
 

 
 
Notice of a public meeting of  
 

Loans and Grants Scrutiny Review Task Group 
 
To: Councillors Steward (Chair), Potter and Runciman 

 
Date: Wednesday, 4 September 2013 

 
Time: 5.00 pm 

 
Venue: The Giles Room - 1st Floor West Offices (F022) 

 
 

A G E N D A 
 
 
1. Declarations of Interest    
 At this point, Members are asked to declare: 

• Any personal interests not included on the Register of 
Interests 

• Any prejudicial interests or 
• Any disclosable pecuniary interests 

which they may have in respect of business on this agenda. 
 

2. Minutes   (Pages 3 - 6) 
 To approve and sign the minutes of the meeting of the Task 

Group held on 20 May 2013. 
 

3. Public Participation    
 At this point in the meeting, members of the public who have 

registered their wish to speak on an item on the agenda or an 
issue within the Task Group’s remit can do so. 
 
Anyone who wishes to register or who requires further 
information is requested to contact the Democracy Officer for this 
meeting, details of whom are listed at the foot of this agenda. 
 
The deadline for registering to speak is 5:00pm on Tuesday 3 
September 2013. 
 
 



 
4. Loans and Grants Scrutiny Review - Interim Report  

(Pages 7 - 72) 
 

 This report presents the review findings to date together with 
some additional information requested at the last Task Group 
meeting.  Members are asked to consider whether they now 
have all the appropriate information to identify the 
recommendations they wish to make as a result of their work 
on the review. 
 

5. Any other business which the Chair considers urgent.   
 
 
 
 

 

Democracy Officer: 
 
Name: Jill Pickering 
Contact Details: 

• Telephone – (01904) 552061  
• Email – jill.pickering@york.gov.uk  

 
 
 
 

For more information about any of the following please contact the 
Democracy Officer responsible for servicing this meeting   
 

• Registering to speak 
• Written Representations 
• Business of the meeting 
• Any special arrangements 
• Copies of reports 

 



About City of York Council Meetings 
 
Would you like to speak at this meeting? 
If you would, you will need to: 

• register by contacting the Democracy Officer (whose name and 
contact details can be found on the agenda for the meeting) no 
later than 5.00 pm on the last working day before the meeting; 

• ensure that what you want to say speak relates to an item of 
business on the agenda or an issue which the committee has 
power to consider (speak to the Democracy Officer for advice 
on this); 

• find out about the rules for public speaking from the Democracy 
Officer. 

A leaflet on public participation is available on the Council’s 
website or from Democratic Services by telephoning York 
(01904) 551088 
 
Further information about what’s being discussed at this 
meeting 
All the reports which Members will be considering are available for 
viewing online on the Council’s website.  Alternatively, copies of 
individual reports or the full agenda are available from Democratic 
Services.  Contact the Democracy Officer whose name and contact 
details are given on the agenda for the meeting. Please note a 
small charge may be made for full copies of the agenda 
requested to cover administration costs. 
 
Access Arrangements 
We will make every effort to make the meeting accessible to you.  
The meeting will usually be held in a wheelchair accessible venue 
with an induction hearing loop.  We can provide the agenda or 
reports in large print, electronically (computer disk or by email), in 
Braille or on audio tape.  Some formats will take longer than others 
so please give as much notice as possible (at least 48 hours for 
Braille or audio tape).   
 
If you have any further access requirements such as parking close-
by or a sign language interpreter then please let us know.  Contact 
the Democracy Officer whose name and contact details are given 
on the order of business for the meeting. 
 
Every effort will also be made to make information available in 
another language, either by providing translated information or an 
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interpreter providing sufficient advance notice is given.  Telephone 
York (01904) 551550 for this service. 

 
 
Holding the Cabinet to Account 
The majority of councillors are not appointed to the Cabinet (39 out 
of 47).  Any 3 non-Cabinet councillors can ‘call-in’ an item of 
business following a Cabinet meeting or publication of a Cabinet 
Member decision. A specially convened Corporate and Scrutiny 
Management Committee (CSMC) will then make its 
recommendations to the next scheduled Cabinet meeting, where a 
final decision on the ‘called-in’ business will be made.  
 
Scrutiny Committees 
The purpose of all scrutiny and ad-hoc scrutiny committees 
appointed by the Council is to:  

• Monitor the performance and effectiveness of services; 
• Review existing policies and assist in the development of new 

ones, as necessary; and 
• Monitor best value continuous service improvement plans 

 
Who Gets Agenda and Reports for our Meetings?  

• Councillors get copies of all agenda and reports for the 
committees to which they are appointed by the Council; 

• Relevant Council Officers get copies of relevant agenda and 
reports for the committees which they report to; 

• York Explore Library and the Press receive copies of all public 
agenda/reports; 

• All public agenda/reports can also be accessed online at other 
public libraries using this link 
http://democracy.york.gov.uk/ieDocHome.aspx?bcr=1 
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Loans & Grants Scrutiny Task Group  4 September 2013 
 
Loans and Grants Scrutiny Review – Interim Report 
 

Summary  
  

1. This report presents the review findings to date together with some 
additional information requested at the last Task Group meeting.  
Members are asked to consider whether they now have all the 
appropriate information to identify the recommendations they wish to 
make as a result of their work on the review. 
 
Background to Review 
 

2. In January 2013 the Corporate & Scrutiny Management Committee 
Members considered a scrutiny topic submitted by Cllr Healey and Cllr 
Runciman on how loans/grants from CYC to outside organisations 
were being monitored.  The topic was submitted as a result of the 
collapse of the North Yorkshire Credit Union, for which the Committee 
were informed there was an ongoing investigation. 

 
3. The Committee agreed they would like to receive an update on the 

results of the investigation into the collapse of the North Yorkshire Credit 
Union, on its completion.  However, they agreed the focus of the 
scrutiny review should be to look forward to provide guidance on best 
practice for monitoring future grants/loans provided by the Council. 
 

4.  On that basis, the Committee agreed to proceed with the review and set 
up a Task Group to carry out the review on their behalf. 

 

Information Gathered 
 

5. An initial meeting of the Task Group held in March 2013 established 
that the issuing of loans and grants was not overseen by Corporate 
Finance and in most cases the decision was taken at Directorate level 
with no central record of all the loans and grants made each year, 
other than the information recorded on the Financial Management 
System.  
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6. Members considered a list of all the loans and grants made by the 
Council in the financial year 2012-13 and chose six for further analysis 
and scrutiny – see list below:  
 

Description Original value  
of loan / grant 

Grant or 
Loan 

Current 
amount O/S 

Bike Rescue 30,000 loan 22,443.36 
Codebreaker Ltd 2,100 loan 2,100  
York Homestart 26,636.85 grant n/a 
Homelessness Strategy 325,927.78 grant n/a 
Parenting Commissioning 
Programmes 2,500.00 grant n/a 

Warm Homes, Healthy 
People 15,491.25 grant n/a 

 
7. In May 2013, the Task Group received detailed information on each of 

the above loans/grants as shown below:  
 

8. Bike Rescue 
This loan was provided to the Bike Rescue Project in March 2010.  
The full reasons for the loan were outlined in the report to Cabinet on 
2nd March 2010, but in summary it was to cover a shortfall in funding to 
convert a former electricity sub station into a secure cycle park at 
Lendal Bridge.  The total project cost was £300k of which £270k was 
funded through the Local Transport Plan. 

 
9. The Cabinet report provided a full analysis of the potential risks and 

how these would be mitigated.  It also set out the reasons for offering a 
loan rather than a grant. 

 
10. The loan is being repaid on a monthly basis, with interest being 

charged at 4.43%.  It is monitored by Property Services who are in 
regular contact with Bike Rescue. 
 

11. Codebreaker Ltd 
The loan was originally awarded in May 2007 as part of the Council’s 
2006/07 support to Voluntary and Community Organisations and was 
approved by the service manager at that time.  The loan was to help 
with the cost of attending a Rugby Festival in France on the basis that 
it provided benefit as a cultural exchange and would secure the future 
of French teams travelling to York in future years.  The monitoring 
arrangements included measures to identify the number of children 
participating in sport and the diversity of the teams participating in local 
tournaments. 
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12. The organisation signed a loan agreement agreeing to repay the loan 
in 3 instalments over a 9 month period meaning the loan should have 
been repaid by February 2008.  However, the organisation defaulted 
on the loan and the Council was not been able to recover the 
outstanding payments.  The loan was written off in November 2012. 
 

13. York Homestart 
Homestart is a family support charity which works with families and 
children providing preventative early intervention work to reduce the risk 
of children becoming looked after.  This activity is an integral part of the 
Council’s multi agency strategy of Keeping Families Together and this 
provider works with CYC Children’s Services under a funding 
agreement / Service Level Agreement (SLA) to deliver this.   

 
14. In terms of monitoring, a CYC employee is on the governing board and 

all payments made are authorised by the Assistant Director. 
 

15. Homelessness Strategy 
The Homelessness Strategy grant is a national programme funded by 
the Department for Communities and Local Government.  The funding 
covers a wide range of projects, some of which are Council run, or 
internal services, as summarised in the following table. 

 
Summary of Homeless Strategy Grants £ 
Bond Guarantee Scheme - INTERNAL 5,000 
Nightstop - SASH 15,000 
Foundation  - Youth HL worker  17,448 
Howe Hill YP Hostel - INTERNAL 26,000 
Mortgage Rescue Post - INTERNAL 15,000 
Mortgage Rescue Cases 15,000 
Single Access Point - INTERNAL 18,000 
Yorhome - INTERNAL 20,000 
CAB Housing and Debt project 35,500 
Peasholme Charity (resettlement centre) 91,019 
Salvation Army Early IPT 87,992 
Salvation Army -travel warrants 5,000 
Keyhouse - legal assistance 5,000 
meeting and training 1,200 
IDAS multi-agency training 500 
Severe weather 700 
Homeless strategy consultation  1,500 
Elderly persons leaflet / road show 300 
Housing Options Worker - INTERNAL 28,000 
Total 388,159 
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16. Overall, the purpose of this funding is to help achieve the Council’s 

statutory duty to the homeless.  The grant was originally paid as a 
rough sleeper grant which was subsequently merged into a homeless 
prevention grant.  Grants are given to various internal and external 
organisations to provide services that will either prevent homelessness 
or are directly provided to those customers who are homeless.  The 
services provided are directed through law, Department of 
Communities & Local Government directives and locally by the 
Homeless Strategy as approved by Cabinet. 

 
17. The main emphasis of the funding has been to reduce the number of 

rough sleepers and reduce the numbers of homeless living in 
temporary accommodation.  Reports are provided to Cabinet annually 
to report progress and recent reports show success in both these 
areas.  In addition, homelessness statistics are provided to 
Government on a quarterly basis to monitor progress and services are 
required to submit quarterly reports setting out the numbers of people 
accessing services. 

 

18. The performance of all projects is monitored regularly and in 2010/11 
this process picked up some concerns regarding the vulnerability of 
the CAB Bond Guarantee Scheme due to reliance on 1 staff member 
(e.g. at times of absence) and cost saving exercise.  As a result, and 
following discussion with CAB, the decision was made to provide 
service in house and the grant funding was released to support new 
initiatives in Young Persons accommodation. 
 

19. Parenting Commissioning Programme 
The funding concerned is given to Relate for the ‘Delivering the Storm’ 
programme for parents of teenagers.  The programme covers a need 
identified, in partnership with community colleagues, for sex and 
substance misuse education for parents of teenagers. The programme 
is an option for faith schools as it is perceived to focus more on 
relationships than ‘activities’.  It therefore supports the equalities 
agenda. 

 
20. The funding covers 2 programmes each working with up to 20 parents. 

It is financially bench-marked against other parent programme delivery 
and is verified as delivering good value. 

 

21. The multi-agency Parenting Steering group, which comprises local 
partners and providers, is consulted on the funding. The delivery 
partner is recognised as having particular skills and experience in this 
particular element of support. 
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22. The funding is approved by the Strategic Planning and Commissioning 
Manager and Parenting Programme manager under CYC financial 
regulations. There is an SLA for the funding. 

 

23. The programme is monitored in the following ways: 
 

• For content initially, it is a nationally recognised programme, 
delivered by a nationally recognised voluntary organisation 

• For take-up through reports on attendance  
• For effectiveness through reports from the schools involved (3rd 

party evaluation).   
 

24. This close monitoring minimises the risk to the Council along with 
payments being made in arrears. Identification of poor delivery would 
lead to measures to improve or curtail future delivery. 
 

25. Warm Homes, Healthy People 
The Warm Homes, Healthy People grant is a national programme 
funded by the Department of Health. 

 
26. This grant has 2 key aims; 

• Increasing the capacity of the existing First Call Age UK 50+ 
(FC50+) signposting and information service. 

• To build on the network of community volunteers within the city 
to ensure older residents stay safe, healthy and warm by 
signposting to the FC50+ service. 

 
27. There were conditions attached to the funding provided, including: 

 
• Ensure all care agencies, statutory & voluntary partners and 

community networks are aware of the ‘Get Ready for Winter’ 
checklist with a specific aim to distribute 1000 check lists. 

• Minimum of 100 Free Home Energy Audits provided to older and 
vulnerable people. 

• Provide and publicise checklist and contact list. 
• Increase hours of FC50+ service during extreme weather. 
• The provision of:  

Ø A vital shopping service, prescription collection, general 
monitoring and support to engage services of plumbers, etc. 

Ø 100 emergency packs. 
Ø 25 emergency heaters on short term loan if boiler breaks 

down. 
Ø Emergency fund to provide small loans to enable boilers to be 

repaired quickly. 
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28. The delivery is monitored by regular meetings with Age UK and 

specific information is provided on the targets outlined above.  The 
allocation of the funding is agreed by a panel including representatives 
from Public Health, Neighbourhood Management and the Yorkshire 
Energy Partnership. 
 
Analysis 

 
29. The process of seeking out the information on the above loans and 

grants highlighted some incorrect coding which made it difficult for the 
Corporate Finance Team to produce a comprehensive list directly from 
the finance system.  As a result of this review, the finance team have 
reviewed all their records of the council’s loans and grants and have 
identified and corrected all the coding errors.  They have also agreed a 
common approach for the future to enable a clearer and more 
transparent picture of the Council’s loans and grants at any given time. 
 

30. In regard to the Codebreaker Loan referred to in paragraphs 10-11 
above, the Task Group queried what steps had been taken to recover 
the outstanding balance on the loan, and learnt that initially numerous 
attempts were made by an officer in the Leisure admin team to contact 
the company, but on each occasion they were unable to speak to 
anyone.  This prompted the raising of a debtors invoice on 3 
September 2010 addressed to the individual at the company who had 
completed the loan agreement.  
 

31. In turn, this initiated the council’s debt recovery procedures i.e.: 
 

• A reminder letter was sent out 28 days after the invoice 
• On 15 October 2010 a legal letter was sent out 
• On 21 October 2010 a further legal letter was sent 
• The invoice was put on hold but on 1st March 2011 it was taken off 

hold when another letter was issued 
• On 10 March 2011 the customer rang disputing the invoice – this 

prompted the invoice being put on hold again 
• On 28 April 2011 the invoice was taken off hold and another letter 

issued 
• This prompted the customer to ring again disputing the invoice 
• In March 2012 the debt was passed to bailiffs for recovery 
• In July 2012 proof of debt was received and the company went into 

administration which resulted in the invoice being recommended for 
Write off. 
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32. Having considered all of the information on their chosen loans and 
grants (as listed above), the Task Group recognised that due to their 
variety it was not possible to see any common or recurring issues.  
However, it did raise a number of questions and finance officers were 
charged with providing additional information on the following: 
 

• The application and assessment process for loans and grants.  
• How associate risk is assessed 
• The mechanics of setting/calculating interest rates 
• The measurable targets set for monitoring outcomes 
• The monitoring of loans and grants 
• Debt recovery procedures, including disputes 
 

Additional Information Gathered 
 
33. Grants Application Process 

The Task Group learnt there were numerous ways in which 
organisations could access grant funding from the Council and officers 
provided the following information on ‘Community York’ as an example.  
 

34. ‘Community York’ is a grants fund recently created by City of York 
Council that brings together a number of existing funding streams for 
voluntary sector organisations in the city.  The fund was set up to 
ensure that CYC investment in voluntary sector grant funding is 
managed in a cohesive and transparent manner which ensures the 
greatest impact and value for money for residents of York. 

  
35. The fund has two distinct aims: 
  

• Provide high quality additional services to York residents in line with 
the four “Community York” themes 

 
• Support voluntary sector organisations to deliver outcome-focused 

services with demonstrable impact 
  
36. The Task Group learnt there was no overarching council wide process 

in place for allocating and managing grants.  However, work was 
ongoing to update the Council’s financial regulations to include a section 
specifically dealing with grants. 
 

37. Criteria for Awarding a Grant  
The Task Group learnt that the Council no longer had a dedicated 
grants officer, and grants were now being issued by individual managers 
based on criteria they determined locally.  This meant there were a 
number of budgets from which grants could be issued.   It was also not 
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clear from the work on the review whether the same criteria were being 
used across all services. 
  

38. Risk Assessments for Grants  
The work on the review identified the assessment of risk as a weakness, 
given there was no clear system for risk assessment.  Finance officers 
agreed this needed to be included within the guidance being prepared 
and in the revised financial regulations. 
 

39. In regard to Grants, in light of the additional information provided the 
Task Group agreed that all officers should follow an approved process 
when making a decision to award a grant.  This should include carrying 
out risk assessments, an investigation of the financial standing of the 
organisation involved and approval levels and monitoring arrangements.  
They therefore suggested that a corporate template be developed and 
written guidance be disseminated to all budget managers. 
 

40. Assessment of Loans  
The Task Group noted that the Council had granted relatively few loans 
and in each case they were in exceptional circumstances.  Also, that in 
the last 3 years all loans made had been agreed by Cabinet after careful 
consideration of whether they offered the best value, whether their 
purpose met the council’s priorities, and whether it was the only viable 
option available, or if the council could instead help the organisation 
access other external funding.  It was also confirmed that in all cases an 
assessment had been undertaken as to the financial viability of the 
organisation and a risk assessment had been completed. 
 

41. Interest Rates 
The Task Group learnt that the interest rates applied to loans were 
determined on a case by case basis and that the relevant rate was 
included in the loan agreement.  For example, the loan to Yorwaste was 
agreed at bank base1 rate plus 1%.   
 

42. Debt Recovery Procedures  
The Task Group were pleased to note that officers follow standard 
council recovery procedures and individual officers are tasked with 
ensuring repayments are made within their area.  It was agreed that this 
should be made explicit within the corporate template and guidance to 

                                                 
1   Given the historically low levels of the base rate and concern with regards to state aid 

(borrowing below the interest rates available on the market) the Council has set a base rate 
floor at 1.5%.  The interest rate will therefore vary as the base rate changes, ensuring the 
return on a loan remains in line with economic and market conditions. 
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be introduced, and full details should be included in the financial 
regulations.   
 

 Outstanding Information 
 
43. Service Level Agreements (SLAs) - Standards, Quality & Criteria 

Applied  
At the meeting in May 2013, the Task Group queried at what level SLAs 
were prepared, if there was a template, if measureable targets and  
monitoring levels were being applied etc.  The Task Group also 
suggested that any agreements which referred to other documents e.g. 
performance management, should always have those documents 
attached as an appendix to the agreement.   
 

44. In addition, the Task Group agreed that as with the criteria for awarding 
a grant (see paragraph 39 above), it would be helpful if a corporate 
approach was agreed, and suggested that a template together with 
officer guidance notes be introduced to support the process of 
producing an SLA.  
 

45. As a result, the Corporate Finance team have analysed all of the SLAs 
in place for 2013/14, looking at the standard, quality and criteria applied 
etc.  Three examples have been provided for the Task Groups 
consideration – see Annex A. 
 

46. The team found no standard SLA in use, and noted that individual 
officers were able to construct agreements that best suited their 
particular service area.    With this in mind, and taking into consideration 
the views of the Task Group suggesting a corporate approach be 
introduced, the Corporate Finance Manager has drafted a corporate 
SLA template together with some guidance notes for the Task Group to 
consider – see Annex B. 

 
47. The Task Group also queried:  
 

• Best practice by other Local Authorities.   
 

• The percentage of CYC loans/grants defaulted on i.e. in the case of a 
loan, how many were not fully repaid, and in the case of a grant how 
many did not achieve the aims outlined in the grant request.   

 
• In regard to the Codebreaker Loan referred to in paragraphs 11-12 & 

30-31 above.  They questioned the timings for each stage outlined in 
paragraph 31, the reasons why the invoice was put on hold and 
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taken off hold so many times, and what the Council was expecting to 
happen when the account was on hold. 
 

48. In response, the Corporate Finance Manager has provided the following 
information:  

 
49. Best Practice Examples – Having researched the information available 

from a number of councils it is clear that each council has a widely 
different approach e.g.:   
 
• Kirklees Council has a Grant Access Point (GAP) and organisations 

are required to register every 3 years in order to be eligible for grant 
funding.  Once registered, however, they can apply to any council 
department for funding.  Registration includes gathering information 
about the organisations aims and governance arrangements.  
  

• Brighton Council has lots of information about who they fund and why 
on their website.  It sets out the amounts, when agreements will be 
reviewed and an officer contact within the Council for each grant. 

 
• North Yorkshire County Council has a grants section on their website 

that lists the organisations receiving funding, the amount and a brief 
outline of the purpose of the funding. 

 
50. It is clear from the limited research undertaken that more could be done 

to improve transparency for the tax payer and make greater use of the 
Council’s website to share information on grants provided and available 
to the voluntary and third sector. 

 
51. Defaulted Loans - There is no separate recovery route on the Council’s 

systems to distinguish write offs of loans from other debts, so it is not 
possible to isolate that information.  They can only be identified if the 
name of the organisation that has defaulted is known.  It may be 
possible to set up a separate recovery route on the system to allow the 
Corporate Finance Team to identify and actively monitor this information 
in the future.  This would need to be investigated further. 
 

52. Codebreaker Loan - The account was put on hold in an attempt to allow 
the organisation more time to repay the debt. At the time, officers were 
trying to resolve the issue without the need for legal proceedings.  With 
the benefit of hindsight this was clearly not the correct way to proceed. 
However, it was done with the best of intentions and was considered the 
best way to resolve the issue and recover the loan. 
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Implications 
 
53. Implications associated with the recommendations arising from this 

review will be identified and included in the Task Group’s draft final 
report, once the Task Group have agreed the recommendations they 
wish to propose to the Corporate & Scrutiny Management Committee.   
 
Council Plan 2012-15 
 

54. Whilst the review does not directly support any of the priorities within the 
Council Plan, the work of the review will help to ensure that the Council 
is effective in its financial monitoring of loans and grants, which in turn 
supports the work of external businesses, community groups, charities 
and other organisations. 
 
Risk Management 
 

55. The risk to the Council of not effectively monitoring the allocation of 
loans and grants and their outcomes, could result in some not 
achieving the outcomes that were set when the grant or loan was 
agreed, and/or loan repayment terms not being met. 

  
Recommendations 

 
56. Having considered the information contained within this report, the 

Task Group are asked to agree whether any further information is now 
required to enable the identification of appropriate recommendations 
arising from the scrutiny review. 

 
57. If no additional information is required, the Task Group are asked to 

identify the recommendations they wish to make as a result of their 
work on this review. 
 
Reason:     To conclude the work on this review in line with scrutiny 

procedures and protocols. 
 

Authors:  Chief Officer Responsible for the report: 
Melanie Carr 
Scrutiny Officer 
Tel No.01904 552054 
melanie.carr@york.gov.uk 

Andrew Docherty 
AD Governance & ITT 
 
 
 

Report Approved ü Date 22 August 2013 
 
Wards Affected:  All 
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For further information please contact the authors of the report 
 
Annexes 
 
Annex A – Examples of Current Service Level Agreements 
Annex B – Draft SLA Template & Guidance Notes 
 

Page 18



Annex A

Page 19



Annex A

Page 20



Annex A

Page 21



Annex A

Page 22



Annex A

Page 23



Annex A

Page 24



Annex A

Page 25



Annex A

Page 26



Annex A

Page 27



Annex A

Page 28



� �

�
�
�

�
����������	
������
��
����
����	����������
��

�

�
�
�

	�����������������������
�

��� �����
�

�!�"����#�	�#!!��
�
�
�
�
�

$�%�
�

�#��
��&�!'��!�"�
!(������
�

�
�

Annex A

Page 29



� �

�

�
��
�	�
�
�
�
�����	
��
�� � ��

�	
�����������
��
����	���

�����	
���	� �	��
��
����
�	

��������
�

�����	
������� � ������
�
���������
����
�
�

�����	
��	��� � ��
�����
���
������
�
�����	
�

�����	
������ � �����������
��

�
�
�
�
�

� ���� ��
�
��������
�
�
�
�
�
�
�

Annex A

Page 30



� !

	����!�����)����**�!�+��,-������*�$�%�	�!.��
�

����!%(���!��

�"�� ���
��������� #������������
�� $�#�%� �	���
� ������	��
�	
�	&� ����'	�(�)�������		��
�
��*	���
��+���	���,�	����� $����,�	����%"� � -�� �
������������
�'	�(�)�������		��
$���� ���		�%� �
�� ���� *��+� 	&� '	�(� *	�
���� $���� *	�
���%"� � -�� �������
� ���� �����	�
�
�������
��������.���������//0"���������		�������� ����
����
���
�	

��������
��
����
�����#�� ���	�������	���
	�
1� �	�������� $�����*�*�2���	��
�*�
������
�����
��
*	�������%"� � ���� *	�
���� ����� � ����
�� ��
� ��
�	

��������
� ���	���� ���� �

�
��
��
.�����	��	&�*	���
����
��
��*������"�

�
��**�!���

�"�� ���� 	��������
�� ��

�	
� &	�� ���� *	�
���� $*	���
����
� �
�� *������%� �
� � 3�	� ��(��
��&��	
������
�
���
����������	��	���
����
������������	��	�����	������	���	&��
"4�

�"!� ����*	�
���� ������	
��	�� �
�����
���� 
����

� 	&� ��
���

�	
� 
������
�� ���	���� 5�
	���	��
"�����������
��+��/�!6�

�� /�,�$�����$��*�$�%�	.$��*)��#	�����	���
����
����������
����
�
��+��������
��������
	�
�������������������
���
�	+�
�������7�����+����
�
��&��������
��
��	��
�
����
��

�� ���������'�*�&��*)��'	�(��������������������
�������������	
�����
��
����������&�
�+��
�
	&��
+����+��
������	�
��+�

�� ��$�����)������������	&�'	�(������
������������
���
��
&	���������
�
��	��	���
����
�
����������	
��������
���
������	�
��+���

�� ��
(��(�$���''���'!���!(�����!.��)��'	�
����	�����
�'	�(������������
�������������+�
�
���	
��������
�������
��	�������
������	�
��+�

�

�"5� -
�	�����&	������,�	������	��	
���������	�������	���8�	���	��
������,�	���������������	6�

�� ,�	�����
���	��	���
����
�&	��+	�
����	�����
�������
��	������+
�����+��������
���	�����	���
��+�
�	����
��&��
�

���	������
�����������	�������	����
���
"�

�� ,�	����
���������	��	���
����
�&	���
���2�����
�
������	��
��	���(��������
�
�	���
�
����+
������������+"�

�� ����	����	����
��		�
��	�����	���������,9��������������	��
�	
��
���
����������
�	�	&&���&�����	��
�	&������7�����+�,9��
��
��		��
�	�����������(�&	������

����
�
"�

�� ,��+���(�+��	����
����������	���
��	&������	����
�	���
���
&��
�����������	�(�
��
�����	�����
��		�
��
���	���
��+�
�	�������
��
��	����
�
�����������+��
���	2
	���
����	��	���
����
��
��������+
��
�
�	��"�

�� -���	���
�	���
��	��	���
����
��+���	����
�������7�����+�&��������
�����������
��
������
���
���������
������������	��� ���
��	��	���
����
�&	�������	���
��+�
�	���(��������
����	���

��
�
�	��"�

�

�"8� ���
�����
����������������
�����
�
���	����
�������	��
�.����	���
��,��

��
�������
��&����� �� 
������ 	&� 
���	
���� ����	
��� �
�� �	���� 
��������
"� � �	�� � �������:���	
���

Annex A

Page 31



� 5


��������
;���	���9
���
���:<=���	���
�	������

��.�������
��&	��)�������.*����
��
.*��������	
���
��������
;�:	����'	�(
�������	����
��,*���#	����
��������
;��������
'	�(����
���
�����*	���
��+��������+��#����
��'	�(�)�������		����	��
�*	������
�
��.����	���
��,��

"�

�

	�!.��!'�'$�������*�

�">� ����&	��	��
��&��������
�����
��������	����
��#������
�&	���	���
��+��
�6�

�� �������	
�������
�� 
� ��	����
�	��
������
�� ������
����
����
�� ��
���
����	�
�� &��
�

�
�����
�� -*��������
���		��
�� ��&��
�� ���
��
�����	��	����	
�
�� ���

�������
�
�� ��

�
��	���
��
�� 
+
����������&�������
�� �	���
��+�>���
����8��
�����
���		��
�� ����
����		��
�� �+��	������+�
�����
�� ���
��
����������
�� �		�������
�������
�� ��?����

�

�#��*��������!�,��.�!��%�%�

�"@� ���� ,�	����� ����� ��	����� &��������
�� 
�	��
� �����	���
��� ���(���
�� �
�� ��	�	��	

��
��������
��
�&��+���
��7�����+��	
��	��&�
���	

"�

�"A� ����,�	���������������	�������
��	&�����&��������
��+�������
��������������	����
��		�
��
���		�� ��	��
� ,���
��
���
�� �� ����� ��
��� 	&� �	���
��+� 
�	��
� ����
� �
�� ��	��
��
*'*�*	���
����
��
��*������������#	����,�����+�*�������
���
������'	�����������"��
���� ���
�� ����
��
� ����� �� �	��� �	� �
����
�� �����������	
� �
� 
�	��� �
�� ������� ���
����
���	

��������+"�

�"0� ����

��	�����&��������
�������������������
���
���+
������(��	�������
�����������"�����

��		�
� ��������������������
������ ��� �
�������������� �����	���
��+���	��������
��
����� 
	��� 	&� ���� &��������
� ���
�� �	�
��+� �
��� �"�"� �
� ���� ������
�������� �� 
��		��,9�
��

	
���
���
���	
��
���������������

"�������
�����	��
�
������
�	&�����&��������
�
��
����6�

� �	
��+��	������+� � � @6//�����	��/6//����
� �������+� � � � A6//�����	�>6//����

��
��+� � � � A6//�����	�06//����

�"�/�������	������
��	&� ���� &��������
������ ��� ���� ��
�	

������+�	&� ����,�	�������	���
��
	&&�������	�����
���	&����������
��
��
�

�	

��
�������������	�6�

Annex A

Page 32



� 8

�� ,		�� ,�	������� B� ���� ����2������ ��
�� ������ &	�� ������+� 
��		�� 
�����
��
��

	

��������� ����
��	�
����
�������	��
��������
���
��&�
�
�

�	

���7��&����
+	�
�� ��� ������ 
�

�	

�� ��
������ 
�

�	

� �
�� 	&&��
� ����

� �	� �	���
��+�
�7����������
"�����
�����
���		����	��������
����	���
��+��		�������	&&���
	�
&��������

��	�')��������	��������������
���
�������	�����
��		���		(�
�
"�

�� �����+��	������+��		�6� ���
����������� ���
����+��
����+��*9�$�����
��*������
�
�
��9������	
%� �	� �������� �		�� ���������
� �	� ������ ����
�� ��
��������
�0��28����
�	
��+� �	� �����+"� ���
���� 	&� ���
�� �	��
� ��� �
� ���� ��	����
� ��
�	

������+� �	�
�� ���
���
�����	����	&&���
�����
�
��������	������	���
��+"�

�� ���
�

�
������
��������
������6� ���
�� &��������
���
�����	��
��	� ������������������
����
������� �������������������

����
�
�����������')�������
"� �������
���
�
����
	���	
����
���
�
��
����	�����������	���������������	��
	�����	&��
�	��"���

�� ��	��
���������
���
����	��-*��
�������
��	����

�
��	���
��
�����

�������
6����
��
&��������
� ����� ��7����� �
�� �+� ')�� �	� ���	�� ���� ,9� ����������� �	� ��� ����������
���	���	��� ����� ����"� �)	������� ���� ����2�����
��	&� ���
�� &��������
���
���

����
�����	���
��+���
�
	�������

�&	��������	������	������������������
�

�	

��
�����
��+����"�

�� *�?���6� ���
� �
� �	� ��� ��	�������� �
� �� 
�

�	
��� ��?���� 
������� �	� ���	��
����
�
C�������

�����������+��	��
������
�	���
��&��������
�	
�
���"�

�"������� ���� &��������
������������������� &	���
���+� �����������	
�����+��
�����+���
�
�� &	��
����
��
�� ���

�
� ����� �	����
�� 	�� �

������	
�� �
�� &	�� ����� �		(�
�
� &	�� �	����
��
�
���	�������	
"���������������� ��

���������	���
��	&�����+�����	��C	���	&��	��
�
���������
�� �
�����
�� 
��		�� �	����+
�� ���	���� ���� ���		�� ��	��
� ,���
��
����
,�	�������� '	�(� )���� ���		�� 9 ��
���� �������
� �
�� 
��		�� ����� ��
(
�
��	������
"�

�
�#���$�"���

�$�"������$�%���!�!��!��

�"�������
����39
����
�4���
����
���������+������*�*��
������*	�
���"������
���
��
�
�����
��
�� �
���������� �	��

���
�� ����� �������������������� ���� &������+��
����������+�
����

������	���
��+�&������+"�

�"�!��� ���

������(���
�� �
�� ��	�	��	
��� ���
���
�� ��� �
� ������ �	� �

�������(���
��

��
�� �
��&&��������
����������������������
��	&� ����*��+�	&�'	�(�*	�
���� �	�	�	
�����
��	�	��	
�����������"�

�"�5�����	��
�.����	���
��,��
���
��������
���
�������������
�
��
�&���
�������
�
�	
�
���(���
�� �
�� ��	�	��	
� �������

� �	� �����	�� �
�� �
����
�� �����������	
"� �	��
� �����������	&�����&	��	��
�����������
�������
�����������	���
��	&�������	����6�

�� ���(���
���������

��	��	���
������������
����	�	����
���+����
��&����
�����
��
"�

�� D
�
���������		����	��
�,���
��
����,�	��������	������	���
���+�����
���

��		�
"�

�� *	������
�������	���
��	����
����
�����'	�(�)�������		����	��
�*	������
,��

"�

Annex A

Page 33



� >

�� ,�	�	��
��&��������
��
����	������
��	��	�����	���
��+���	��
��
����
���
�
�
�

	�����	

����	������������
��
�������������*	���
��+�.����	���
��������	�
��������
	
2�������	
���
�	��
���
���
��
��
"�

�� E	�(�
�������������9������	
��	������	�����������
���	&��	��
�
��
�
�	�����������
�
��&��
�

��
���	�����������	
"�

�� .����	��
�������������+�D
���<�	��
�$&	�����+�����,���
��
����<�	��%��	��
����
��
������
��������	��
�����
�	��
�	��
����������
��
����	�	��������	�����������	
�
��	������"�

�� E	�(�
�����������,�����+�*�������
�������,��	�+���������*�
�����
���������������
	
���������
�	
���	������	���	�	������������
��	������������	��
�������������
�

��
"�

�� )�������	���
�	�
��
�����
�
����
��		�
�&	������
�
��
���������
���	�	��
������
��
�&��
�	&����������&�
�+��
�

�� E��
�����
��
��
������
�&	������
�
��
��
����
�
"�
�

��$�������!(.*�

�"�8�,�	���� E���� .�
��������
6� ���� ��	����� ����� �
����
�� 	��	���
����
� &	�� ��	���� �����
��
��������
��+��������
��
������&	��	��
�����
���
6�

�� ,�	����
������

��	�&��������
�&	�������&����
������������		���
��)	���		����(
�
�����������		������
�����������������"�

�� .����	��
������+�����	��C	���	&�
��		���	��
�����
�
��	��	���
����
�&	��
�������

��		��
����
�
����	�����������		����	��
�,���
��
����,�	������"�

�� .����	��
��
��	
���+�
��		��������
������	������
��	���	������

�
��
���&	��
��
������+�
�	��
����������
"�

�� ,�	����
������
�
���
���	�����������	
��	��
����
������
������	&��	��
����
��
������
��
���	����
�
���	���
����
������+�
�	��"�

�� *	

����
��������������	���F��������#��
������	������
������+�����
��
��
������
'	�(
�������������	
�&	��.�
������+���	��
��	����
�����	���������	������
�&	��
��	�����������
��������
��
���	���	�	���	��	���
����
��	��
��������
��
����	��
"�

�� ����&������+�������	���+������������	���9
���
�������
���
	��
��������
������

�
�+���	�����������
��������
"�

�� =�����	
�����
����

�	&��������
������-
���
�������(�&�	��-�-�$-
���
�������
�

�
-
��������%��
���

������������������
��	
��
����+�����&	�����

�

��
�
"�

�
�"�>�<���
� �
��E	��
6�������	���������� �����	��	��	���
����
� &	�� ����
� �
���	��
���
��

�
����
�������������������	
��+��������
��
������&	��	��
�����
���
6�

�� .����	��
���&&��������	

������	
����������
����	��������:�(��<���
��
���	�����	�����
�
�����	����'	�(�)�������		�������
��G	�������������
"�

�� -������
��
����������������
��
��
���
�	

���	�����
1�����
"�
�� ,�	����
��
���	��	���
����
��
��	&&���
������������	����	&����������
��
�,9��
��


�	�������	����������
�&		��������	�������
��
�����
����
����������
��&��
�

�
���������
"�

�� 9
�	�����
���	��
��	����+�
�	������	�����������
��	���	�����	���������
(����	�
�����������+�D
���<�	��
��
�
������&��������
"�

�� -
����
�
������
������	&�&������������
��
���	����
��	���	������	
�������	���
�	���
"�

Annex A

Page 34



� @

�� .����	��
����&������&���
��+��	���
��+�
�	��
���	��������
�����
���	��
�
	
�+�
�

�	

"�

�� .����	��
�����(���
���������

������
����&�����+���������	��
"�
�� 9

���
���������	�	��	
�����������
���&������	
�����������
�	&��	��
��
������
�

���
����+
�����+�������"�

�"�@�������
�
�����+�.�
����
�����6� ����� �	�����	���
��+������ �
�����
��
������������
����	+��
���
�����������
����+��	��������
������2������	�(��
���������������	&�����
�	������	
� ���+� 	
� ��
�&��
� &	�� �� 
��
�&���
�� ����� 	&� ������ �
�	��"� ���� �*�*� �����
�����	�� �� �����
�� �	���+� �	� ����� ���� 
���
� 	&� &������
� �
�� �
��������
� 	
� �	��
�
�	��
"�

�"�A�<�	��
� -��
��&���� �+� ���� ,�����+� *���� ���
�6� � *	

������	
� ����� ���� ,�����+� *����
���
�� �
�� ���� ,��	�+� �������� *�
���� ��
� ���
��&���� ���� &	��	��
�� ���������
� �	� ���
��	���������	��������
��
�����	�(�
�6�

�� 9 ����
��	
�,��
������	
��	��
�
�&	�������
"�

�� *	

������	
�
�

�	

��
��� ����
����	������
��������
��	��
�������
��
��
��	��
��
�
"�

�� 9 ����
����	������
��
��
	������
�������	
�&	������>/H��	���
��+���
�����
��
9 ��
����������
���� ����
��&	�����	������
��������+���	���"�

�� 9 ����
����	������
��������
���	
�2
������	��
��
��+	�
��&������
���
(����	�
�����������������	������"�

�� ��&�����
��	���+
������������+���	������
�
�����
���E��(�'	���E�+��	�)������
��	������������������������
����������,�	����"�

�
�"�0����� �	��� 	&� ���� #��
���� *�
���� ��
����� �
�����
� ��
�	

������+� &	�� ���(���
�� �
��

��	�	��	
"�

�"�/������� ����� ��� 
��
�&���
�� �
�	�����
�� 	&� 
��(��	����
� �
� ���
� ��	����� ���	���� ����
�������+� D
��� <�	��
"� ���
� ����� �

���� ����� ���� 
���
� 	&� ����
��� ��	��
� �
��
	���
�
���	

��������"�

�
��������

�"������� ,�	����� ����� 
���	��� ���� ���
�����
� 	&� ���� *��+� 	&� '	�(� *	�
���� �����
�� �	���+�
�
�����
�� ���� ���������	
� 	&� ���� '	�(*����� 
	� ����� ���� �����
�� 
������ �
�
�	������
���+��	������	&�	������	��������	���+�
������
"��

�"��� -
�	��� ��
�����	
� &�	�� 3��	&������4� ���������
� ����� ��� �
��� �	� ��	

� 
��
���
�� ����
,�	����
� 
�	��
� �����	���
�� ���������
� �
�� ��	������
� ������ ��� �
����
�
��
�����������	
��+����������	��
"��

�"�!�������	���������������	�����������
������&	����
�	��������
��	
"��#	�����������
�
�
�
��3�
�(�
�4�����
�������
�����
��
����������
��
�����	�
�������
	����
��
������
�	&�
&����	�������������
���
���
	��������	��
����+�����&������+���
����"�

Annex A

Page 35



� A

	����!��� !)���!��*�$�%���*.!�*�,������*�
�

����!%(���!��

�"�� ���� ���		�1
� ����� <	���
�
�� =	�+� �
� ������+� ���	�
������ &	�� �	��� ����������� �
��
�	���
��+��������+��
���������+������
�����,�	������

�"�� �� 
��� �	�������� ������� ���� I��	��
� ��
���� ��
�����
�� �	�������1� $�*�*%� �����
�������������
�	
���(�
������	���+��
��������+�����&�����	���
�
���	�+"��-
&	�����	
�
�	���� ��� ���	����� ���(� �	� ���� &���� �	���
�
�� �	�+� ���� ��
���
� �
�� ��(���
�� ���+�
�	����&������(��	������*�*"���

�"!� �#��*��(��(���!'��#���!�������0*�

�

��������
-���	����
��

<�	��
�$�������+�
D
���<�	��
%�

�
����������	��
�

�
���		��

*	���
��+�
������

�

�
�

����*	�
����

�����<	���
�
��
=	�+�

��	��
�*�
����
��
�����
��
*	��������
$�*�*%�

Annex A

Page 36



� 0

�#��	.!��*�
�������$�$�������
!��������1	
�
2�

�"5� ���� �*�*� ����� ��
� ���������� ����	���+� �	� ��
���� �
�� ��(�� ����
�	

� &	�� ����
��	������ ����� �	

�
�� 	&6� �� ��
����� 	&� ��	� 
��		�� �	���
	�
�� ���� ���		�1
� )����
����������������		�1
�=�
�
�

��
��*	���
��+���
������)����	&���	����
���������
#��
�����
������#��
����*�
������
�����$����	�����	�%��	�������������
�
������
"�����
�*�*���������������+���	��	
��
�$�
�����
����%��
�	������	6�

�� ��(������
�	

��
���
������������	�������
�����
�	&���&���
���
�� 9

�����&&��������������
����	
�	&����
��������
��
�� �	
��	�� �
�� 	���
��� ���� &�
�
����� ����
����
�
� &	�� ���� ,�	����� �
�� ������

�	�������������	
��
�
���

��+�
�� ���������	
��	��
�����	��
�	
�������	���

�	&�����
�	��
������	���
�����

�
�� ����
��� ���� ���&	���
��� 	&� ���� 	�����	�� �
�� �

���� ����� ���� ����
� 	&� ����

��������#������������
����������
�� ������� ��
�������&�	������
�
(�
��&�
�
�
�� ,��
�&	��&�����������	���
�
��
���
��
���
�
�

�"8� .�+��	���+���
�����
��	&����
���	������������������������	�����	�����	������"������

��		���������	�������3����
��&�
���	
4��	��	
��	������	�����	������"�

�#���.��$�!����$���

�">� ���� �*�*������ �

���� ����� ���� ,�	����� �
� 
��&&��� �+� �� ����� 7�����+� 	�����	�� �����
�������� 	&� ���+�
�� �� ��	������� 
�	��
� �����	���
�� �	��� �
�� ����
�� ���� 
(���
� �	�
���������������7�����+�
��������	����������
���
�	&�������	����"������	�����	������������
��� ��
����� �
�� ���� �+� �� #��
���� *�
���� ��
����� ��	� ����� �
�����(�� ���� ����+�
��
�����
���
��	������	
�	&�����
�	��
�&��������
��
���	���
��+���	������
"����

�"@� �����	���	&�����#��
����*�
������
������
�����
���
�	

������+�&	�6�

�� ����&�
�
������	
��	���	��
�����6��
�	����
��� ��
�������
+
���
��&�
�
��������	��
��	�
�*�*���	�(�
���������+����������
��		�1
�&�
�
��������������
����
���
������

+
���
��	��	���+������*'*�������
����	�	�	�
"�

�� *	
��	��	&��������
������
����������
���
�����
������

��
����	������
��	&�����
�������+�����
����	����
�����	��
��
+
�����	����	��,9�������������
�����
	
�����
� ���2�������������	������
�����������
��
�&��+���	������
�����
��
�
������

���
�
����������������
�
���
��7�����+�
��
����
"�

�� ��	���.����	���
��,��

�&	��������	�����
�� ���(���
���
����	�	��	

�2������

�������	�����	������������+��
����
��&�������	����

�����(���
�����
"�
�� J�����+���
�����
���
���	
��
�	�
�����	����
��2��������
���
�����
���
�


+
���
��	��
�������	�����
����
���
�����
�	����
���
&����	
��
��&������("�
�� ���(��	������
�	�����
��B�*	���
���������������
��(��	����
��
���
�����������
�

����	���������������
�	����&	���
��	�
���������
�����
����	��
"�
�� ,�	����
�����	��
��
���
&	�����	
��
���7��
�����+���������
����
�����

�

�"A� ���� 	�����	�� ����� ��
�� �����
� 37�����+� �

����4� �
�
�� �� 7�����+� ��
�����
��

+
������������
����
������&����	��������������
�����
�J��
�����
��
����	�����	���
	���
�
���	
������&	���
����
����������
����

��
�����&	��	��
������

�	

6�

Annex A

Page 37



� �/

�� *�
�	����&	��
"�
�� #�����
���"�
�� 9���	+����
�	�����
�"�
�� ,�	��

��
��
+
���
�����	���"�
�� *	
��
�	�
�����	����
�"���

�
	�#!!��
!��(���&���$��

�"0� �����	���	&�����
��		�1
�*	���
��+���������������	���	����������*�*����	��
�	
�����
���&	���
��� 	&� ���� 	�����	�� �
�� ��	����"� � ���
� ����� �
� ���� �+� ���� =�
�
�

� F�
*	���
��+� ��
����� �
� 3���� ����
�4� �
�� �
�����
� �
�	�����
�� &�	�� 	����� 
��		��

���	���
������
"����
�����
���	���������
��������
�	

������+�&	�6�

�� *���
����
�����
��	&�����	�����	��������	
��	��
�6�
�� ���&&�
�������
��
���	
�
"�
�� *�
�	����
���
&����	
"�
�� J�����+�
��
����
��"�"�����
��
�

�
�� )�������
��
�&��+"�
�� ��
�
�������	������
"�
�� ��	��
������	���
��������
"�

�
�� :�����
�
�

���
�����	
"�
�� ,�	�����&�
�
��������	�
��
���
������	&������ ��
����
��		�
�
������"�
�� �	����
��	&�� ��
����&�
��
��&	��������	��������	���������
��	&����
�
��
��(�
��


�	

	�
���������
��
���������	��
�����	���
�����"�
�� �� ���
�
���	���
��+��
��	&�������	���
���"�

�

�

	���������.�!���������!(.*�3��������&��*�����!(.*�

�"�/�����	�����	�������
�������������+��
�����	��
���������������	����������������&������(�
&�	����������
��
�$�
��������
������
������
��
��	���
�
���	

%��
����������	���
��	&�
���������
�� &��������
� �
�� &������ ���

"� � �	�� � ������� ���� ������
���
��� ��	�������� ���
�
(���&	��&������(�	
��	����
����
����	�������	
�	��	���
����
��
�������
���	��
�����
����	�����	���	���	���������
�	����&	��
���
������"��

�"������
���
�����	��
������������
��&�����
�������������������*�*��	�&�����
�	�
���������
���

"�

�

�#��
!(�����

�"�������*	�
��������6�

�� ,�	������
��

�������
���	�����,�	������	�
���	��������	���
��+��������+��
����
�
	&�����,�	�����

�� ,�	�������	&�

�	
�����������
�������
���&	������,�	�����

�� 9

�������������,�	������
�������+��	

������������������'	�(��
������*��+1
�
�	���
�
������������
����
������+�

�

Annex A

Page 38



� ��

�"�!�D
���� !�������� �/��� ���� 	�����	�� ����� ����� ��� ��	������ �+� ���� *	�
���1
� ��	��� F�
������� #��
�����������"� � ��	�������	���� �/�/�'	�(�)�������		���	���
	�
� ��
����
�
+�����������>��	
��
1�
	������	������
�������������
����
�"�

�"�5���	���������*�*������
���������
������
��&&�
������
����
�����������	
���������	��

�
&	���������
�
���	������
��&&����������������	����������6�

�� *	�����
����������*	�
���1
���
�
�������������	

�
�� 9

���
�=�
��G�����
�� =�
�����(
�&��	�����+�����

�����������
��	�����	������
����
����
��E�����

�����������+�	&����
��#��
��E�����	���+����������������
������
����	
��
�����
���D,9�

�

������� �

�"�8�����&	��	��
����������	����
��
�	����
��	&�������������������	���+6����

�
�
��

�
*
	�

�
�


��+
�

�
��

�
�

�
*
�
*
�

�
��

�
�
��
��
��+

�
D

�

��
<
�	
��


�

�
��

�
�
��

��
�	
��

��
��

�

����	����&	������
����������������	
�	&�����
��	�����

� K� � �

,�	�����	
�	&��

������
�
�

��&�
�
����
���(���
���
����	�	��	
������

�

� � � K�

,�	�����������	���
���������
������
�	��
�
�����	���
�����

�

� � � K�

�����
��	������������
���	���+��
���

����
�������

� K� � �

�����
�������
��
��	&&���
��&����	����������
���������	�	��	
������������
��

� � � K�

9���	+�
������������	��� � K� � �

*���
���	����
�����
���	
��	��
���
�����	���
��
	
�����	�����	�
����&	���
���

K� � � �

,��&	���
����	
��	��
���
�����	���
��	&�
�
�	����� ��
��������
����
��&�	��	
���
���(�+���
�
�

� � � K�

.�+��	���+�	������	
�	&�����&������+��
�����
��
�����
����
�	&���������
��
�&��+�

� � � K�

��
�	

������+�	&���
�����
��	&��		(�
�
� � � � K�

,�	������
���
�����������
��	&�
�	��
�
&��������
��	��� ���
���	���
��+��
������
��
�

���
���������+�	&��������7�����+������������

� � � K�

����	��
���	
�	&��
+�������	
������	���������+� � K� � �

Annex A

Page 39



� ��

	��� ��
�������	��
����������
�
�

��
��
&�
�
��������
�

L	�
������	�����	���	���
�����

��
��
�����
��
�������F�
�&��+��&������	������
�����"�

K� � � K�

��
�
���������
�
�����	
��
�����
����	��

�
��
	&�	����
���
�	���
���
�	�������
���
�
��
&�
�
��������	��
��
���	
��	��
��

� � � K�

��
�
��������	�
��
��&	��������	����
�
� ��
����
��		����
(����	�
���
�����
���
���
����+��
�
��	�����	�����	���
����
����

�
(�
��&�
�
�����	�������+"�

K� � � �

�������
������7�����+�	&���	��
�	
�&�	���	���

��		���
��	�����	��
��&&�

� K� � �

9���	+��
��	&�	�����	��
��&&�� � � � K�

*	

����
�������	���
��+����	�����������+�
�
�����	��
��
��
	
��
���
����+
�

� � � K�

.����	��
���
��	&�����&������+��+�
�����	��
� K� � K� K�

�	
��	������7�����+�	&�
���������	��
�	
��+�
���	���
��	
���
�	����
���
&����	
�

� � � K�

9

�����&&���������	��������
�������&	��
���

����
��������������
��
�
���

� � � K�

���(�
��
�����
�
�

�	��	���
����
��
��

	����
�	&�&�
��
��

K� � � K�

�


!��$���$�%��!��(���$��!��

�"�>����� ���
������ �	
����� �����
� ����*	�
���1
�*	���
����
� �
��*�������.�������
�� �
�
����)����	&���	����
���������#��
���"���������
�������	
����������
�'	�(�)�������		��
�
�����=�
�
�

�F�*	���
��+���
����"�

Annex A

Page 40



� �!

	����!���#���)���#��4��$���$�����$�������*�
�
� ����!%(���!���

!"�� �������		�����������������	�
�������	�+�&	������,�	������
�����	���
����
�����+�����
9������	
������//�"�

!"�� �������		��������
�����
����
����������
(����	�
��&	������,�	������	������
������
�
�
�� ��
����
��		��
������"����
�&�
������������
�2&�
�����	�����,�	����"�

!"!� ����*	�
�����������+��
��

�������
���	��������		�"������������	&����
����������
���	���
�
��������������
�
������,��
"�����
����
����������������
�����
�����
���	��

�����
�
"��
�������
�����������

����+�����
������
���	
����	��	
����	&�!��
&����	
�����
����������
*	�
���� �
�
� �
� ��
� 	�
�������� ��	��

"� ����*	�
������+���
	� ����
�� �������
�� �	�
��&�����	�����&���	�
�� &	��� ������� �������	&�
����+��	
�
�� �	�
�����+��
�
�	��������
�	
���� ����� 
���
�
� ����� ���
� ���
��&���"� ����*	�
���� ����� �
&	��� ���� �*�*� �+� ��
L�
���+� �
������+����	&� ���� ������	&����
������� ����������(�������������
�����&	��	��
��
&�
�
�����+���"�

!"5� �
��

	�������
�
(�
��&�
�����������
�����
�����
������ ��
����
��		����
(����	�
��
�
����
������+��*�*�� �	� �	��� &�
�
� �	�����
��� &	�� �	
�� ��������
��
�
����
��
��
����� 	&� &��������
"� � �� �������� ��
����
� 
�������� �
� ��7������ �	� ��&����� ���� �

���
��
�����
�����
��
��&������
�
���
������+�	&�������
��"������������	&���+��
���
�	�
����
�
(�
��&�
�����������
�
���	����
�������
�
�����,��
"��9 ��
�������&�	������
�
(�
��
&�
���
��	��������	�����+������*�*"�

!"8� ����
��		���������+������
�����
��&�����	�����������	������"�����
�&����������������
�
���	��
� ��	
���+��

�����
�
��
�����
��"������������	&�&������������
�
���	����
�����
&�
�
��������
��	��	���������������

����	
����	
�
�	&���

�
������
������"�

!">� ����	�����	������������
�	

�����&	����
���
����������&�
�
��������

����	

�	&��
�	���
�
��� ��
��������
�
��������	�
���
�
�

��
��&�
�
�������
�����
��
+
���
"������
	�����	�� �
� ��
�	

����� �	� ������ ������ 	�
� 
+
���
� �
�� 
����� ���� ���	��
� ����� ����
�*�*"� � �
� ����� 	&� ���� ����
�� �	��� ���� 
��		�� ��
�� ����� ���� ������+� �	� ������ ����
	�����	���&����&���
�
���

��+"�

!"@� ����	�����	�����+�����
����������	������(��	������*�*�����&�
�
��������&	���
����
��
�
+�
�����
���������(��	�������	�����$')��9 ��
����
��		�����	�
�%��	�
�������
��
����
�
(�&�
�
"�

�

�$�$������#���.��$��!�$��	(�.�(*5��'�����

!"A� �
+�
�����
���������
��	&�����&�
�
�����+����	�����
����	��������������
���	����
�����
��
�
�����,��
������������������
���	6��)��&������
��+������
�������	������
�����&���������
����� �	� ����*	�
����� ��� �	� ���� ������ 	&� ���� ���
�� ����� �
� ���� +���� ���� 
�����
���
�
����"���	�
�
�	���� ���� ������	&� �������
�����������	�����	� �	� ������	����� "� ��
+�
��&���������������
������
�����&��
���

��
����+�������
��������	�
���	����������
�	�����

�
(�
��&�
�
��
�����������������+���"�

Annex A

Page 41



� �5

!"0� -
��������
��	&�����,�	�����&����
��
�	���	&���	��������
�	����+�������������	�
�����
�
��
� ��� �	���

����� �+� �������� ��+��
�
� �
� 
��� 	��� �
� !"��� ��	���� ���� #��
����
*�
���� ��
����� ��
�� ��
���� ���
� �
� ���� &��
�� �

��
��� �+� ����
���
�� 	&�
��	������
��� �����
�� �
�� 
��&&�
�"� � �
+� 	
�	�
�� ��	�������
�� ��� ���	����� �	� ����
�*�*� �
�� ���
� �	� ���� ����� <	���
	�
� �
�� ���� ���		�� ��
��
�� �
�� �	
��	��
��
�&&����� �
� ����*�:��&�
�
��� �������� ����������
��	��	���
��+�
	� ������
+�
���

��+�
����	
���
����������"�

Annex A

Page 42



� �8

	����!��4!(�)���$�$�������$�%��%����*��$��!��
�

��������������!%�

5"�� ���
��#�������	�������&�	���������+��/����
����!���������/�>"���

5"�� ���
� �#�� ����� ��� ��������� �

����+� �
�� ����� ��� ���
���� �
� ����	������� �+�
�������
�� 	&� ���� ���		�� �
�� ���� *	�
���� �
� ���� ������ 	&� �	
��
�	�
� 
�������
����	����
���
�����
��
� �
�*	�
���� �	���+� ��&�����
�� ����
���
�	&���
�	���
��
��
�����	��
��
�������	��������
"�

�����*�*��

5"!� �
���������
��������
��������
�
��	
�
������	���� ��	����	���	
�������
��������		���
&	���������	
���
������
��
������,�	������&	���	���
��+�
�	��"������#	�����������
��
��&�
�
��������+��
�	&�����6�

�� ������
���		��&��������
�

�� �����������
�

�� ���		������
�

5"5� ,��

������
��
�
�������
����	
�
6����
����������������+�����	�����	��&�	����	�����
&�
�
������
�������� �����
�
���	��� �
��������������
�
�����,��
"� ����	
�������	
�&�	��
����
��		����
�����������	��	���� ���� ������	&��������	
����
�"��������	���	
��
��
�������������
����
�������
�
�����,��
��	���&�������������	�������������	&��	
�������	
��	�
������	
�����"�

5"8� ��������� ���
��
�
��� ����
��� �	
�
6� ���
�� ����� ��� ����� �+� ���� 	�����	�� &�	��
��	�����&�
�
������
�������������
�
���	����
��������������
�
�����,��
"��)	�����������
�	�����
������	&�
	���������������
��
�
����

��
���������	���	
��
��������
�����
���		���
������,�	������������������������	
�����
���+���
����
�
"�

5">� ������ ����
��� �����
�
� �	
�
� $9
���+�� ����
�
��� ����
�� ��&�
�� �	������	

%6� ���
��

����� ��� ���	���	
���������
� �������		���
�� ����,�	��������	���
�� �	� ���� ������ 	&�
�	���
��+��
���
���������	
����
�"�E������	
�
���
�
	�������	(�
��	�
�������+����
&	�������
��	�����
���	&�@/M���	������
��!/M�
��		�"����
�&	�����������������������
�

����+��
������	&�����&�
�
��������

�
����	��

"����

5"@� ,�	�����
�
(�
�� &�
�
����� ��7������ �	��
�����
���������� ��
��������

��
�� �	
�� �����
���
��
�
��"��

������+��
�
�������
�	���
�
(�
��&�
������
���	����
�����&�
�
�����
���
"� ������ ���� ��	�
�
(�
�� &�
�
� �	��������� �
� ����
��		�
�� ��
����
��		����
(�
���	�
�6�

�� �+
����������&�,�����
�
(�
�� &�
��B��
�����	���9
���
�� ��7������
�� ������	�����
��
����	�������&������&�
���	�������������
��&������������
��	&���
���&�"�

�� ,�	�����
�
(�
��&�
��B����
�&�
���
���7�������	��	

���������������
����7������
�
�
&	�� ���� 
� �� �/� +���
� �
�� �

���� ���
��
���
�� �
�� ���������
�� �	� ���	�� ����
&������+��	�	�������
�&��+��
���&&�������+"���

Annex A

Page 43



� �>

5"A� ���� 
��		�� ����� ��
�	

������+� &	�� �������� ���������
�� �	
�
� 	&� ���� ��
�� 	&� ����
&��������
�$���������� �����	
�	&�����
�����
���		��&��������
�B��������	�%��
����������
�
������	�����������
���
�3
����������
4��
��3
��		�4�����
"�������	������
�� �������
�	��	
���������	����������������������
���
����
��&�����
������

�����
�����
��,��
�
���� ���	���	
��� ������
� ���� ���		�� �
�� ���� ,�	����� ���	���
�� �	� ���� ������ 	&�
�	���
��+��
�����
���������	
����
�"�

5"0� ��
�	

������+� &	�� ��������������
�����	&� ����3
�����
���		�� &��������
4��
���������� �
�
����#	�����������
�����������
�&	��	�
6�

�� �	��
������� ���	�� �������� ��
����� �
�� ���������
�� 	&� ���
��� �7�����
���
���
����
��
�� &����
�
� &	��� �����;� ���������
��	&� &�����
��
�����
��� �	�(��
��
��
�������
�� &�		�� &�
�
��
"����
�� ����
������ ��� ���
��&���� �
� �����

�����
�����
��
,��
��	���&�����������7������
�
�	&�����������
�����
��
�
��������"�����
����������
�	������&�	��������	�����
�
(�
��&�
�"�

�� D
&	��
�������������
��&������
�&	������������
�
	��&��
������	���(��&�
�
��������

�
�"�"� &������� 	&� ���� ��
(� 	�� ������
�� 
���������� ����� ��� ���� ��
�	

������+� 	&� ����
*	�
���"�

5"�/�=�����
���

���
����
������������+C���������������+��

���
����
�������
�	

������+�	&��	���
����*	�
���� �
�� �������		�"� �D
���� ���������
������
����
�
��	���������
����� �	2
�

������
����	
���	���+"�

�!���!�����$�%������ ��

5"���������� �����
�
� ������
� ���� =�
�
�

� F� *	���
��+� ��
����� �
�� ���� #��
����
*�
������
�������������������	
���+��	���
��

�	������	
�������&	���
����
���������
�

��
"�����+���������	����	�
��+��	������*�*"�

5"����������� 
��
����
� �
�� ���&	���
��� �
�����	�
� ���� 
��� 	��� �
� ���� �#�� �
�� ����
	
�	�
��-���	����
��,��

"�����������	
��	��
�����������
�����(�
��+�����&	��	��
��
����	�
6��

�� =+��������
��
���	
���+����	�
�
���
��
����
�&	��7�����+��"�"�JD9����-�-�
���(��:<=�����	������
����

�� =+��
��+
�
��
����
�����(�
��	&�
���	
����
���	����
�������
��
����
��

�� =+��	�
��+�
����
��������
��
�����&	���
����
�����	�
�

�� ���	������������+�	&���
�	����
����+
���
��
��&�	���������+��������
���
�
�
���
�	
������+��	�
����
����&���
����+
�

�
�

��.!������$��$�������*�

5"�!�����,�	�������
�����
���
�����
���	&��	����
�
��	��

���������

����
���&&�������+�
����������
�����������
���
�����6�

�� ��
�
������
���������������&�
�
�������	�����	

�������
��!�+���
������"����
�&	��
�
�����	&����
�
��������������������
�"�

Annex A

Page 44



� �@

�� ��	��
������	���
�����
������������	
���������	�������	��

�	&�
�	��
������	���
��
���	���	�������*��+�	&�'	�(��
�����	��"�

�� ���(���
�����
�����������������	�	��	
�������
���"��

�� �

�����
�����
�����
"�

�� )�������
��
�&��+����
"�

�� J�����+��

���
������
"�

�

5"�5��*�*���������	����	6�

�� ����9 ���������������&	��#��
�����*��������
���	�����-
���
�	
�$>��	
���+%�
�� ���		����
��
���
���	
��	��
���&&������
������*9�&�
�
��������$!��	
���+%�
�� ����&����<	���
�
��=	�+�$5��	
���+%�

�

#$���������$�������*�$�%��$&�������!��%(���

5"�8�����*	�
�����������(����
�&��
�����
����+��
��	
��������������
������
��	
����+��
��
	
����������	���������+������	��������		�1
�9 ��
�������		�����	�
���

5"�>�����������	�������
������ �
������
����� ���
��8��	�(�
����+
����	���	�����
�����	&�������
����	�����
������
��
��(�
����+��
��&	��������
������
��	�����
��		�"������
������
��
�����
�	���������������	�
������&	�����

����	�(���
�
���	����
������������&�
�
�����
���
� �
�� ���� 
��
� �	� ��������� �
� �	

�������	
� &	�� �
+�������	
����	�(�������� �
�
����
����+������*�*�	��=�
�
�

�F�*	���
��+���
����"���

�
5"�@����������	�����(�
���
�������&�����	
��������&��
�������������	
���+��	
��	��
�������
��

����
��		���������+�����������	�������
��/��	�(�
����+
�	&���������	&�����
������
�"��

�

5"�A� -
� ���� ���
�� 	&� �
��
������ ����	
� 	�� �
+� 	����� ���
	
� ����� ���� 	�����	�� �
� �
����� �	�
&��������������	��
�
��	&�������
���������*�*���
����
������������	�	�����������&������+�

������� �	� ���� �*�*� ����
�� �

���
��� �	���� �
�� ���
�� ����� �	� �	���+� ����� ����
������
����������	

��
������
����	
"�

�
��,���$��!��

5"�0� -���
��
����������������
+���
�����	������������
�	&����
��������
������������
	������+�
����	&&����
���
�	

�����&	����
��������+��
��	���	���
�
���	

������
�	�������������
	��
���������	������
	������+���
��

�	
�����
����������������������&�������	�����)����	&�
*������#������
��.��	��������������
� &	�� ��
	����	
����	
������
�	
�����������
��
��
	
��	���������
"���

/$��$��!�*�

5"�/�����*	�
���� 	�� ���		����+���(�� ��	�	
��� �������	

� �	� ���� ����
� 	&� ���
� 
�������
�������������
�"��=	���������
���
���������
������
���	��
+��������	

��	������
����&���
�	����������	
"�

Annex A

Page 45



� �A

	����!��4���)���#������������
�
� ���
��������
���
������������
��
�
�
� ���
��6� � � � � NNNNNNNNNNNNNNNNNNNNNNNN�
�
�
� :�����
��������
� � � � NNNNNNNNNNNNNNNNNNNNNNNN�
�
� � � � � � � '	�(�)�������		���
�
�
� .���� � � � � � NNNNNNNNNNNNNNNNNNNNNNNN�
� �
�
�
�
�6�
�
� ���
��� � � � � NNNNNNNNNNNNNNNNNNNNNNNN�
�
�
� :�����
��������
� � � � NNNNNNNNNNNNNNNNNNNNNNNN�
�

�

�
��
�� .�����	�� 	&� *	���
����
� �
��
*�������

� � � � � � � � �
�
�
.���� � � � � � NNNNNNNNNNNNNNNNNNNNNNNN�

�

Annex A

Page 46



   Annex A3 

1 2012/2013 Service Level Agreement 

 
 
 
 

City of York Council and York Wheels Limited 
 
 

Service Level Agreement for community transport 
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Section One – The Agreement 
 
1.1 The Agreement 
 

This is a Service Level Agreement (SLA) between City of York 
Council (CYC) (the Client) and York Wheels Limited (YW) (the 
Service Provider) for the provision of community transport 
services.  The agreement describes the nature of the services, the 
standards to which they will be delivered and how performance 
and customer satisfaction will be monitored and reviewed.  The 
SLA will run from 1 April 2012 until 31 March 2014. 

 
Section Two – Service Provision and Objectives 
 
2.1  Service Objectives 
 

In summary, the services to be provided under this agreement 
are: 
 

• Provision of transport to York Wheels’ service users; 
• Provision of minibus-based services, including Dial & Ride; 
• Provision of co-ordination and support for volunteer car 

based services. 
 
2.2  Dial & Ride 
 

CYC will provide funding to YW for the provision of YW’s Dial & 
Ride service. 
 
The main objectives of this service are:- 
 

• To provide transport to York residents who cannot use 
other local bus services to access local shops. 

• To provide basic assistance to passengers with boarding and 
alighting and with carrying light goods. 

 
YW should aim to meet these objectives in an efficient and cost-
effective manner, against the underlying ethos of continuous 
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service improvement to the highest standards of performance and 
customer satisfaction. 
 
YW’s Dial & Ride service will allow all qualifying York residents to 
make one trip each week to (a) the city centre and (b) an edge-of-
town food store.  This represents the ‘Core Service’. 
 

2.3 Areas served 
 

Services are provided to people living within the City of York 
boundary as it stands on 1 April 2012. 

 
2.4 Adding or amending Dial & Ride journeys within the SLA 

 
CYC encourages the development and expansion of community 
transport services and making the best use of the assets provided.  
CYC has prepared this service level agreement to allow YW the 
opportunity to develop the service to best serve the needs of the 
residents it serves.  As such, the grant is not apportioned to any 
particular areas of spend. 
 
YW has already developed additional one-off journeys to 
complement the core Dial & Ride service in 2011 and it will aim to 
develop these further depending on passenger demand.  YW will 
notify CYC of any proposal to change the core service, times of 
operation and destinations served giving at least 14 days notice. 

 
2.6  Provision of Equipment and Accommodation 
 

YW will act as the registered keeper for 4 accessible minibuses as 
detailed in Annex A. 

 
CYC will consult with YW over the specification of any vehicles 
procured to replace those in Annex A at any time. 
 
CYC will provide overnight accommodation for those vehicles 
listed in Annex A or their replacements and make no separate 
charge for this.  Changes to this accommodation will be arranged 
in consultation with YW.  YW will be responsible for ensuring that 
the vehicles are returned to the designated accommodation out-
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of-hours unless a vehicle is away from the area for operational or 
maintenance reasons: Where this is the case, YW will be 
responsible for ensuring the security of that vehicle(s). 
 
CYC will provide office accommodation for one member of staff at 
its offices and make no separate charge for this.  CYC is providing 
this accommodation principally for the operation of the Dial & 
Ride booking service but YW will be able to use this for its other 
transport services if required.  The office accommodation will be 
equipped with standard office equipment. 
 
CYC will allow access to vehicle bodywork washing equipment.  
YW will be responsible though for all routine and reactive cleaning 
of internal areas of the vehicle, including upholstery. 
 

2.7 Accessibility for All 
 

As a minimum, all printed material should be in a font size of 14 
point.  All printed information must also be available, upon 
request, in large print, Braille or audio format.  This should be 
advertised on all printed material.  It must also be available, upon 
request, in other languages.  An example of a language panel is 
included in annex two.  Something similar should be included in all 
publications with the relevant YW contact details.  The cost of 
provision of these services will be covered by YW. 
 

2.8 Fuel 
 
YW will be responsible for procuring and paying for all vehicle fuel 
used and claiming bus service operators grant or any other fuel-
related payment that may replace it. 
 
CYC will allow YW to draw fuel from pumps at its Hazel Court site 
for use in its minibuses.  If YW takes up this option, CYC will 
recharge YW quarterly in arrears at cost. 
 

2.9 Iconography and Logos 
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The use of the Dial & Ride iconography is encouraged on all 
information provided to the public.  This will help to provide 
consistent branding across the city. 
 
Mention should also be made to the partnership arrangement 
between CYC and YW in any information produced relating to the 
services.  An example sentence would be ‘This service is supported 
by City of York Council’.  Where appropriate the CYC logo should 
be included. 

 
Section Three - Service Standards and Performance Indicators, Service 

Monitoring, Reporting and Review 
 
3.1 Service Standards 
 

YW will ensure that its services contribute to making the city 
accessible for residents and that all services complement the local 
bus, Hackney Carriage and private hire vehicle (PHV) networks.  In 
particular, YW will ensure that: 

 
• Equipment used is clean and well maintained; 
• Frontline staff members are presentable and, where necessary, 

wearing the appropriate Personal Protective Equipment (PPE); 
• Staff behave in an appropriate way to customers and each other; 

and 
• Health and Safety procedures are followed. 

 
New members of the driving and booking teams should be fully 
trained prior to starting their employment.  Some practical health 
and safety training can be delivered by the CYC Operations 
Manager, upon request. 
 
YW will collect data (or use the database and spreadsheet-based 
systems that CYC has provided to record data) on the 
performance of the services for reporting to CYC, as described in 
section 3.2. 
 
YW will ensure that customers are able to make bookings for Dial 
& Ride between 09.00 and 12.00 each normal working weekday. 
 

Page 52



   Annex A3 

7 2012/2013 Service Level Agreement 

YW will ensure that a Dial & Ride service operates (if required) on 
all normal working weekdays.  For the avoidance of doubt, this 
includes a service on those working days that fall between 27 and 
31 December inclusive but this may be a reduction from the full 
service.  YW will aim to make reasonable adjustments to the 
regular service around holiday periods to enable customers to 
travel when their usual journey would fall on a public holiday. 
 

3.2 Performance Indicators  
 
It is important that the services are regularly monitored, to 
identify opportunities for performance improvement.  Dial & Ride 
contributes towards one of CYC’s Performance Indicators (within 
the Council’s Local Transport Plan 2011-2031): LI6 - Use of 
Demand Responsive Passenger Services (Journeys). 
 
YW must aim to increase the overall performance of its services 
and benchmark these against other similar schemes.  Where 
scheme performance falls below the current average performance 
levels, as detailed below, action must be taken by YW to increase 
it. 
 
YW will be required to provide performance information to CYC at 
agreed times as detailed below, however CYC reserves the right to 
request any of this data from YW at more frequent intervals. 
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Indicator 
Ongoing / 

time limited 
Target for 
2013/14 

Comments 

Measured targets 
Passengers making journeys on Dial & Ride 
service in a 12 month period 

Ongoing 5% growth on 
2009/10 figure 

 

Passenger journeys on Dial & Ride 
minibuses 

Ongoing 8% growth on 
2009/10 figure 

This figure will include core timetable 
and special excursions.  Standard 
definition of passenger journey used. 

Reliability – percentage of advertised core-
timetable Dial & Ride journeys operated 

Ongoing 99% all years Journeys with no passengers booked 
are excluded. 

Punctuality (Dial & Ride only) 
a) Percentage of passenger journeys 

where the passenger is picked up 
from their home within the specified 
time band; 

b) Percentage of inbound journeys that 
reach their destination on or before 
time; 

c) Percentage of return journeys that 
leave between 1 minute early and 5 
minutes late. 

Ongoing Not set At present, data is not collected and it is 
not reasonable to do so.  However, 
passenger survey results usually provide 
a proxy for this indicator.  However, in 
future years, it may be appropriate to 
identify and report against a punctuality 
indicator. 

Passenger journeys provided through the 
volunteer car scheme. 

 1% growth each 
year 

This figure only includes ‘cash’ jobs, i.e. 
not those requested by other agencies, 
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such as Yorkshire Ambulance Service, 
which can fluctuate year-on-year. 

Development targets 
Improved fuel efficiency across Dial & Ride 
fleet 

1 year with 
review at 
that point 

 Expected to be addressed through staff 
training. 

Acceptance of Taxicards on Dial & Ride and 
car scheme 

   

Special excursions  Further 
weekday 
daytime 
services.  In 
future years, 
journeys outside 
normal hours 
will be trialled, 
such as evening 
social trips and 
weekend 
journeys 
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3.3  Reporting and Review 
 

Review meetings will be held, between CYC and YW, at agreed 
intervals throughout the SLA to review the performance of the 
services.  Other issues will be discussed as and when required. 

 
YW is required to provide a brief report on performance every six 
months.  This should include commentary on the following: 
 
- Core Dial & Ride operations, notably any unplanned 

discontinuity of service and operational problems; 
- Delivery of development targets agreed at the beginning of the 

year. 
 

Section Four – Responsibilities of the Service Provider 
 
4.1 YW, as the service provider, will undertake specific responsibility 

for the following areas: 
 
• Carry out a risk assessment of the services at least 

annually. 
• Ensure that it carries an adequate level of public liability 

and employee insurance to indemnify CYC from all 
actions, claims and costs relating to injury (including 
death) or loss of or damage to property which arises out 
of YW’s failure or negligence in providing the service and 
which is not attributed to the negligence of CYC or its 
officers.  This will be to the value of at least £5 million and 
£10 million for public liability and employee insurance 
respectively. 

• Ensure that its staff members are adequately trained and 
equipped for the job. 

• Ensure that Health and Safety policies relating to manual 
handling, working in traffic, safe operations within the 
Hazel Court site, etc. are in place and adhered to.   

• Ensure that it has adequate staff to carry out the work 
contained within this SLA, including holiday and sickness 
cover arrangements. 

• Advise CYC at the earliest opportunity of any problems or 
delays in service provision. 
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• Carry out daily vehicle checks as advised by CYC’s Fleet 
Manager.  YW will report all vehicle defects to CYC in a 
timely manner and will not continue to use the vehicle if 
not safe to do so or there is uncertainty as to whether a 
vehicle is safe. 

• Co-ordinate with CYC or its agents to make the vehicles 
available for routine and reactive maintenance.  CYC will 
pay for all maintenance and repairs to the vehicles, except 
where YW or its staff are directly response for any 
damage.  CYC will pay for any vehicle excise duty or 
charges for small bus (‘section 19’) permits due on any of 
the vehicles listed in Annex A or their replacements.  CYC 
will not be responsible under this SLA for paying for any 
additional permits or service registration fees, for example 
community bus (‘section 22’) permits. 

• Ensure that maximum passenger and luggage capacities of 
the minibuses are not exceeded and that any luggage 
carried is sufficiently restrained.  Minibuses must not carry 
standing passengers at any time. 

• Ensure that no passenger shall be on a minibus for longer 
than 1 hour except where a journey is unexpectedly 
delayed by streetworks or other traffic delays or where 
passengers know in advance that this will be the case, for 
example on longer excursions outside of York.  Where this 
is the case, adequate breaks will be planned as part of the 
excursion. 

• Ensure that all staff members in contact with passengers 
have the appropriate criminal record checks before being 
allowed to start work. 

• Maintain a record of driver licensing checks for all drivers. 
 
Section Five – Responsibilities of the Client 
 
5.1 CYC, as the Client, will undertake responsibility for managing the 

SLA and for liaising with YW to ensure its obligations are fulfilled. 
 

CYC will undertake regular reviews of the SLA, as detailed in 
section 3 and provide feedback regarding performance to senior 
management and council Members, as appropriate.  
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CYC will ensure that the council’s website is updated with 
information pertaining to the Dial & Ride service.  Information will 
also be provided to the York Customer Centre, so that its staff 
members are aware of the SLA and are able to deal with enquiries 
pertaining to the services. 

 
Section Six - Legal and regulatory compliance 

 
6.1  YW will be responsible for ensuring that the relevant legal 

obligations have been met for its operations.  This should include 
appropriate insurance.  Copies of policies and certificates should 
be made available for CYC inspection upon request. 

 
Section Seven – Service Costs and Payment Terms 
 
7.1  Service Costs 
 

The payment made through this SLA includes payment for the 
following in relation to the Dial & Ride service: 

• Contribution towards staff costs, including uniforms; 
• Management and administration of the service level 

agreement; 
• Contribution towards fuel; 
• Contribution towards telecommunications, postage and 

photocopying; 
• Staff training; and 
• Publicity, leaflets and advertising. 

 
In addition, CYC will allow YW to claim, without seeking recharge, 
additional grants and income relating to the delivery of Dial & 
Ride, including but not limited to: 

• Bus service operators grant or any future fuel-related 
payment or rebate; and 

• Concessionary fare reimbursement for Dial & Ride 
passengers without any reduction for additional trip 
generation. 

 
The SLA excludes payment for the following items, relating to the 
Council-owned vehicles, which will be borne by CYC: 
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• Routine maintenance and repairs (except where these are 
the direct result of the actions of York Wheels or its staff); 
and 

• Vehicle insurance. 
 
CYC will be responsible for payment to YW under the SLA.  
Following receipt of monthly invoice and, when due, service 
report from YW, CYC will make prompt monthly payments.  There 
will be twelve monthly payments each year: the first payment 
(April) will be £6,200; eleven subsequent payments will be £5,800 
each. 
 
Invoices should be sent to invoices@york.gov.uk or City of York 
Council, PO Box 999, York, YO1 0EG. 
 
CYC will invoice YW quarterly in arrears for any fuel drawn from its 
supply. 
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Section Eight - Signatories to the Agreement  
 

8.1  This agreement is made between City of York Council and York 
Wheels Limited. 

 
 

 On behalf of City of York Council: 
 
Signed: 
______________________________________________________ 

 
 
 Name in capitals: 
 ______________________________________________________ 
 
 
 Job Title: 
  ______________________________________________________ 
 
 
 Date: 
 ______________________________________________________ 
 
 
 On behalf of York Wheels Limited: 
 

 Signed: 
______________________________________________________ 

 
 
 Name in capitals: 
 ______________________________________________________ 
 
 
 Job Title: 
  ______________________________________________________ 
 
 
 Date: 
  ______________________________________________________ 
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Annex 1 – Asset list 
 
FJ04 AZC - 12 seat Iveco minibus with tail lift 
 
FJ04 AZD - 12 seat Iveco minibus with tail lift 
 
FE60 XOH - 12 seat low floor accessible minibus; Mercedes chassis 
with VDL Kuster body; 3 sets of wheelchair restraints. 
 
FE60 XOJ - 12 seat low floor accessible minibus; Mercedes chassis 
with VDL Kuster body; 3 sets of wheelchair restraints. 
 
 
Annex 2 – language panel 
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Annex B 1 
Loans & Grants Scrutiny Review 

 
Proposed Officer Guidance for Issuing of Grants & Loans  

 
A grant can be defined as a contribution or subsidy (in cash or in kind) given 
by the Council to another organisation for a specified purpose.  Grants must 
be conditional upon the delivery of specified standards or outputs and be 
subject to the production of regular monitoring reports and the delivery of 
agreed outcomes.   
 
A loan is a contribution that will be repaid at a specified point and will be 
charged interest.  No loans will be offered or made to any organisation 
without the specific approval of the s151 officer and any situation where a 
loan is considered appropriate should be discussed with the relevant finance 
manager before progressing further. 
 
When deciding whether or not to award a grant the Council must; 
i. Complete a risk assessment. 
ii. Prepare a brief summary of the reasons for awarding the grant, including 

the criteria used to make the decision. 
iii. The decision to award a grant must be made by a chief officer and be 

recorded. 
iv. Ensure it has reviewed the financial position of the organisation receiving 

the grant.  This is to make sure that public subsidy is actually needed 
and that the funding can not come from alternative sources, such as the 
organisations own reserves.   

v. Ensure a service level agreement (SLA) is in place.  The SLA should 
cover the following core items: 
• An overview of how the funding allocated by the Council will be spent 
• How the funding will enable the achievement of the Council’s priorities 
• The total amount awarded and over what time periods 
• Any conditions attached to the funding e.g. to be match funded.  
• Arrangements for any repayment should the specified conditions not be 

met 
• A clear and meaningful summary of the outcomes that should be 

delivered as a result of the grant funding     
• Monitoring arrangements – as a minimum the organisation must report 

back to the Council at least twice a year.  This report should cover 
things such as any activities undertaken to date, outcomes achieved 
and amounts spent to date 

• When the amount of funding given will be reviewed 
• Arrangements for a final report that sets out the outcomes achieved 

from the funding given 
• The SLA should be fair and reasonable and give a transparent and 

meaningful summary that can be shared with all stakeholders, 
including members of the public. 
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Annex B 2 

 
 
 
 

City of York Council and [insert organisation name] 
 
 

Service Level Agreement for [insert title of services 
provided] 

 
 
 
 
 
 
 
 
 

[insert dates agreement covers]
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Section One – Summary  
 
Name of organisation  
Type of organisation (eg 
Community Group, private 
company, etc.) 

 

Brief purpose of funding  
 

Amount   
Period covered by SLA  
Date due for review  
Approved by  
Brief summary of why the 
grant has been approved 
 
 
 

 

Date approved  
Date sent to Finance 
Manager and OCE 
Partnerships Officer 

 

 
 
Section Two – The Agreement 
 
2.1 The Agreement 
 

This is a Service Level Agreement (SLA) between City of York Council (CYC) 
(the Client) and [insert organisation name] (the Service Provider) for the 
provision of [insert brief details of service provided].  The agreement 
describes the nature of the services, the standards to which they will be 
delivered and how performance will be monitored and reviewed.  The SLA 
will also specify the terms under which CYC will withhold payments or 
request reimbursement.  The SLA will run from [insert date] until [insert 
date]. 

 
Section Three – Service Provision and Objectives 
 
3.1  Service Objectives 
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In summary, the services to be provided under this agreement are: 
 

• [insert details of service provided] 
• [insert details of service provided] 
• [insert details of service provided] 
 

Section Four - Service Standards and Performance Indicators, Service 
Monitoring, Reporting and Review 

 
4.1 Service Standards 
 

[This section should include the minimum standards the organisation is 
expected to meet.  It could include making the service accessible, ensuring 
all staff are appropriately trained, opening hours, payment of a Living Wage 
etc.] 
 

4.2 Performance Indicators  
 
It is important the all services are regularly monitored to identify 
opportunities for performance improvement. [insert organisation name] is 
expected to provide key performance information to the Council in 
accordance with the schedule set out below.  The Council reserves the right 
to request data from [insert organisation name] at more frequent intervals.  
Key performance indicators for this agreement include; 
 

• [Insert details of performance information required and date by 
when it should be received] 

• [Insert details of the individual responsible for providing the 
performance information] 

 
4.3  Reporting and Review 
 

Review meetings will be held, between CYC and [insert organisation name], 
at agreed intervals throughout the SLA to review the performance of the 
services.  Other issues will be discussed as and when required. 

 
[insert organisation name] is required to provide a brief report on 
performance every [insert time period – at least every 6 months].  This 
should include commentary on the following: 
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- Progress against the original objectives 
- Amount spent 
- Customer satisfaction / feedback 
- [include details of any other key areas here] 

 
 

Section Five – Responsibilities of the Service Provider 
 
5.1 [insert organisation name], as the service provider, will undertake specific 

responsibility for the following areas: 
 
• [include specific requirements] 
• [include specific requirements] 
• [include specific requirements] 
• [include specific requirements] 
• Advise CYC at the earliest opportunity of any problems or delays in 

meeting the requirements set out in this SLA. 
 
Section Six – Responsibilities of the Client 
 
6.1 CYC, as the Client, will undertake responsibility for managing the SLA and 

for liaising with [insert organisation name] to ensure its obligations are 
fulfilled. 

 
CYC will undertake regular reviews of the SLA, as detailed in section 3 and 
provide feedback regarding performance to senior management and 
council Members, as appropriate.  
 
The finance and performance monitor will include a specific section on 
grants and, at least every six months, information on newly awarded grants 
will be provided. 
 

 
Section Seven - Legal and regulatory compliance 

 
7.1  [insert organisation name] will be responsible for ensuring that the relevant 

legal obligations have been met for its operations.  This should include 
appropriate insurance.  Copies of policies and certificates should be made 
available for CYC inspection upon request. 
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Section Eight – Service Costs and Payment Terms 
 
8.1  Service Costs 
 

The payment made through this SLA includes payment for the following in 
relation to the [insert description of service]: 

• [insert areas the funding is intended to support] 
• [eg staffing, premises costs, staff training, publicity leaflets etc.] 
• [include any payment in kind, eg use of premises or equipment] 

 
CYC will be responsible for payment due under the SLA.  Following receipt 
of relevant monitoring information and, when due, service report from, 
CYC will make prompt payment.  [include specific details here of when 
payments will be made and amounts]. 
 
A purchase order will be raised by the Council on receipt of a signed SLA.  
Invoices will only be paid when quoting a purchase order number and 
should be sent to invoices@york.gov.uk or City of York Council, PO Box 999, 
York, YO1 0EG. 
 

 
Section Nine- Signatories to the Agreement  

 
9.1  This agreement is made between City of York Council and [insert 

organisation name]. 
 
 

 On behalf of City of York Council: 
 
Signed: 
______________________________________________________ 

 
 
 Name in capitals: 
 ______________________________________________________ 
 
 
 Job Title: 
  ______________________________________________________ 
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 Date: 
 ______________________________________________________ 
 
 
 On behalf of [insert organisation name]: 
 

 Signed: 
______________________________________________________ 

 
 
 Name in capitals: 
 ______________________________________________________ 
 
 
 Job Title: 
  ______________________________________________________ 
 
 
 Date: 
  ______________________________________________________ 
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