu jabs and stress management.

• To improve workforce planning we use SAP to 
provide accurate and meaningful workforce 
data for managers e.g. sickness, workforce 
profiles and establishment reports. We have 
complemented this with a revised redeployment 
strategy and are implementing a new workforce-
planning model.

• e-Learning packages are now available 
comprising a suite of mangement skills, 
personal development tools and health and 
safety practices.

e-Government
We recognise the tremendous capacity improvements 
that can be achieved via the contribution of ICT in 
developing modern business structures and processes 
and are developing our work accordingly.

We have been a national pathfinder for 
e-Government10 for the past three years, and one 
of only six national CRM programme partners.  We 
have achieved 100% of e-enablement targets and 
have implemented (and continue to implement) a 
range of highly significant and successful initiatives 
including: 
• An award winning customer contact centre11. 
• An award winning website12. 
• ECDL (advanced) approved test centre.
• Learn Direct hub.
• Back office systems e.g. SAP, document 

management and content management.
• ICT in local facilities e.g. libraries, community 

centres, city learning centres and mobile facilities.
• Continuing investment in core ICT infrastructure 

to enable improved service provision e.g. 
broadband rollout, e-mail, e-forms, internet and 
intranet access. 
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Efficiency and value for money
We have delivered a sound financial framework 
for the city through a budget that reflects our 
priorities. The 2005/2006 budget is set at £294.772 
million. We received a Formula Spending Share 
increase of 4.9%, less than the national average of 
5.4% for all authorities, a repeat of the pattern of 
below average grant settlements for several years. 
Despite this, we set out a below average council 
tax increase of 3% for Salford’s services and a 3.4% 
increase overall, inclusive of the police and fire 
precepts. In addition:
• Council tax increases since 1993/94 in Salford 

have been the 10th lowest cumulatively in the 
country. 

• We exceeded our LPSA1 target to improve the 
overall annual cost effectiveness of the council. 

Financial capacity has been enhanced in a number 
of ways including:
• The development of a new three year medium-

term financial strategy, supported by rolling three 
year financial forecasts aligned to our pledges. 

• Gradually strengthening the financial health 
of the council in recent years, with reserves 
being built up and supported by a robust risk 
assessment.

• Disciplined financial management and 
monitoring resulting in outturn expenditure 
being within 0.5% of expenditure in each of the 
past four years, with three of the four years 
being underspent.

• Exit strategies for time-limited funded schemes. 
• Prioritisation of resources in line with our 

pledges as part of budget setting. 
• Alignment of funding bids to priorities. 
• Appointment to a new post of Head of 

Procurement and the updating of the corporate 
procurement strategy. 

• Efficiency gains of £3.5 million (£3 million 
cashable) achieved in 2004/05, and a further 
£6.6 million (£4.7 million cashable) planned for 
2005/06. Over the past six years, cumulative 
savings for budget purposes of £20 million have 
been made.

Aligned to these cost reduction initiatives we have 
achieved savings through the introduction of new 
business processes, which have helped us to 
make back office savings (finance, ICT, HR).  This 
has enabled us to redirect resources into frontline 
services.  Historically we gave priority to social 

services and education, whilst highways was 
seen as a lesser priority. In more recent years the 
impact of our efficiency initiatives and our success 
in external funding has enabled us through the 
budget process to direct additional resources into 
the environment, community safety and services 
for young people to address priorities identified 
during consultation processes. The Urban Vision 
joint venture is now helping improve our highway 
investment.

Value for money is a key element of our business 
and service planning process. Using our own 
self assessment tool we have embarked on an 
innovative review of VFM across all services, with 
the aim of identifying future service improvement 
programmes.  We understand that this approach 
is being considered as an exemplar by the Audit 
Commission.

Procurement 
In addition to the diverse procurement mix 
mentioned above, we are leading the procurement 
standards workstream on behalf of the Regional 
Centre of Excellence.

Our revised Corporate Procurement Strategy 
has been implemented, which is leading to 
efficiency savings in agency staff, security 
provision (primarily static guarding and CCTV), 
multifunctional devices (‘clever’ photocopiers 
which also double up as scanners, printers and 
faxes) and e-Procurement.  The strategy supports 
the development of local employment, SMEs and 
Third Sector enterprises and has been augmented 
by the addition of an environmental procurement 
policy. We have also developed an online 
procurement handbook.

We have embraced the principles of ‘Rethinking 
Construction’ and have developed partnerships 
with several providers for contracts between 
£250,000 and £10 million. This has resulted in 
significant cost reductions for both the council and 
contractors. Urban Vision has recently won the 
construction industry ‘Public Project of the Year 
Award’ for the development of Cadishead Way. 
This programme was completed 36 weeks ahead 
of schedule realising a total saving of £1.1 million. 
Under the terms of the partnership the savings are 
split on a 50/50 basis between the council and the 
developer.
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Performance Management
We performance manage, not performance 
monitor.

We have had a structured performance 
management framework in place since 2001, which 
operates at all levels of the council.

The main elements of our performance 
management framework are:
• An annual planning cycle that has aligned the 

development of service plans to the budget 
planning process.

• Member involvement - members are closely 
involved in performance management through 
scrutiny committees, Quarterly Performance 
Evaluation meetings and through Lead 
Member Briefings and quarterly performance 
management briefings to cabinet.

• Salford’s Performance Information Network 
(SPIN) - an embedded performance database, 
developed internally and now available online14. 

• Staff development through performance 
indicator road shows, and a regular performance 
publication issued to all staff - ‘The Journey’15, 16. 

• A performance management module for First 
Line Managers Course.

Our existing performance management system has 
served us well, however, it is now being enhanced. 
There are three elements to the new performance 
management system - balanced scorecard 
(planning), software and staff development.

DELIVER  THE
PLEDGES 

   Customer

  Internal
  Processes Finance

Learning 
and

Growth

 

The balanced scorecard is being introduced 
across the authority as part of the development of 
a common and consistent approach to business 
planning and performance management. The 
corporate scorecard contains priorities for the 
council under each of the four perspectives below 
The scorecard has been created at the corporate 
level and is being rolled out within each directorate. 

We were chosen as an ODPM ‘pathfinder’ authority 
to implement a new performance management 
framework. We will shortly be implementing the 
performance management framework (PMF) 
which has been developed with a number of other 
authorities17. This is to further ensure a consistent 
and embedded approach to performance 
management across the organisation and to 
drive continuous improvement. The system will 
demonstrate how the work that we do comes 
together under our priorities and objectives, 
showing how individual work plans link to our 
strategic aims and mapping out Salford’s ‘golden 
thread’. The framework will provide data to inform 
and manage our performance. 

Managing risk
Business continuity and emergency planning, 
together with risk management are essential 
elements of our annual planning cycle and 
performance management framework.  We 
have strategies and procedures to support the 
implementation and review of these policies 
including:
• Business planning – requires all directorates 

to incorporate business continuity, emergency 
planning and risk management into service and 
operational plans.

• Training and development – we have a 
rolling programme of corporate training and 
development programmes that include business 
continuity and emergency planning and risk 
management.

• Project managers are required to assess and 
address risks when developing projects.

We have a corporate risk register that is supported 
by a corporate risk management strategy, and 
corporate business continuity and major incident 
plans that summarise the high level policies and 
strategies of the council in these areas. 
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Image
To complement our customer focus we have 
invested in a range of campaigns to communicate 
our ambition and involve the community (see
page 7).

Achievements
In this section we will provide an overview of some 
of our recent achievements and demonstrate how 
we work with our partners and the community to 
achieve real progress.

Market research company MORI reported that 
Salford was one of 12 councils whose increase in 
customer satisfaction was ahead of the national 
trend.

Sustainable communities and transport
While all our pledges will contribute to the future 
achievement of sustainable communities, those 
central to this priority are:
• Creating prosperity in Salford.
• Enhancing life in Salford.
• Promoting inclusion in Salford.

We know that tackling the issues facing our local 
economy is fundamental to achieving a sustainable 
future for our city. We have made significant steps 
in attracting new investment and jobs, to overcome 
issues of employment.

Salford, makes a major contribution to the Greater 
Manchester South sub regional economy which 
is at the economic centre of the North West, 
generating 40% of its GVA, and at an estimated £36 
billion in 2002 (latest figures) is the second largest 
sub-regional economy outside London and the 
Greater South East.

• Unemployment in the city continues to fall and 
is becoming more closely aligned with regional 
and national averages. It currently stands at 
3.8% compared to 3.6% in Greater Manchester 
and 3.5% in the North West.

• Between February and May 2005 our 
employment rate increased by 2.1% which 
equates to approximately an additional 2,500 
people in work. Our employment rate (73.4%) is 

higher than the Greater Manchester average of 
73%.

• We have assisted 200 local people from 
disadvantaged communities in Salford into 
sustained employment, achieving our LPSA 
target for employment via our Jobshops.

• Salford Action Team (delivered in Salford by 
Jobcentre Plus) has consistently been ranked 
2nd and 3rd in the country for achievement of its 
13-week job retention targets.

Case Study: The Salford
Construction Partnership
The Salford Construction Partnership has been 
established in response to local employment 
opportunities that will be created through 
the significant investment planned in the city. 
The partnership is committed to working 
with key local construction employers to 
meet future requirements in terms of skills, 
shortages, availability of local labour, industry 
needs, training requirements and to develop 
a coordinated approach to support Salford 
residents and businesses. More than 200 jobs 
and 100 apprenticeships have already been 
created as a result of the partnership between 
the council and construction companies.

• In 2005 we have been awarded the City of 
Enterprise award for supporting local business.

• In 2005 an independent business survey 
identified that satisfaction levels amongst 
business service users in Salford were extremely 
high at 78%.

• 300 investment enquiries were handled in 
partnership with MIDAS and 16 businesses 
moved or relocated to Salford, which has helped 
to create 414 jobs and safeguard a further 335 in 
2004/05.

• A range of new developments have been 
completed, resulting in 16,000 and 13,106 
square metres of new industrial and office 
development respectively in 2004/05.

• Interest has increased from investors and 
developers, as evidenced by significantly 
increasing development enquiries and planning 
applications in recent years. In 2004/05, the 
council received 2,290 planning and related 
applications, compared to 1,609 in 2000/01.
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Case Study: Salford Quays
The council has led the transformation of the 
former Manchester Docks into the nationally 
acclaimed Salford Quays18 and the creation 
of a spectacular destination with world-
class attractions including The Lowry - with 
the largest public collection of L S Lowry’s 
work.  The Quays includes theatres, galleries, 
designer shopping, museums, modern 
architecture, river cruises, water sports and 
a mix of business and residential buildings. 
Now recognised as a key economic driver for 
the conurbation, the Quays is established as a 
major centre of employment with over 10,000 
jobs (more than in the heyday of the docks).

The Lowry has secured Salford’s place as a 
national destination and an international focus 
for the arts, culture and theatre.  It attracts 
850,000 visitors per year.

Salford played its part in the 2002 
Commonwealth Games by hosting the 
triathlon, and 20km and 50km walking events19. 
The Quays has consolidated on this success by 
becoming the venue for the annual ITU World 
Cup Triathlon event.

The Central Salford Urban Regeneration Company 
was established in February 2005 to co-ordinate 
and add value to existing regeneration initiatives. 
A strategic Vision and Regeneration Framework 
for the area will be finalised in winter 2005. This 
will help to position Central Salford to be able to 
benefit from and contribute to the development 
of the core of the Manchester sub region and to 
deliver cross-neighbourhood interventions and 
benefits.

We have adopted a thematic approach to delivering 
area-based regeneration. We have successfully 
implemented a range of Single Regeneration 
Budget20 (SRB) and other related programmes 
which have been formulated to tackle the social, 
economic and physical issues facing some of our 
more deprived communities. Since 2000 SRB5 has 
delivered:
• 965 jobs across the city.
• 923 people trained and into employment.
• 115 new businesses.
• 367 private sector homes improved in Langworthy.
 

“I was overwhelmed with Seedley and 
Langworthy’s entry (into In Bloom). In all my time 
judging this was the best display of a community 
coming together and community spirit I have ever 
seen.” In Bloom Judge Terry Whitehall.

Our New Deal for Communities Programme21  
(NDC) was devised using new and innovative 
techniques for community engagement. An overall 
development framework for the area has been 
agreed and some achievements include: 
• The proportion of residents in Charlestown and 

Lower Kersal who think the NDC has improved 
the area increased from 22% in 2002 to 47% in 
2004.

• The appointment of Opus (led by Miller Homes 
with Inspired Developments) in March 2005 as 
the preferred developer partner to build up to 
2,500 new homes for the area.

• A range of new community-focused facilities is 
being created in the NDC area. This includes 
the new Energise Healthy Living Centre and the 
Beacon Young People’s Centre (both opened 
Autumn 2005), together with Salford Sports 
Village, the second Healthy Living Centre at St 
Aidans and the Salford Innovation Forum that 
are all planned to open in 2006/2007. 

• 300 private sector homes have been improved in 
the area.

• Over 50 alleyways have been closed and gated to 
date and more are planned in the second phase 
of works.

• 265 residents have been helped into employment. 
• Over 900 properties have been ‘target hardened’ 

which has assisted in reducing the level of 
recorded burglaries and the fear of crime.  

Tackling housing issues has been a major 
challenge.  The “Fresh Start for Housing” set out 
our new approach, a broad strategic framework 
for our Housing Services, which determined a 
customer centred approach that offers choice with 
access and strives for performance excellence. Our 
Housing Strategy and Housing Revenue Account 
have now been deemed ‘fit for purpose’ by GONW. 
The housing strategy and housing regeneration 
functions, have been combined with community 
housing functions to create a ‘whole service/
tenure blind’ structure facilitating closer working 
on the bricks and mortar and customer service 
and support elements of the housing agenda. 
This has been further enhanced through the 
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merger of the Housing Service and the Planning 
and Development Service in a new directorate, 
which has provided the opportunity for greater 
integration.

• A comprehensive stock options review 
consultation has taken place. It has involved 100 
tenant and resident organisations and the direct 
involvement to date of nearly 6,000 tenants and 
their families.

• Robust developer agreements have been 
negotiated that maximise leverage of private 
sector investment alongside public funding. 
We are working with a range of the UK’s 
leading companies including Urban Splash 
and Countryside Properties. We have shown 
innovation in design and relocation products 
- including the high quality, high density housing 
at Broughton Green22  and the innovative use of 
existing stock in Seedley and Langworthy (see 
case study).

• £35 million of HMRF has been deployed up to 
September 2005 delivering significant outputs, 
including over 2,000 homes refurbished, 700 
properties acquired, over 1,100 new homes built 
and a further 2,500 under construction.  

• Over 480 private landlords in the city have signed 
up to our accreditation scheme - exceeding the 
target we set in our first LPSA23.

• Supporting People received Beacon status in 
2004.

• The Petrie Court Film Project which involved 
young homeless people in developing an audio-
visual guide and written material exemplified the 
experiences of youth homelessness and drug 
and alcohol abuse.

Case Study: Seedley and Langworthy
Seedley and Langworthy is an example of 
successful intervention into a failing housing 
market. House values of traditional terrace 
homes had plummeted to around £10,000 and 
have now recovered to upwards of £60,000.
 
The key has been the innovatory Homeswap 
scheme in association with environmental 
works, such as alleygating and community 
gardens. These schemes have helped 
contribute to the increase in values and raised 
quality of life.  

48 Homeswappers moved from clearance 
areas during 2005; 115 in total since 2002. 
Up to 70% of the completed Homeswaps 
have been in two particular neighbourhoods, 
Langworthy North and Seedley West, where we 
have carried out an intensive programme of 
block improvement work.

The transformation of Langworthy North 
encouraged the interest of Urban Splash in the 
adjoining site where 385 terraced properties 
will be converted into exciting ‘upside down’ 
houses. 

Housing Design Award 2005, Project Winner - 
Langworthy Terraces, Salford (ShedKM/Urban 
Splash/Salford CC) Municipal Journal Award 
2005 -Street Scene Achievement of the Year 
(Seedley and Langworthy in Bloom)

The extension of Metrolink through Salford Quays 
to Eccles has significantly improved access from 
all parts of the city region and is enabling local 
people to access the extensive employment 
opportunities in both the regional centre and the 
Quays. 
• Our traffic service has recently been accredited 

as ‘secure by design’ by the Greater Manchester 
Police Authority for its work in designing out 
crime and improving road safety.

• We have been successful in achieving our target 
of delivering the road safety message to every 
primary school as part of our overall strategy to 
reduce the number of children involved in road 
traffic accidents.

• Excellent progress has been made in reducing 
road accident casualties in recent years with a 
27% reduction achieved between 1998 and 2004.

• Green Travel Plans are being actively promoted 
and joint working between Salford City Council, 
Salford University, Salford PCT, Salford Royal 
Hospitals NHS Trust, GMPTE, Metrolink, First 
Bus Company, and the GM Ambulance Service is 
now encouraging more sustainable, accessible 
transport within Salford.

• We have a series of local initiatives including 
‘walking school buses’, school and business 
travel plans and a full time travel coordinator 
post.
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A recent MORI poll shows a marked increase in the 
level of satisfaction with environmental services, 
particularly in relation to the cleanliness of the city. 
This is the result of a range of activities we have 
delivered including:
• Environmental awareness and education 

services are encouraging a sense of pride in 
Salford and its environment through a number 
of high profile projects including mobile 
exhibitions, educational DVDs, sustainability 
software educational resources, eco-schools 
and Salford Special Agents. 

• Our work with Network Rail to combat fly tipping 
on railway land has now been incorporated into 
DEFRA’s Best Practice Guidance Handbook.

• Our waste services, following a Best Value 
review, were awarded a two star rating with 
“excellent prospects for improvement” and 
the Environmental Services Directorate has 
been awarded five Chartermark awards for 
Salford Pride, the bereavement service, public 
protection (environmental health and trading 
standards) and refuse collection. 

• Recycling has risen to 16.1% in the first quarter 
of 2005/2006. We have successfully delivered our 
LPSA1 target focused on increasing recycling 
provision across the city. 

The Friends of the Earth report (Spring 2004) 
placed Salford in the top ten best performing 
authorities in respect of recycling in the country. 
We have received Green Apple Environmental 
Awards for environmental innovation.

Safer and stronger communities
Our ambition is to reduce crime in Salford to the 
North West average by 2015 and to improve the 
perceptions of crime within neighbourhoods. The 
community plan theme, to create a ‘safer city’, and 
our associated pledges ‘Reducing crime in Salford’ 
and ‘Promoting inclusion in Salford’ provide a 
clear focus for a safer and stronger Salford. We 
are making sure that we achieve our ambition by 
playing a leading role in the Crime and Disorder 
Reduction Partnership (CDRP)24. 
• Salford has improved from being the 14th worst 

area in relation to crime and disorder to 25th 
this year, signifying a significant reduction in 
crime rates overall.

• Overall crime (PSA1 floor target) is down 21% 
from the 2003/04 baseline – which is over 5000 
fewer crimes.

• Domestic burglary is down 38% from the 
2003/04 baseline which is 1435 fewer victims.

• We have achieved successful delivery of LPSA1 
targets focused on domestic burglary and 
vehicle crime.

• A campaign to reduce the fear of reporting 
crime has led to a 20% increase in calls to 
Crimestoppers and a 64% increase in arrests 
following information received.

• Detection rates have improved from 14% to 23% 
in the first eight months of this year.

• The DAAT has created a single point of contact 
for public enquiries regarding drugs.

• The number of people accessing drug treatment 
services increased by over 10% during 2004/05. 
Treatment programmes in Salford continue to 
have relatively high retention rates. The Salford 
Drug Action Team was awarded Green Beacon 
status by the National Treatment Agency, one of 
only three DAATs in the North West to achieve 
this.

• In the first six months of this year 156 young 
people entered the Youth Justice System for the 
first time (the target for the whole year is 514). 
This is an indication that preventative activity 
across the city is beginning to have an impact.

We have made good progress in achieving our 
ambitions for reducing anti social behaviour (ASB).  
The CDRP is responsible for the formulation 
of Salford’s ‘Guidance for Tackling Anti-Social 
Behaviour,’ a document that promotes a consistent 
approach across the city when tackling individuals 
causing ASB. This document is used as a template 
for other CDRPs across the country. 

We are using preventative measures in addition 
to utilising ASB legislation. We have developed a 
single point of reporting for anti-social behaviour 
as part a national initiative and are now looking 
to mainstream this through our call centre. We 
have taken an innovative approach to the use of 
statutory orders such as Anti-Social Behaviour 
Orders and Contracts, child safety orders and 
ASBOs on conviction.

Case Study: Police and Trading
Standards Partnership
The council’s trading standards service has 
developed a strong partnership with the police. 
These operations have led to:

>
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• 105 people have successfully been 
prosecuted for illegal underage selling of 
alcohol.

• 4 off-licences have had their licences 
revoked.

• We were the first authority in Greater 
Manchester to implement new government 
guidelines on tackling the trade in stolen 
vehicles. To date nearly £1 million worth of 
stolen cars and parts have been recovered 
through trading standards inspectors 
advising the GMP Stolen Vehicle Squad. 
The Home Office is using the system as an 
example of good practice and Salford officers 
were invited to speak at the Chief Police 
Officers conference in October.

• Stolen vehicles and vehicle parts to the value 
of £1 million have been recovered.  

• £2.5 million worth of counterfeit CDs, DVDs 
and computer games have been recovered.

Crime and fear of crime remains a significant 
challenge.  We are part of the Home Office Tackling 
Violent Crime Programme and Together Anti-
Social Behaviour Action Areas.

The realisation of stronger, self-supporting 
communities is important to us and our approach 
is based upon community engagement and 
neighbourhood management. With the growth of 
increasingly diverse communities in Salford, key 
partners are also promoting a new Community 
Cohesion Strategy to ensure that we remain 
responsive and accessible to members of the 
community.

“Thanks for the opportunity you have given us to 
meet our neighbours, discover friends and plant a 
beautiful garden over the shame we used to carry. 
I do believe you won’t be able to fully evaluate the 
work because it has given many people the ability 
to re-write our destiny.” Jones Field Residents 
Association 2004 to Seedley and Langworthy 
partnership: Strengthening communities in Salford.

• We achieved a ‘Two Star Promising Prospects’ 
rating in relation to community engagement 
and are strengthening our neighbourhood 
work through neighbourhood management.  
The main objective is to provide an integrated 
and responsive service. Our neighbourhood 
management model helps us to ensure that 

mainstream services are shaped and influenced 
by local priorities and it is the council’s aim to 
devolve more decision-making to communities. 

• There is strong evidence of capacity building 
through programmes and training opportunities 
for local people.  We have a training partnership 
with CVS so that there is a holistic approach 
to building the capacity of local people to take 
greater control of the decisions that affect 
their lives. For example, 20 members of budget 
groups from across the city undertook training 
to enable them to make better decisions about 
allocation of the council’s budget devolved to 
community committees.

• We devolve resources on a per capita basis to 
each community committee to enable local 
people to support local priorities. In 2004/2005 
this totaled £551,630, which was spent on 221 
local priorities across the city. The decisions 
about how to allocate this money are made by 
budget groups made up of elected members 
with residents. Many of the recipients of funds 
are local community and voluntary organisations 
which provide a wide range of services and 
activities for local people.

• In Little Hulton, the community committee used 
£54,000 of its devolved budget to match funds 
from other sources and provide CCTV cameras 
in a number of vulnerable locations, which 
were of concern to local people. This has led 
to the community feeling safer and, between 
2003/2004 and 2004/2005, a 49% reduction (85 to 
43) in attacks on public transport.

• In Ordsall, the council’s community development 
worker identified the need to help families who 
were struggling with debt on low incomes. She 
worked with the citywide River Valley Credit 
Union to develop a local membership, so that 
families could save and borrow in a way that 
did not get them into unsupportable debt. In six 
months the membership in Ordsall has grown 
from zero to 110. One family has just had its first 
ever holiday as a result of becoming a credit 
union member.

• We encourage local democracy. Following the 
electoral register canvass in Autumn 2004 over 
54,000 people in the city were offered permanent 
postal voting facilities. Over 26,000 people 
applied to be added to the existing postal vote 
register. In May 2003 we piloted an all postal 
ballot for the local election, increasing the 
turnout to 40.7% (an increase of 60%). 
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We are dedicated to community cohesion and race 
equality principles. We have established a Diversity 
Forum, which has been developed in collaboration 
with the Community Network, CVS and leading 
members of the BME community. Its work follows 
and influences the themes of the Community 
Plan and service delivery. We are committed to 
learning from best practice and, Partners IN Salford 
has established a Good Practice in Community 
Involvement Project. The improvement plan from the 
Best Value Review identifies actions to improve the 
city’s engagement with minority communities and 
strengthen the BME community and voluntary sector.

Our Neighbourhood Management Team has 
worked closely with the Orthodox Jewish 
community and has created a specific forum 
and a children’s centre that is accessible to the 
community. The team and Community Cohesion 
Manager have also been working closely with 
three active Yemeni community groups who serve 
the needs of the Yemeni community in separate 
ways. These three groups were brought together 
to co-ordinate their work, and now have access to 
a community building, have secured a grant from 
Fair Shares for a development worker, and are now 
very active members of the community committee 
in Eccles.

Case Study: Black History Project
Salford’s Black History Project is about 
preserving heritage, showcasing organisations, 
recognising talent, and highlighting 
achievements. Whole communities are able 
to share experiences, as well as learn about, 
and take an active part in black history month 
events. It provides a wonderful platform to build 
confidence and community cohesion. It brings 
together local groups, including the Broughton 
Asian Women/Girls’ Group, Bright Sparks in 
Seedley, the Angel Project and schools.

The project began in 2000, working with Kirklees, 
Ealing, and Sheffield Local Authorities. The 
exhibition offered local community groups the 
opportunity to explore the history of BME groups 
from a historical and educational perspective. 
People learned about their own history through 
the project - for instance, Irish, African and 
Asian history. The project has worked with local 
children and their parents to tackle issues around 
racism and social exclusion.

We gave out more than 350 certificates for 
diversity/cultural inclusion, which were 
presented by the Mayor of Salford. We have 
also formulated a positive partnership with 
Greater Manchester Police and several 
schools in Kirklees, whilst organising several 
workshops at Manchester University and 
community black perspective training courses. 

The Refugees and Asylum Seekers Project won 
the Community Learning Award at the North 
West Learning Awards in 2004.

Healthier communities
The pledge focusing on this priority is: 
• Improving health in Salford.

Our ambition is to eliminate health inequalities and 
improve the health, well-being and social care of 
the people of Salford.
 
Poor health has a major impact on the quality of 
life of many people in the city. Particularly we set 
out to address the issues of:
- Smoking.
- Diet.
- Sexual health.
- Physical activity.
- Mental health.
- Access to services.

• Targets in relation to reducing deaths due to 
circulatory disease and cancer in people under 
the age of 75 were exceeded by 20% and 29% 
respectively in 2004/2005.

• Life expectancy is rising across the city and, 
whilst life expectancy remains lower than 
national averages, more and more people in 
Salford are living for longer. 

• The under 18 conception rate has been reduced 
by over 15% since 1998.

• Much of the progress we have made is due to 
the investment we have made in community 
based services. For example, breast feeding 
is increasing following a range of schemes 
working with new mums. 

• The Salford Smoking Cessation Service is 
recognised as a leading smoking cessation 
service with over 1750 people giving up smoking 
during 2004/2005.

• The quality of health care services delivered 
both by the council and by/with partners is also 
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improving. In 2004/2005 78.5% of BVPIs and 
local PIs connected to health improved.

• The CSCI service inspection of New Directions 
(Learning Difficulty Service) reported “excellent 
joint working” and the Audit Commission 
reported that the joint Community Equipment 
Service was ‘excellent’ in terms of performance 
monitoring and data quality. 

• We are working with the Salford Primary 
Care NHS Trust and the Acute NHS Trusts to 
establish a network of centres that will deliver 
a range of public services including primary 
and secondary health care, pharmacy, library 
and one stop shop facilities. The LIFT (Local 
Improvement Finance Trust) project will develop 
four new centres in Swinton, Walkden, Eccles 
and Pendleton25.

• We have successfully piloted joint working 
arrangements, for example the promotion of the 
flu vaccine campaign.

• We host neighbourhood based events to bring 
diverse communities together to learn about 
healthy living e.g. one event in November 2005 
was held in Eccles that brought together both 
the indigenous and the Yemeni communities.

• We have a well-established Partnership Board 
for Learning Difficulties, which has stewardship 
of the joint commissioning agenda for Adult 
Services, supported tenancies and local health 
services as commissioned by the PCT. The Joint 
Learning Difficulties Services is a regionally 
recognised example. 

• We have been recognised by external inspectors 
for delivering good outcomes for both adults 
and children. The Education and Social Care 
Service Annual Performance Assessment (APA) 
2005 recognised that outcomes for children and 
young people were good in relation to health 
and the CSCI Annual Review of Performance for 
Adult Social Care recognised that the council 
had improved despite the challenges presented 
by the establishment of a new directorate.

Case Study: The Flu Jab Campaign
Every year, flu claims the lives of hundreds of 
older people. In the Autumn/Winter of 2003/04 
a pilot scheme was successfully organised. 
Salford Customer and Support Services worked 
in partnership with Salford Primary Care Trust 
to provide every person over the age of 65 with 
the opportunity to receive a flu jab.

The Primary Care Trust wanted to find new ways 
of accessing older members of the community 
not already engaging in the health service.

The council saw a new opportunity to deliver 
council tax and benefits advice in community 
locations across the city - to maximise benefit 
take up, reduce poverty and put money back into 
the pockets of those who needed it most. So a 
series of ‘drop-in’ sessions were organised. 

The campaign, the first of its kind between 
a Primary Care Trust and local council, was 
clearly communicated as follows:
• GPs letters to every person over 65.
• Leaflets from the council.
• Verbal reminders to any customer in the age 

group who contacted the Customer Contact 
Centre with a routine benefits enquiry.

Once the news spread, other partners such as 
the Department of Work and Pensions, were 
eager to take up an invitation to join in the 
initiative and were able to advise the customers 
on their own brand of benefit take up, which 
assisted them in achieving an increase in their 
own pension credit take up targets.

The campaign resulted in an additional 2000 
people attending ten drop in vaccination 
sessions across the city, all of whom were 
given a free flu jab and a benefit health check.  
The campaign contributed to an increase from 
40% to 73% take up across Salford before the 
target date. 

The council and PCT were awarded the 
Transforming Customer Services Achievement 
of the Year for the ‘Improving Health in Salford’ 
project (Municipal Journal Award 2005)

Older people
We are seeking to meet the needs of older people 
through all of our pledges. Our ambition is to 
work in partnership with older people so that they 
enjoy a high quality of life and are full and active 
participants in the life of the city. 

Having listened to and established older people’s 
priorities we are working in partnership with older 
people, valuing their experience and contribution to 
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expand and join up the services and opportunities 
available to them.

• We are leading on the implementation of the 
National Service Framework, which involves the 
development of guidelines for the identification 
of need, treatment and management of a 
number of key conditions affecting the lives 
of older people. A range of organisations are 
represented and a cascading system ensures 
that links are made with several thousand older 
people.

• The Strategic Health Authority review of 
progress on the Older Persons National Service 
Framework in May 2005 commented positively 
on the meaningful involvement of service users 
and carers.  In addition, the service inspection 
commented on a ‘culture’ of people being 
treated with respect.

• 93% of carers over 65, who are looking after a 
person with learning disability, were assessed 
for services.

• We have significantly above average numbers of 
people living at home.

• We have started a new Intermediate Home 
Care service - offering six weeks recovery and 
re-enablement service at home. 146 people are 
benefiting as of September 2005.

• A Single Assessment Process is being rolled 
out across services, which has improved the 
quality of information and person-centred care 
in partnership with older person/carers.

• A project funded by the ODPM focused on the 
Care on Call mobile warden service, seeking to 
record and analyse when people fall and help to 
ensure a coordinated response, avoiding crisis 
and preventing further falls. The use of assistive 
technology is part of this project development. 
The Greater Manchester Ambulance Transport 
Service and our burglary co-ordination service 
are also involved. A specialist falls clinic is 
available at Hope Hospital to support this work. 
The vision is to replicate this clinic at one or 
more local points so that people do not have to 
travel so far to get the appropriate help.

• As an outcome of adopting a joint Falls strategy 
a range of information has been produced. 
Leaflets containing advice for all the family on 
how to prevent falls are supported by a video 
and DVD starring a local older woman, acting 
for the first time, with input from Liz Dawn of 

‘Coronation Street’, and tea towels with graphics 
showing how to get up from the floor after a fall. 
All of these have been widely distributed.

To help and encourage older people to play a full 
and active role in the community we have created 
a variety of opportunities. To facilitate this we 
have established a web-based information service 
for older people - ASK SID (Salford information 
directory)26 which promotes the full range of 
services and opportunities that are available to 
older people.

We have also piloted an age proofing tool kit, which 
assesses whether services meet an age proofing 
standard of openness, accessibility and relevance.  
Salford Older Peoples Forum scrutinises the 
outcomes.

Examples of opportunities for older people include:
• The mobile library service has over 800 

registered users, many of whom are visually 
impaired. The majority are older people. This is 
an extremely valued service.

• Elderly Persons’ Reading Groups have also been 
established. Initially, an article in ‘Door to Door’ 
invited Residential homes to apply if they were 
interested in having a reading group. Following a 
period of research with the Reader Development 
Officer, groups were started in Midfield Court 
(Broughton) and Ecclesholme (Eccles).

• Luncheon clubs and social clubs.
• Physical activity opportunities with over 40 

Healthy Hips and Hearts groups providing 
exercise and social opportunities.

• Opportunities for learning e.g. through local 
history and arts groups and the University of the 
Third Age.

• Healthy walks network within the city, led by 
Salford Community Leisure.

• We have 13 performance indicators in the 
top quartile, with seven of these directly 
or significantly impacting on promoting 
independence and improving the quality of life 
for older people.

• We are actively reducing poverty amongst older 
people through increasing benefit take-up.

Children and Young People
The pledge that focuses on young people is: 
• Investing in young people in Salford.
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Over the last 18 months the council has planned 
the creation of a new Children’s Services 
Directorate. This has resulted in a fundamental 
change to the way in which services are delivered 
to children and young people and has been 
achieved with minimum disruption to service 
delivery.

We are making good progress in terms of 
improving the quality of life and opportunities 
of children and young people in the city. Our 
achievements are described in more detail in the 
JAR self-assessment, but include:

• Permanent exclusions from school have been 
too high in recent years, but new working 
practices with schools have led to a decrease 
from 13 in the first half term of 2004 to five in a 
comparable period of 2005.

• The number of young people not in education, 
employment or training has fallen from 17% in 
2001 to 9.5% in 2004.

• In Irlam, young people identified a need for 
a BMX track, because riding their bikes in 
playgrounds was seen as anti-social. They took 
part in consultation about the development 
of Princes Park and a group of 10, 15 and 16 
year olds formed a group to turn their idea 
into reality. They worked with staff from the 
Neighbourhood Team including youth and 
health workers to win a grant from the New 
Opportunities Fund, and take their project 
through the planning and development stages. 
The BMX park opened this summer and, during 
the summer holidays, a graffiti artist worked 
with the young users of the track to decorate 
the ramps in a way which fits the environment. 
Local young people feel an ownership of the 
track and feel (and are) safer using the facility. 
The young people who undertook the project 
have learnt a range of skills and know how to 
make things happen in the future.

• The Swinton Car Project received £1,200 from 
the Community Committee devolved budget as 
well as funding from a number of other sources 
to engage 43 young people (15 - 25 years old) 
who are suspected or have been convicted of 
car crime. The young people are referred by the 
police and have learnt skills in car repair, which 
will soon become NVQ accredited. They take 
the cars they repair to banger racing and, in the 
first six months of the project (May - November 

2004), there was a 50% drop in car crime in 
Swinton.

• Our numbers of looked after children are 
relatively high in comparison with other 
authorities. We have invested heavily in both 
fostering and adoption services and to ensure 
capacity and diversity in residential care provision. 

• The number of children adopted as a percentage 
of looked after children has increased to 7.1% 
against a target of 6.5% in 2004/2005.

• Salford had the most improved 5 A*-C GCSE’s 
in Greater Manchester and one of the most 
improved nationally. Pass rates increased 7 
percentage points for pupils receiving 5 A*-C 
grades or equivalent (from 38.3% to 47%).

• Salford recorded the biggest national combined 
increases in English, Maths and Science 
between 2002-2005 at key stage 3.

• One third of Salford’s secondary schools have 
featured in the top 100 most improved schools 
between 2001-2004.

• Between 1998 and 2004 participation in full-time 
education rose from 48% to 63.8%.

• Three high schools and 63 pupils participated 
in Local Democracy Week in October to raise 
awareness and promote understanding of the 
democratic process. Features include ‘be a 
councillor for the day’ and ‘unmask the mayor’.

The next steps ...
We have enjoyed preparing this self assessment 
and we hope you have found it interesting to read. 
We have included a lot of detail and in doing so 
we hope that we have still managed to convey the 
Salford story coherently. Our core message is that 
it is of absolute importance to us that we maintain 
service improvement and achieve transformational 
regeneration across the city.

We have already achieved a great deal and with 
our robust planning and investment processes 
we are well equipped to take advantage of the 
opportunities open to us.  To realise these 
opportunities we must:
• Reduce crime and improve perceptions of crime.
• Maintain long term commitment and investment 

to reducing health inequalities.
• Maintain the step change improvement in 

educational performance and invest in young 
people.
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• Maintain investment in neighbourhood 
management to involve local people and 
ensure inclusiveness amongst the city’s diverse 
communities.

• Maintain progress in improving local 
environmental quality and promoting 
sustainable lifestyles amongst residents and 
local businesses.

• Increase access to, and, provide an appropriate 
supply of well managed, decent housing for both 
current and future residents.

• Ensure the investment attracted by the Urban 
Regeneration Company has spin off benefits for 
the whole city and not just Central Salford.

• Exploit the economic benefits of our central 
position within the City Region, building a strong 
and positive image for Salford with a range of 
audiences.

We know where we are going, we know what we 
want to achieve and we know what we still need to 
do.

We welcome the corporate assessment process as 
an opportunity for us to learn and develop - for the 
benefit of the people of Salford.
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1 www.salford.gov.uk/community-plan
2 www.thenorthernway.co.uk
3 www.centralsalford.com
4 SMART: Specific, Measurable, Achievable, Realistic and Time-related.
5 The seven SDPs are; The Healthy City Forum, The Crime and Disorder 

Reduction Partnership, The Social Inclusion forum, Children’s 
Services Planning forum, The Lifelong Learning Partnership and The 
Living Environment Forum

6 www.salford.gov.uk/communityplan
7 As part of our drive for continuous improvement we are currently 

working with partners to redesign our governance arrangements.
8 www.salford.gov.uk/biglistening.htm
9 www.partnersinsalford.org
10 www.salford.gov.uk/e-government.htm
11 www.salford.gov.uk/contactcentre.htm
12 www.salford.gov.uk
13 www.salford.gov.uk/salfordadvance.htm
14 http://spin.salford.gov.uk
15 www.salford.gov.uk/the_journey.pdf
16 www.salford.gov.uk/the_journey_2.pdf
17 www.salford.gov.uk/performance_management_framework.htm
18 www.thequays.org.uk
19 www.salford.gov.uk/tourism
20 www.salford.gov.uk/srb5.htm
21 www.chalk-ndc.info/
22 www.broughtongreen.co.uk/
23 www.salford.gov.uk/landlord-accreditation.htm
24 www.salford.gov.uk/crimereduction.htm
25 www.salford.gov.uk/lifthappening
26 www.asksid.info/
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