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1.0 Purpose 
 
1.1 The purpose of this paper is to stimulate discussions regarding the nature and 

extent of ‘One Stop Shops’ in Cannock Chase District. 
 
2.0 Background 
 
2.1 The ‘One Stop Shops’ grew out of the national agenda for One Stop Shop 

access and joined up government.  In 1999 the White Paper, “Modernising 
Government” called for a radical review of national and local Government.  It 
demanded a change of culture to become responsive to citizens, to develop 
joined up working, and to deliver quality services using new technology.  The 
Government made a commitment to deliver a big push on obstacles to joined-
up working, through local partnerships, ‘One Stop Shops’, and other means.  
The awareness that it does not matter to members of the public which Council 
provides the service so long as the service is delivered was a fundamental 
principle driving the partnership.  Improved access to services and seamless 
service delivery was the shared goal of the partners. 

 
2.2 One of the first Districts to respond to the Government’s new Agenda was 

Staffordshire Moorlands.  Driven by the areas predominantly rural character 
the District Council in partnership with Staffordshire County Council and other 
local organisations, sought to use ‘One Stop Shops’ to improve local delivery 
of services.  The first ‘One Stop Shop’ was opened in Biddulph in 1999, 
followed by Cheadle (2002) and Leek (2004). 

 
2.3 The experience of ‘One Stop Shops’ in Staffordshire Moorlands has proved to 

be a positive one.  This experience has been captured in an evaluation report 
produced by Staffordshire County Council in September 2005.  A customer 
satisfaction survey which was carried out as part of the evaluation “… 
revealed high satisfaction levels across the three ‘One Stop Shops’  
Customers expressed high satisfaction with accessibility and customer care 
and were satisfied that their enquiry was resolved immediately”. ¹ 

 
¹      A human resources model for ‘One Stop Shops’ ; a study of three ‘One Stop Shops’  run in 

partnership between Staffordshire Moorlands District Council and Staffordshire County Council 
(September 2005) 



 2 

 
 
2.4 A wide range of organisations including Connections, the Police, Pension 

Service, Age Concern, Patient Advisory Liaison Service and Adult Careers 
Service were actively involved in Staffordshire Moorlands.  The venues 
chosen for the ‘One Stop Shops’ heavily influence the services on offer and 
day to day management.  For example at Cheadle the ‘One Stop Shop’ is 
located in the library and in the Town at Biddulph. 

 
 
2.5 A key outcome of the evaluation was the identification of the main 

components of ‘One Stop Shops’.  These are: 
 

� A written partnership agreement detailing the financial commitments 
and management structure; 

� Day to day management arrangements; 
� Adequate resources; 
� Suitable accommodation; 
� Public Identiity; 
� Customer Care standards for One Stop Shops 

 
3.0 Key components of a ‘One Stop Shop’ 
 
3.1 OSS’s provide an innovative and potentially cost effective means of improving 

the local delivery of services.  However, unless a detailed business case is 
made in respect of each proposed OSS there is no guarantee that service 
delivery will be improved or be cost effective.  In particular the business case 
will need to: 
(i) Provide an evidence base demonstrating demand for the OSS in the 

locality and the specific services that are being requested; 
 (ii) Consider the impact of the OSS on other existing facilities; 
 (iii) Provide a full options appraisal: 

(iv) Consider future revenue costs, especially staff costs, and include a 
detailed risk assessment; 

 
3.2 All OSS’s will have three key components that are necessary to enable them 

to fulfil their purpose of providing improved access to services. These 
components are the premises, staff and supporting resources such as IT 
support. 

 
3.3 With regard to premises all OSS’s must have a reception point to allow direct 

public access to services.  A secondary requirement is the provision of a 
meeting room(s) for confidential interviews.  The provision of additional office 
space for use by the voluntary sector to deliver community support and for the 
community’s own activities is also essential.  Space will also be required for 
the display of literature, posters, etc relating to the wider services that can be 
accessed through the OSS. 

 
3.4 The day to day operation of the OSS will be heavily influenced by the 

availability of appropriately trained staff.  There are now several examples in 
the County where OSS’s have been based in existing buildings to enhance 
existing service delivery and make use of the staff already based there.  The 
OSS based in Cheadle Library is a good example of this approach.  However 
for this approach to be successful it is essential that adequate training is 
provided that are staff are required to take on an OSS function. 
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3.5 Streamlined consistent processes, underpinned by the relevant IT support will 
be an important factor in the successful operation of an OSS.  The use of 
comprehensive Customer Relationship Management (CRM) will greatly aid 
consistent delivery across the district.  Based on there being sufficient 
demand, business processes within OSS should also include services 
provided through the voluntary sector. Similarly consideration needs to be 
given to how OSS’s contribute to the work of Staffordshire Connect, the 
countywide E Government partnership. 

 
3.6 Other resource requirements include the provision of adequate promotional 

literature and supporting documentation.  It is important that users of local 
OSS’s get information on new initiatives, etc at the same time as other 
service users.  The image of OSS’s also needs to be consistent across the 
district.  Funding should be available for staff uniforms. 

 
 
4.0 Current position in Cannock Chase 
 
4.1 As in Staffordshire Moorlands there are three ‘One Stop Shops’.  They are 

located in Cannock, Hednesford and Rugeley.  None of these however 
provide the range of services of their counterparts in Staffordshire Moorlands.  
In effect these shops act as District Offices for the District Council even where 
they are located in buildings managed by Staffordshire Council, as is the case 
of Hednesford and Rugeley, where there is no integration of services. 

 
4.2 Discussions are now underway between the District and County Council to 

see how these existing facilities can be improved.  In Rugeley there are 
opportunities at the new Rugeley 2 Health Centre and either the Social 
Services Area Office on Anson Street, whilst in Cannock the redevelopment 
of the Cannock College site could provide an opportunity for a new enhanced 
facility.  In Hednesford the small size of the library where the shop is located 
will limit any improvements to operational changes and upgrading of the IT 
support. 

 
4.3 There are also proposals to consider setting up OSS in the libraries at Norton 

Canes and Heath Hayes.  Current development work that has just started in 
the Cannock North ward could also lead to some form of OSS being set up. 

 
4.4      At the moment the existing OSS are being solely delivered by staff from 

CCDC. To increase the range of services accessible to the public other public 
and third sector bodies will need to become actively involved. In some 
instances OSS functions will be delivered directly by their staff. It is however 
crucial that from a user perception that there is a single organisation fronting 
the OSS. It would make sense for CCDC to continue to take the lead on OSS. 

 
5. A district wide approach 
 
5.1 To ensure that all people living within Cannock Chase have equal access to 

services it is suggested that a two-tier network of OSS’s is established.  In 
this network there will be three Level 1 facilities providing the full range of 
services, including those provided through outside agencies and the voluntary 
sector. Level 1 OSS will be located in Cannock, Hednesford, Norton Canes 
and Rugeley. This would provide the opportunity to create a link between   
OSS and the four Community Forums enhance community engagement 
(please refer to the complementary discussion paper on neighbourhood 
management). 
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5.2 There will also need to be a supporting network of satellite OSS’s (Level 2) to 
provide enhanced access for the most deprived communities in the district.  
Experience has shown that these communities, for a range of reasons, have 
less success in accessing support services when the contact point is remote 
to the locality. The location of potential Level 2 OSS should be informed by 
the level of deprivation as recorded in the Indices of Multiple Deprivation. 
Based on the data collected for Lower Super Output Areas the highest levels 
of deprivation (with 2 or more SOAs within the worst quartile (25%) in 
England) are concentrated in the wards of Cannock North, Cannock East and 
Cannock South. To meet this need it is suggested that Level 2 OSS should 
be provided in Chadsmoor (serving Cannock North / Cannock East) and 
Bridgtown (serving Cannock South 

 
5.3      Thought will also have to be given to addressing public expectation. As 

referred to above in paragraph 4.3 there is some support for developing an 
OSS in Heath Hayes. However the evidence basis does not support the case 
for an OSS in the locality. There are no SOAs that are within the worst 
quartile which has been used as the extent of deprivation needed to justify the 
possible provision of a Level 2 OSS.  In the longer term thought could also be 
given to the opportunities for improving access to services for communities 
located on district boundaries where the links are stronger to the  than to the 
district administrative centre (e.g. Huntington and Armitage).  

 
6. Asset Management 
 
6.1 Issues of effective use of buildings will also need to be explored under the 

OSS the approach. In terms of District Council owned accommodation there 
are limited options; 
1. Cannock 

Both 22-30 Park Rd and 91-93 High Green will be available shortly. 
However both premises have limited space and will need to be adapted 
to comply with the Disability Discrimination Act. They are not really 
suitable as a location for a Level 1 OSS. 

 2.    Rugeley 
The existing district office in Anson Street is as discussed a possible 
venue for the OSS. The only buildings in the town which are owned by 
the district are the Squash Courts (unusual internal layout and asbestos 
clad) and a kiosk shop in the market (too small) are not really suitable. 

 3.    Bridgtown 
     The existing Area Office in Mossford Street is a viable option. Although it         

is not in the High Street it is located in the main housing area so is very 
accessible for a large number of local people. 

4. Hednerford, Norton Canes and Chadsmoor/Broomhill 
There are no District Council buildings available in these areas. 
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