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MEETING OF THE BOARD OF TRUSTEES                Items in red are confidential 

Minutes of a meeting of the Board of Trustees (the Trustees) of Canal & River Trust (the 

Trust) held at 8.30am on Friday 22 September 2017 at the Hilton Garden Inn, 1 Brunswick 

Square, Birmingham B1 2HW.  

 

Present 

Allan Leighton, Chair 

Dame Jenny Abramsky, Trustee and Deputy Chair 

Nigel Annett CBE, Trustee 

Manish Chande, Trustee 

Tim Reeve, Trustee 

Sir Chris Kelly, Trustee 

Sue Wilkinson, Trustee 

Ben Gordon, Trustee 

 

In attendance 

Richard Parry, Chief Executive 

Stuart Mills, Director 

Sandra Kelly, Director 

Heather Clarke, Director 

Julie Sharman, Director 

Ian Rogers, Director 

Simon Bamford, Director 

Gill Eastwood, Head of Governance, Audit & Risk (minute taker) 

Nicky Wakeford, Head of Marketing ＆ Digital Marketing (Item 17/079 only) 

 

17/076 APOLOGIES 

Apologies were received from 2 Trustees, Janet Hogben and Frances Done.                            

 

 CHAIR’S WELCOME AND REMARKS  

 The Chair welcomed all to the meeting, with particular mention of CK and SW 

who were attending their first Board meeting having been appointed as Trustees 

by Council the previous day. 

The Chair reported that notice of the meeting had been given to all trustees 

entitled to receive it and that a quorum was present.  

 

17/077 REGISTER OF INTERESTS AND DECLARATION OF INTERESTS IN ANY 

MATTER ON THE AGENDA 

 

 The attendees declared interests as set out in Information Report CRT294.  

No further declarations of interest were made. 
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17/078 MINUTES AND SCHEDULE OF ACTIONS  

 The minutes of the Board of Trustees meeting held on Wednesday 12 July 2017 

were approved.  

 

 Summary of actions arising from Board Meetings  

 All matters arising were in hand or on the agenda.   

17/079 Brand Development Update [CRT295]  

 RP and NW presented CRT295 Brand Development Update which provided 

an overview of current work being carried out to develop the Trust’s Brand.  

The Board endorsed the current approach.  

 

 (NW left the meeting.)  

17/080 Business Plan – Approval of Financial Targets and Proposed Approach 

[CRT296] 

 

 RP introduced report CRT296 which set out the financial targets and proposed 

approach to be used in the 2018/23 Business Plan.  

 

 The Board approved the proposed financial targets and proposed approach to 

Business planning.  

 

17/082 Governance Report [CRT298]  

 The Board reflected on the Annual General and Council meeting the previous 

day.  

The Trustees commented favourably on the Annual Public Meeting (APM) and 

Council which both had good quality presentations. The live coverage on 

Facebook and the live Twitter feed was good.  

 

 RP will send Trustees the link to the live coverage of the APM. RP 

 GE presented the Decision Report CRT298 to draw the Trustees’ attention to 

various matters affecting the governance of the Trust.  

 

 Following discussion, the Board: 

• Agreed to disband the Nominations Committee  

• Appointed Sue Wilkinson as a member of the Remuneration Committee  

• Appointed Chris Kelly as a member of the Audit & Risk Committee  

• Noted the new Charity Governance Code  

• Noted the role profile for the Deputy Chair 

• Appointed Rebecca Wilkin as a Director of the Victoria Quays Management 
Company.  

• Agreed the annual statement relating to the Modern Slavery Act  

• Agreed the Acquisition of Waterway Infrastructure Assets Policy  

• Proposed to the Appointments Committee the deletion of the limit on 

Partnership Members serving only two terms of 3 years for this cycle to 

ensure that there is no discontinuity, and to confirm the future arrangement 

to apply thereafter. 

 

17/083 Forward Plan [CRT299]  

 The Trustees noted the Forward Plan which sets out future business.   
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17/084 Chief’s Executive’s Report [CRT300]  

 The Board noted the Chief Executive’s Information Report CRT300 and the 

appendices which had been prepared by the Directors. 

 

 RP highlighted the one red KPI- recruitment of friends below target.   

 RP referred also to the improvement in visitor numbers in July and August after 

the disappointing spring, although the annual target was still at risk.  

 

 In response to a question from the Board, RP/IR said that the fact that volunteer 

hours are behind plan was almost certainly due to a lag in hours being recorded. 

Volunteering hours were difficult to profile and it was normal for the rate to 

suddenly improve later in the year.  

 

 In relation to Appendix 3, Health and Safety, the Board noted the two 

RIDDOR-free months and the start of the step change programme for Health 

and Safety launched at the recent Conference, with an initial 12-week rolling 

campaign targeted on slips, trips and falls. JS also gave the Board some details 

about two tragic deaths on the River Trent and in central Sheffield. 

The Board discussed potential injuries on the towpath from cyclists. There are 

no reliable figures on the number or nature of incidents. Behavioural change 

campaigns remain the best option, with signage in the right place.  

 

 In relation to Appendix 4, Customer Service and Operations, the discussion 

focused on water shortage, with JS explaining that reservoirs fill slowly and we 

need to maintain levels not only for our fish stock but also to provide enough 

flow on those lengths of canal that we keep open.  

The Board noted that the Kennet and Avon Canal had been awarded a Green 

Flag award for its entire 87-mile length, and the Museums have received ACE 

accreditation.  

 

 In relation to Appendix 5, Asset Report, SB reported that Crowther Bridge has 

reopened, the final major repair from the December 2015 floods and Carpenters 

Rd Lock restoration is complete. SB outlined progress being made in the 

Unlocking the Severn project.  

 

17/087 AOB  

 There we no items raised.   

17/088 CLOSE 

 

Date of the next meeting – 23 November 2017 (North West – Preston) 

 

There being no further business, the Chair closed the meeting. 

 

 

 

---------------------------------------------------- 

 

Chairman 
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CONFIDENTIAL ADDENDUM REDACTED 



 

Board Meeting 

22 September 2017 

Decision Report 

      CRT298 

Items in red confidential 

GOVERNANCE REPORT 
Gill Eastwood, Head of Governance Audit & Risk 

 

1. PURPOSE 

1.1. The purpose of this report is to draw the Trustees’ attention to various matters 
affecting the governance of the Trust. 

2. RECOMMENDATIONS 

2.1. Trustees are invited to: 

2.1.1. Consider whether it wishes to retain the Nominations Committee (Section 4) 

2.1.2. Appoint two Trustees to sit on the Nominations Committee, if that Committee 
is to continue (Section 4) 

2.1.3. Appoint one Trustee to sit on the Remuneration Committee (Section 5) 

2.1.4. Appoint one Trustee to sit on the Audit & Risk Committee (Section 5) 

2.1.5. Familiarise themselves with the new Charity Governance Code (Section 8)  

2.1.6.  –  2.1.12 -   Redacted 

 

3. TRUSTEES RECRUITMENT AND INDUCTION 

3.1. We expect the Council to appoint Sue Wilkinson and Sir Chris Kelly to the Board. The 
Chief Executive has a general induction session planned for them on 16th October, 
and other Directors will also be pro-active in arranging specific induction sessions 
relating to their functional areas.  

 

4. NOMINATIONS COMMITTEE 

4.1. The terms of reference for the Nominations Committee are attached as Appendix 1. 
Having considered the functions of this Committee, we invite the Board to consider 
whether it is still needed. Its function is to support and oversee the recruitment and 
appointment of Trustees, and to enable the Board to suggest potential future Trustees 
to the Appointments Committee. (In the past the Committee also had a lead role in 
the appointment of the Chief Executive but this was removed by the Board in May 
2016).  

4.2. This could be achieved without a formal committee. The Appointments Committee 
can (and in fact does) ask existing Trustees for suggestions of potential candidates. 
In addition, the Appointments Committee has been well supported by professional 
recruitment consultants in recent rounds and we expect that to continue, not least 
because this is more likely to be perceived as an open and transparent process. It is 
worth noting that we have just completed a successful round of Trustee recruitment 



 
without any action by the Nominations Committee and the Head of Governance, Audit 
& Risk has reported regularly on the appointment process to the Board.  

5. BOARD COMMITTEE MEMBERSHIP 

5.1. With changes in Trustees at September Council, including a reduction in the total 
number of Trustees from 11 to 10, the Board is invited to consider the membership of 
the Board and other Committees.  

5.2. The Board needs to appoint to vacancies in the Audit & Risk Committee, the 
Remuneration Committee and the Nominations Committee, if that Committee 
continues, as the numbers of Trustees appointed to these committees has fallen 
below the minimum stated in their Terms of Reference. 

5.3. Trustees may appoint more than the minimum stated in the Terms of Reference if that 
is their preference. 

5.4. The following tables show the current membership, departures and vacancies of each 
Board Committee, excluding co-opted members. 

 
 

 

 
 
 

 

 

 

 

 
 
 
 
 
 
 
 
 
 

 

 
6. CO-OPTION OF NEW MEMBER OF THE INVESTMENT COMMITTEE 
 
6.1. Trustees may wish to note that the Investment Committee co-opted Nick Ritblat as a 

new member at its July 2017 meeting which Nick was able to attend. Nick has been 
appointed for three years.  
 

Nominations Committee TWO VACANCIES as the Terms of 
Reference state a minimum of 3 
trustees 

Allan Leighton 

(Lynne Berry OBE has retired) 

(Jane Cotton has retired) 

Remunerations Committee ONE VACANCY as the Terms of 
Reference state a minimum of 3 
trustees 

Ben Gordon 

Janet Hogben 

(Jane Cotton has retired) 

Audit & Risk Committee ONE VACANCY as the Terms of 
Reference state a minimum of 4 
trustees 

Frances Done CBE 

Nigel Annett CBE 

Dame Jenny Abramsky 

(Lynne Berry OBE has retired) 

(John Dodwell has retired) 

Investment Committee NO VACANCY as the Terms of 
Reference state a minimum of 3 
trustees 

Manish Chande 

Tim Reeve 

Allan Leighton 

(John Dodwell has retired) 

Appointments Committee NO VACANCY as the Terms of 
Reference state a minimum of 2 
trustees 

Allan Leighton 

Dame Jenny Abramsky 

Janet Hogben 

(Lynne Berry OBE has retired) 

(Jane Cotton has retired) 



 
6.2. Nick has extensive investment experience and has investment committee 

experience with Eton College, the Liberal Jewish Synagogue and the National 
Gallery Trust. A former Director of British Land, he has served as chair of The Bank 
of England Residential Property Forum, and as a member of the Bank of England 
Commercial Property Forum.  

 
7. APPOINTMENT COMMITTEE DECISIONS 

 
7.1. Trustees may wish to be aware that the Appointments Committee has:  

 
7.1.1. Selected Dame Jenny Abramsky as its new Chair; and 
7.1.2. Re-appointed Peter Hugman, the co-opted member representing Freight and 

Ms Chloe Donovan, the co-opted member representing Youth as Council 
members 

 
8. CHARITY GOVERNANCE CODE 

8.1. A revised Charity Governance Code came into effect in July 2017. The Code starts 
with a ‘foundation principle’, that it should be a ‘given’ that all trustees understand 
their legal duties (as explained in The Charity Commission’s “Essential Trustee”) 
and are committed to their cause and good governance.  

 
8.2. The Code then develops seven principles – leadership; integrity; decision-making, 

risk and control; board effectiveness; diversity; openness and accountability; all 
underpinning organisational purpose. 
 
 

 
8.3. We are currently documenting the Trust’s compliance with the Code and will report 

this to the October Audit and Risk Committee, with a summary going to the 
November Board. This is timed to coincide with the report from the independent 
consultant who is currently reviewing the Trust Board. In the meantime, we 
recommend Trustees’ to familiarise themselves with the Code which can be found 
on the Charity Commission website.  

 
9. DRAFT ROLE PROFILE FOR DEPUTY CHAIR 
 
9.1. Trustees are invited to note a draft role profile for the Deputy Chair, Redacted. This 

has been developed with reference to the Articles, the Trust Rules, the Scheme of 
Delegation, and the Charity Governance Code.  



 
10. REDACTIONS OF MINUTES 

10.1. At the request of the Board, we have reviewed the approach to redacting Board 
Minutes. Redacted  

11. VICTORIA QUAYS MANAGEMENT COMPANY LIMITED 

11.1. Victoria Quays Management Company (VQMC) was set up by the Sheffield 
Development Corporation in 1993 as a management company associated with the 
development of the land and buildings around Victoria Quays Basin in Sheffield. The 
purpose of VQMC is to manage business and activities for the benefit of the Victoria 
Quays Canal Basin, the surrounding amenity area and its property owners.  

11.2. The Trust is a significant shareholder and as such has a seat on the Board of 5 
Directors. Simon Currass, Estate Manager, Property has held this position since June 
2006 but now proposes to resign as a Director as he no longer has responsibility for 
property management at this location.  

11.3. The Property Director therefore proposes Rebecca Wilkin, Portfolio Manager, 
Property, be appointed as a Director of VQMC as she has managed the property at 
Victoria Quays for a number of years. Rebecca has attended VQMC meetings and is 
familiar with the operation of the management company and is known to the other 
Directors. 

 

12. POLICIES 

12.1. The Trust's Modern Slavery Statement has been updated, as required under the 
Modern Slavery Act 2015 on an annual basis. It now refers to a questionnaire that 
was sent out by our procurement team to our high expenditure suppliers, requesting 
information about their practices associated with tackling modern slavery. This has 
given the Trust some comfort in that it does not knowingly procure services from 
companies that may have slavery issues. There is also reference to HR's review of 
its own internal modern slavery policy, as well as a review of other associated 
people policies, for example, on whistleblowing. A revised draft statement is 
presented redacted for Board approval.  

12.2. The Asset Management Director has prepared a draft Acquisition of Waterway 
Infrastructure Assets Policy which is presented redacted for Board approval.  

13. PARTNERSHIP MEMBERS 

Redacted 

  

 Partnership Member appointments  

13.6 Partnership Member appointments are the responsibility of each Partnership Chair.  
However, appointments are subject to ratification by Trustees.  Members are usually 
appointed for 3 years but some shorter terms of appointment are made to enable 
rotation.  Members may serve a maximum of 6 years. 

13.7 Since the July Board meeting, there have been no new appointments and one 2nd 
term renewal. 



 
13.8  East Midlands, North West, South East and South Wales & Severn are all actively 

seeking new members to join the Partnerships. 

13.9 Appendix 6 sets out the number of Partnership members, their remaining terms of 
office, and the number serving a second term.  

 
Gill Eastwood 
Head of Governance, Audit & Risk 
September 2017 
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CHIEF EXECUTIVE’S REPORT 
Richard Parry 

1. INTRODUCTION  

1.1 This report covers the period to the end of July, with more recent updates where available.     

2. EXTERNAL CONTEXT 

2.1 After the political turmoil of early summer, the period since mid-July has been relatively 

calm, with no significant external events to contend with, and little political engagement – 

Redacted.   

3. PERFORMANCE 

3.1 Appendix 1 sets out performance across the range of KPIs agreed by the Board for 

2017/18.  The most significant issue is the move of the Friends measure to ‘red’ status. 

Redacted.  Other measures with amber status can be recovered during the remainder of 

the year. 

3.2 More positively, the concern expressed at the last Board meeting regarding visitor 

numbers has been partially lifted by a good July monthly result (4.7m visitors), though the 

average for the year to date remains below target (and hence has amber status).     

3.3 Safety performance was also of some concern at the last meeting, but since then we have 

had two RIDDOR-injury-free months for the first time since 2014 and kicked off our step 

change in Safety with our health & safety conference and the forthcoming safety stand 

down days.   

3.4 Redacted presents the update on our progress against the key Strategic programmes for 

17/18, which we track to ensure the Trust’s principal change actions are delivered, to 

complement the KPIs. There are two red status programmes:  the Destinations 

development programme has had to be deferred with the proposed lead now leaving the 

Trust and no suitable externals yet identified; the Waste Cost reduction project has been 

handicapped by the lack of the significant budget now understood to be needed to 

address some of the key areas where problems are most acute. This need will be 

assessed as part of the forthcoming business planning process. 

4. EXECUTIVE REPORTS  

4.1 The Executive’s reports feature as Appendices 3 to 8. The main points to draw to the 

Board’s attention are: 

• Appendix 3 (Health & Safety) reports on two recent tragic deaths – on the River Trent 

near Nottingham and in central Sheffield - where there has been some local reaction 

and challenge to the Trust to reduce the risk of future occurrences; 

• Appendix 4 (Customer Service and Operations) reports on issues as we reach late 

summer with maintaining water levels in some locations after the dry winter and spring, 
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the boat licensing consultation stage 2 report, and successful events in East London 

and our greater involvement in the Manchester Pride festival. 

• Appendix 5 (Asset Delivery) reports on the completion of Crowther bridge (the last of 

the 2015 major flood repairs), and good progress with the Unlocking the Severn project 

and the growing use of volunteers in more complex asset repair works 

• Redacted. 

• Redacted. 

• Redacted. 

• Redacted 

• Redacted. 
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 Jul  Jul Target Actual 

Actual Target 2017/18 2016/17

Number of principal assets in Condition D or E
(requirement to be below 23% threshold)

13.3% 15.0% 15.0% 13.5%

Annual total return on our endowment portfolio
(to exceed market benchmark, GVA Forecast)

6.03% 4.8% 4.6% 10.0%

Annual total return from non-property investments
(to exceed market benchmark, CPI + 6%) 

8.00% 7.7% 7.7% 18.8%

% of prompted people (living in close proximity of a waterway) that 
are aware of/recognise the value of their local waterway

63% TBC TBC N/A

% of people surveyed who are aware of the Trust -
‘brand awareness’ (over last 12 months)

35% 35% 40% 33%

Propensity to support the waterways 2.0 m TBC TBC N/A

№ of individual visitors to our waterways in a typical two week period 
(over last 12 months) 

4.1 m 4.4 m 4.5 m 4.28 m

Customer satisfaction rating of visitors and towpath users
(linked to visitor experience)

92% 85.0% 86% 85%

№ of adoptions of our waterways
(each adoption scheme roughly equates to 1 mile)

181 194 220 181

№ of Volunteer Hours per annum 140,531 157,000 600,000 540,700 

Volunteer satisfaction  / recommendation % ratings 94% 90% 90% 94%

 Jul  Jul Target Actual 

Actual Target 2017/18 2016/17

Public Safety: no of reported safety incidents 120 117 350 382

Employee, Volunteer and Contractor Safety: RIDDOR Accident 
Frequency Rate (accidents per 100,000 hours)

0.28 0.24 0.24 0.26

Customer satisfaction rating of boaters not due 72% 76%

№ of days of unplanned closures to navigation within our control 
(individual instances over 48 hours)

86 133 400 441

Non-investment income to grow by more than CPI plus 1%
(on a three year rolling basis)

3.00% 2.84% 2.84% 3.49%

£ million secured from restricted statutory and voluntary funding, 
philanthropic and individual giving and contributions in kind

£5.1m £6.9m £21.9m £25.9m

Support Costs share of Total Cost 9.5% 9.8% 9.8% 9.4%

% of employees engaged per employee engagement survey not due 68% 66%

Diversity - % staff BAME 4.57% 4.85% 5% 4.77%

Diversity - % senior management Female 25.59% 24.33% 25% 24%

№ of active Friends attracted and retained, regularly donating 22,699 23,338 28,500 20,638

Number of children who have participated in face to face education 
sessions each year

28,251 20,000 75,000 92,660

Towpath Condition % at Grade A - C
(requirement to be above 60% threshold)

not due 79.0% 78.51%

Flood Management - % of principal culverts/ embankments in 
Condition grades A - C (requirement to be above 96% threshold)

not due 98.5% 99.04%

Green indicates that the KPI is ahead of target

Yellow indicates that the KPI is behind target

Red  indicates that the KPI target cannot be achieved

Organisational KPIs and Targets for 2017/18

Other Measures and Government Contractual Obligations

Mission Critical Measures
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APPENDIX 3: HEALTH & SAFETY  
Julie Sharman, Director of Asset Management  

 

1. INTRODUCTION 

1.1. This report covers the period of July and August 2017. The report covers Visitors, Employees, 

Volunteers and Contractors.   

2. VISITOR SAFETY 

2.1. There were 5 fatalities in July and 4 in August on our property.  The year to date total is 20.  None 

we believe are related to a failing of the Trust.  The most notable incident was a 12-year-old boy 

Owen Jenkins drowned in the River Trent adjacent to Beeston Weir in July.  The Nottingham 

Water Safety Partnership, of which the Trust are a part, met with the parents of Owen and the 

local MP to discuss measure to reduce the risk at the weir.  The Trust agreed to work with the 

Environment Agency to erect a temporary fence to restrict access to the weir and the Local 

Authority (LA) are installing warning signs and some additional rescue equipment.  The signs are 

on LA property and discussions are being held with the EA on suitable fence design as the fence 

is on EA property.   

2.2. A suspected suicide took place at Pontcysyllte aqueduct when a woman from South Wales 

travelled by taxi to the aqueduct.  She went out onto the aqueduct leaving her handbag in the taxi.  

The taxi driver followed her to return the bag and found her below the aqueduct.  The Trust is 

working with Public Health Wales to see what measures we may be able to deploy in the vicinity of 

the aqueduct to help reduce the likelihood of suicides 

2.3. A public petition raised by the relatives of a young man who drown in Victoria Quays in Sheffield 

during August this year has been picked up by local print media.  Alex Wilson, a 19-year-old, went 

missing on a night out and was recovered a day later from Victoria Quays.  This death follows a 

similar tragedy 18 months ago of a young man out enjoying a New Year party.  The petition is 

calling for fencing and other measures to reduce the risk presented by the canal basin.  Our safety 

team have visited the basin and we await the inquest to understand the events that led to the 

recent tragedy.  Following the earlier death, the local hotel at which the party was being held 

moved their smoking area from the back of the hotel by the basin to the front.  The Trust installed 

an additional life ring by the rear hotel entrance in the area the body was recovered. 

2.4. Infrastructure related issues: 

2.4.1. During the period, there was no reportable visitor incident.  

2.4.2. The analysis of incidents involving members of the public reported for the operating year up to 

the end of June 2017/18 indicates 142 incidents were reported where loss or injury occurred, 

of which 13 incidents could be related to infrastructure (9.2%).  The details are:  

• 7 pedestrians injured; redacted 

• 5 boaters injured; redacted 

• 1 child cyclist was injured redacted  

 

2.4.3. The Trusts visitor risk assessment process is now extensively supported by volunteer 

assessors.  In the operating year, Trust volunteers and safety advisors have completed 

assessments on 184 locks and 14 moveable bridges.  287 locks and 156 bridges remain with 

assessments over 5 years old.  The completion of this planned activity is anticipated to be at 

the end 2017/18.  As a result of the recent fatality at Beeston Weir in Nottingham we will be 
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prioritising reviewing the risk assessments at our larger river weirs.  There are 73 Trust 

owned river weirs over 20m wide  

 

2.4.4. The chart 1shows the trend in Infrastructure related injuries and total incidents reported.  The 

target is 350 total incidents at the end of August, the current performance is 142 incidents 

which is in line with achievement of the annual target (See visitor incidents by month trend in 

chart 2 which shows less incidents traditionally over the winter period).  We are conscious in 

the upturn in the percentage which are infrastructure related and keeping an eye for any 

identifiable causation. 
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3. EMPLOYEES 

3.1. There have been no reportable accidents since the last report involving an employee.  This is the 

first 2-month period without a Riddor reportable injury since 2014. 

 
 

 
 

 

4. HEALTH 

4.1. Occupational health – the contract continues to perform well.  256 employees were screened on 

the 3-year cycle.  The significant finding is that 16 have been referred for further assessment due 

to poor hearing.  The referrals are to establish what factors are causing the hearing loss and are 

they occupation in origin or as a result of health and age factors.  Referrals will also look at any 

job implications depending on the extent of hearing loss and role of the individual. 
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At present, there have been no new cases of occupational ill health identified which are 

reportable to HSE under the RIDDOR regulations.  Occupational health screening is underway for 

the 760 employees exposed to the risk from vibrating tools.  This is an annual health check. 

 

4.2. Health and wellbeing – The following chart indicates the numbers and percentages of the 239 

management referrals for employee ill-health issues dealt with by our service provider during 

2016.  The top 10 causes of ill health are shown below.  Further details will be provided by 

Medigold at the upcoming health and safety conference 

 

 
 

 

5. VOLUNTEERS 

5.1. In the period, there has been no reportable volunteer injury.  Volunteers continue to remain free 

from serious injury in their work for 21 months. 

 

6. CONTRACTORS 

6.1. In the period, there has been no reportable contractor injury.  Our contract partners are 11 months 

Riddor reportable injury free 

7. OVERALL SAFETY PERFORMANCE 

7.1. The Accident Frequency Rate per 100,000 hours worked (AFR) is our main safety performance 

indicator and the table below shows AFR rolling over the past 12 months for each component of 

the Trust’s workforce - employees, contractors, and volunteers.  The target overall performance 

for 2017/18 is an AFR of 0.21.  

  

Musculoskeletal - Lower 

Back, 22, 15%

Mental Health -

Depression, 22, 16%

Mental Health - Anxiety, 

17, 12%

Mental Health - Stress 

(combination Of 

Stressors), 15, 11%

Musculoskeletal - Knees, 

14, 10%

Neurological, 12, 8%

Mental Health - Work 

Related Stress (only Work 

Stressors Present), 11, 8%

Musculoskeletal -

Shoulder, 11, 8%

Heart, Cardiac & 

Circulatory Problems, 9, 

6%

Chest & Respiratory, 8, 6%

Top 10 Conditions

 
TRUST People AFR 

Injuries in past 

12 months 

Injuries this 

operating year 

Target 

Employees [1780 FTE] 0.34 12 3 
 

 Volunteers [300 FTE] 0.0 0 0 
 

 Contractors [630 FTE] 0.08 1 0 
 

  0.24 13 3 0.21 
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7.2. Redacted 

7.3. The Trust held its safety conference on the 14th of September with the theme “From good to great 

Health and Safety Performance” It focussed on behaviour and leadership to further improve H&S 

performance.  Our partner organisations Vinci, Kier and Land & Water and Waterway Recovery 

Group gave presentations of their experience of how they have improved their performance.  The 

focus was also on health and wellbeing as well as safety and included a very well received 

interactive session with Dramanon a drama based safety learning company. 

 
8. PORT MARINE SAFETY CODE 
 
No significant incidents occurred at our ports over the period.  The Ouse harbour area has an outstanding 
oil spill exercise to undertake.  MCA are aware and have issued a non-compliance notice, however they 
are content with the proposed action.   The Tier 2 pollution response exercise to address the non-
compliance notice will be conducted on 21st September.   
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APPENDIX 4: CUSTOMER SERVICE AND OPERATIONS 
Author:  Ian Rogers, Customer Service and Operations Director  

 
 

1.0 PURPOSE 

1.1 This paper provides a general update on the customer service and operations teams. 

 

2.0 DETAILED INFORMATION 

2.1 Waterways 

2.1.1 Works Programme Planning 

The Waterways delivered 86% of PPM tasks required in July and 72% of Planned Notifications 

in April to July combined.  16% of notifications delivered in July were delivered by volunteers. 

Across all waterways, a total of 1092 notifications, which includes arising and emergency 

works, were delivered in July, with a combined total of 4232 notifications being delivered 

between April and July. 

2.1.2 Share the Space 

The first part of the push to promote our ‘Share the Space, Drop your Pace’ visitor behaviour 

campaign has taken place with towpath events at ‘hotspot sites’ including London, Stoke 

Bruerne, Leeds, Brecon, Newbury and Trevor.  This, combined online activities (tailored 

videos and content including Facebook Live events with partners) has gained a wide customer 

reach and a good media take-up.   

 

Preparation is now underway for a second push in September which will include activities in 

London, Birmingham and Manchester. 

 

2.1.3 Water Issues 

The prolonged dry period that started in late summer 2016, and continued through the autumn, 
winter and spring is still causing some issues across the network.  Despite a wet summer, 
groundwater levels and the rivers and streams that rely on groundwater for their baseflows are 
still well below long term averages, reflecting the dry period before the summer.  In addition to 
the following parts of the network that have experienced problems, there are concerns about 
the prospects for groundwater recharge and reservoir refill over the autumn and winter.  The 
Water Management team will be closely monitoring the situation, along with carrying out 
simulation modelling and forecasting of the prospects for the 2018 boating season (working 
with the Environment Agency and other organisations), in case mitigation actions are 
necessary. 
 

London - Low water levels on the main pound into Little Venice due to low river levels 

in the west combined with losses of water on the Regents Canal resulted in 

the locking of Regents canal between 10.00 p.m. and 7.00 a.m. each night 

for seven weeks.  All boaters were informed along with commercial 

operators (we gave them keys so they could navigate if needed).  Water 

levels have now improved and restrictions had been lifted. 
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Kennet & Avon -  Water shortages continue on the summit despite recent rainfall, resulting in 

restrictions and temporary closures whilst water levels recover. 

 Groundwater levels remain low.  The River Avon at Bath has dipped into 

the ‘below normal’ threshold, but this is not yet affecting our ability to 

abstract water. 

 

East Midlands - Water resources on the Leicester Line are at critical levels and 

consideration has been given to closing the navigation to allow levels to 

rise.  Work has been brought forward from the winter programme to take 

place in mid-September to improve the water retention performance of a 

number of the locks. There is a risk that if water levels are not restored over 

the winter there will be challenges with water supply in 2018/19. 

 

Manchester & Restrictions on the Rochdale Canal were introduced in mid-July with the 

Pennine - summit pound being closed 2 days per week.  The Water Team also 

advised that United Utilities made additional water available to Canal and 

River Trust without any cost this year. 

 

2.1.4 Carpenters Road Lock 

East London Waterways festival celebrated the culmination of HLF funded Carpenters Road 

Lock Restoration Project.  The Waterway put on the event, managed over a number of sites 

around the waterway, with the aim of providing different experiences and a number of contact 

points with the Trust. 

Richard Parry, along with Olympic medallists, officially opened the refurbished lock. 

 

The event was attended by 10,000 people in the Queen Elizabeth Olympic Park which saw 

500 people enjoy free passenger trip boats through Carpenters Road Lock to old Ford Lock on 

the River Lee, 700 people enjoyed kayaking, rowing, stand up paddle boarding and dragon 

boat racing and a further 180 people watched evening cinema screening at the lock.  Posts 

about the Festival reached 30,000 people in total across Facebook and Twitter. 

2.1.5 Manchester Pride 

 The waterway led the Trust’s presence in the walking parade for Pride.  Around 50 staff were 

involved which was a fantastic response.  Branded flags were handed out to people which 

were very popular.  Significantly, we were able to dress parts of the canal this year to reflect 

the festival which gave our name and the Trust much greater profile than in the past. 
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2.2 Boating 

2.2.1 Redacted. 

2.2.2  Licencing Review 

 Stage 2 of the licence consultation has been completed and the evaluation report has been 

published. 

We are currently discussing the proposals to be made in stage 3 of the consultation.  It is 

anticipated that this stage will be launched in September.   An indicative report will be 

submitted to the November Board covering early and indicative outcomes from the final stage 

of consultation.  

 A more detailed report and recommendations to be submitted early December once all of the 

feedback has been collated. 

2.2.3 Redacted  

2.3 Boating Strategy and Engagement 

2.3.1    London Mooring Strategy  

Final amendments are being made to the final draft London Mooring Strategy (LMS) with the 

aim to launch the wider public consultation in September.  Further external consultation 

required with British Marine and Trade regarding existing agreement to remove 1 online 

mooring for every 10 created in off-line marinas.  

2.3.2    Boats in Bloom Campaign 

Shortlisting for ‘special prizes’ completed and public vote launched on 8 August (runs until     

29 August).  Largely positive feedback and lots of press/media interest including the Daily 

Telegraph and BBC Gardner’s World. 

 

2.4 Community Engagement 

2.4.1 Volunteering 

• Volunteer time to end of July 140,531 hours. 
 

• Adoptions have increased to 190 since July 2017 and we expect to reach our target of 

220 by the year end. 
 

• Propensity to Recommend 94%. 

2.4.2 Volunteer Survey 

The annual volunteer survey has been issued to all individuals who have volunteered directly 

with the Trust in the past 12 months and the lead contacts in our partner groups with 96% of 

volunteers stating that they “would recommend the Trust as a place to volunteer” up from last 

year’s 94%. 
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2.4.3 Canalivol 

The Trust’s Volunteering Conference, planned for early September, will see over 100 

colleagues working with volunteers coming together to hear key note speaker Karl Wilding of 

NCVO and discussing common challenges and developments.  They will also take part in 12 

workshops covering a range of topics. 

2.4.4 Employee Volunteering 

New contacts for companies committing to employee volunteering with the Trust include 

Morgan Stanley, Salesforce and HSBC.  966 Corporate Volunteer days are already committed 

for this financial year, already 10% up on last year.  Employee volunteering has generated 

£55,680 in corporate donations to date this financial year. 

 

3.0 EDUCATION AND LEARNING 

3.1 Number of children who have participated in face to face education sessions each year. 
 

KPI May July September November January March 

Target 7,000 20,000 35,000 38,000 54,000 75,000 

Actual 7,323 28,251     

  

3.2 Corridor for Nature Competition Winner 

 

                    
 

A winning school has been chosen for the Corridor for Nature schools’ competition, funded by 

players of the People’s Postcode Lottery.  The winning design was submitted by two Year 6 

pupils from Grewelthorpe Primary School near Ripon, North Yorkshire.  The design is now 

being worked up by the Trust’s internal landscape architect team, after which it will be built 

with the donated £10,000 prize, in the school grounds.  The competition attracted over 707 

schools to participate. 

 

3.3 STEM update 

Recruitment for employee ‘STEM Ambassadors’ is going well with 30+ members of staff 

already volunteering.  Training days are currently being arranged for Milton Keynes and 

Gloucester.  Training has been given to some staff members for STEM activities, as well as 

teams of education volunteers.  Various STEM events have been attended, including Big Bang 

Northwest in Liverpool.  

 
3.4 Museum Learning and Education 

At Gloucester, we now have a new education space on board Sabrina 5 which is our main 

learning space within the museum.  During the school summer holidays, we have been 

delivering educational activities within the galleries with the help of the front of house team. 
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At Ellesmere Port, we have been running the John Muir Family Award one day a week 

throughout the summer.  We have eight local families booked on to these sessions 

which finish at the end of August.  We have also organised and run the Horses at Work 

family event at the museum on 13th August which attracted in the region of 350 visitors, most 

of whom had a dwell time of four hours or more. 

 

George has had a very successful journey so far, attracting 1,179 school children and 1,467 

children to events since the beginning of June.  We have also held three community events on 

board the boat, collecting memories for an exhibition in October at the museum.  Her journey 

continues this week with visits to Burscough and Parbold, before heading to Anderton Boat 

Lift.  Her journey will have culminated with a visit to Acton Bridge transport festival, followed by 

a return to the museum for the winter. 

 

3.5 Explorers Go Global 

                 

Explorers volunteers took part in an exciting visit to Hatton Locks with a group of Scouts from 

the Caribbean, co-ordinated by Andrew Morris. 

The volunteers led our Build a Canal activity, introducing the scouts to canals in England and 

what they were originally used for.  The group were fascinated by the importance of 

transporting cargoes by boat through the canal and river system.  Many of the students did not 

know what canals were, how they were built and many had never seen a river. 

4.0 FISHERIES AND ANGLING 

4.1 Digital Promotion of Fisheries & Angling 

4.1.2 Facebook 

The angling page now has 25,550 followers.  We undertook the team’s first Facebook live as 

part of Division One national on the Shropshire Union. 

4.1.3 Let’s Fish events go swimmingly! 

Our successful Let’s Fish! events during July and August offered people the opportunity to find 

out more about angling.  We created digital content to encourage people to get hooked, 

including a fishing guide download, how-to-fish videos, quizzes and illustrate 

ones to give top tips about where to fish.  Feedback from people who came along was great. 

 

5.0 MUSEUMS 

5.1 ACE have carried out accreditation review meetings at Stoke Bruerne and Gloucester 

museums and have advised us that both sites will be recommended for full accreditation at the 

September panel.  Ellesmere Port is already accredited. 

5.2 The Gloucester and Ellesmere Port museums received 9,000 visitors in July, giving a total of 

22,000 visitors between April – July 2017.  This compares with 13,000 visitors in 2016 (though 
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Gloucester closed for refurbishment until end of July).  Although for this period visitor figures 

and associated income are up on last year (184% and 169% respectively), this is below plan. 

5.3 A Bike and Boat Festival was held at Ellesmere Port (in partnership with Sustrans and the 

local community), while at Gloucester we have completed the refurbishment of Sabrina 5 – 

WWII Severn barge – as a flexible learning/exhibition/meeting space.  Meanwhile, George – 

Leeds and Liverpool Canal wide dumb barge – restored as part of Window on the World HLF 

project, has been carrying out Museum outreach work between Liverpool and Wigan. 

 

6.0 CUSTOMER SERVICE 

6.1 Moneypenny Performance 

Call and email volume remain high over the summer, with customer satisfaction continuing to 

be monitored closely through the (optional) customer service satisfaction surveys, now 

sampling 10% of all calls relating to a local waterway enquiry.  86% of licensing customers and 

77% of the local waterway customers rated their overall experience as good or very good 

during July. 
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APPENDIX 5: ASSET REPORT  
Simon Bamford, Director of Asset Delivery 

 
1. Introduction 

1.1. This appendix provides an update on the Asset repair and works programme. 

 
2. Flood Response Update 

Work to deliver the recovery programme has continued to progress throughout the 

summer with two remaining outputs, Ganny Weir repair completed at the end of June and 

Crowther Bridge at the beginning of September. 

 

Crowther Bridge, Calder and Hebble 

There remain several outstanding flood repairs, not included in the flood response 

programme as they were of lower priority, that will be incorporated into future years work 

programmes as appropriate. 

3. Waterway Infrastructure Maintenance and Repair (WIMR) 

 
3.1. Priority Projects and Enterprise Funded Works- IDT 

In the period to end of July, the IDT had delivered works to the value of £6,278k which 

was ahead of the planned value of £5,499k.  

 

8 projects were completed in the period, with a further 12 either started or on site. 

Significant project completions were the 3rd party funded Acton Bridge repairs and 

Carpenters Road Lock. Carpenters Road Lock was operational for the Athletics World 



 
Championships and was formally opened during the East London Water Festival on 28th 

August. There remain several snagging items and operational adjustments to be made 

before the lock can be handed over to the waterway. 

 

 

Carpenters Road Lock 

Pendle MP, Andrew Stephenson visited Upper Foulridge Reservoir (NW) on 17th August 

to view the work to increase the wave wall height and install flood gates to provide 

protection up to a1:10,000 year flood event. Richard Parry and the project team hosted 

Andrew Stephenson who was impressed with the work being done and posted a report on 

his Facebook site. 

The dredging programme has been progressing well with 14 projects either started or on 

site and 5 completed. The increase in dredging activity in the summer month reflects the 

increased investment in dredging in the current plan. 

 

Sharpness Dredging using Suction Dredger 

 

 



 
3.1.1. Unlocking the Severn 

Good progress has been made with the development of the project and the transfer of 

leadership from Severn Rivers Trust to the Trust. The Trusts programme management 

team is in place and has conducted several constructive meetings with HLF ahead of the 

midterm review in October. redacted 

 

3.2. Priority Works - Direct Services 

Steady progress has been made on the Priority Works programme with progress slightly 

behind programme because of many arising and reactive tasks (19%) occurring in the first 

4 months of the year. The M&E programme is on target with routine maintenance 

routinely achieving 80% of planned tasks whilst also completing significant numbers of 

arising tasks amount to 25% of planned activity. 

Glovers Swing Bridge – Leeds & Liverpool - Washwall repairs 

 

  
Before       After 

 

   

Wash Wall repairs – Caldon Canal 

 

The establishment of the hire desk and focus on routine maintenance and repair of the 

floating plant fleet is beginning to deliver improvements with 197 reactive breakdowns in 

the first 4 months of B17 compared with 1056 for the whole of B16. Craft that have 

undergone refit and refurbishment are being returned to use improving availability and 

utilisation and the public image of the fleet.  

 



 
 

 

Craft Blaby and Tern returning to service 

 

3.3. Operational Contracts 

The operational contracts programme is generally on plan although difficulties with the 

mobilisation and start-up of the MEICA contract have led to the scheduled maintenance 

programme being behind plan. 

The revised grass cutting regime that has generated cost savings has not generated any 

increased comments or complaints and so will be the standard for B18. Research into the 

treatment and management of Japanese Knotweed has resulted in a significant change to 

the specification that will generate an annual cost saving of £35k. Offside vegetation and 

tree surveys have now been completed and work plans developed for the winter 

programme. 

Redacted . 

 

 

 

 

 

 

 

 

 

Feeder maintenance. The clearance of the annual aquatic and terrestrial vegetation from 

Crofton feeder. 

The pictures below illustrate the wide range of tasks undertaken by our contractors in 

areas that are difficult to access and operate in. 



 
 

 

Grand Union, Milton Keynes – Car Removal 

 

3.4. Volunteer Delivery 

Volunteer involvement in the delivery of the maintenance and repair programme continues 

to grow at an increased pace following the establishment of the Asset Delivery 

Volunteering team. In addition to the 2 Site Supervisors already recruited a third has 

recently appointed to work on the Montgomery Canal HLF project and to support the 

North Wales and Borders waterway. 

In Direct Services, volunteers have been working with the construction teams on activities 

such as bank protection schemes, towpath construction, lock gate painting and boat 

moving.  

At Lock 15, Grantham Canal, work has continued on the lock walls with local volunteers 

supplemented by a WRG summer camp making significant progress in completing the 

walls around the letter box weirs and lock approaches. 

   

Before      After 

    



 
The Asset Delivery Volunteer team are on programme to deliver their planned outputs and 

are building up to a programme of vegetation management tasks over the winter months. 

 A notable job completed has been the removal of the railway ballast at Pant Railway 

Embankment on the Montgomery Canal where 1114.5 tons of waste were removed and 

over 352 volunteer hours recorded to open the canal blockage. 

In July, the team and colleagues and volunteers assisted an education and work party 

event that took place at Hatton locks which involved 40 scouts from the Caribbean, who 

were on a return exchange trip visiting the United Kingdom. The group was made up of 

scouts from Anguilla and St Kitts. 

They took part in a practical task cutting back the overhanging vegetation from the coping 

stones on the lock flight. This has assisted with our preparation works for the work taking 

place this winter. 

Dry stone walling work has commenced on the Rochdale canal where the team of 

volunteers that assisted in the flood response repairs are now rebuilding dry stone walls 

damaged by the floods saving the Trust over £30k of contract costs. 

 

 

September 2017.  
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