Have your say on accessing
council services in Dunstable
Find out more about proposals for accessing our
services in person in the Dunstable area
Find out more at
www.centralbedfordshire.gov.uk/consultations

Changing customer demand
How we access services has changed over the years, with the advancement of technology. Many
services that we used to access in-person, like going to the bank to pay a bill, can now be done
online or over the phone. The same is true of council services. Applications for ordering waste
bins, providing copies of documentation and paying your council tax for example are now mostly
carried out online.
For many, being able to contact us online or over the phone is more convenient, particularly with
online access being available 24 hours a day 7 days a week.
Customer demand for in-person appointments has decreased significantly over the years, and
even more so during the pandemic when in-person contact has not been possible.
Despite this trend, we know there will always be times when in-person appointments are needed.
We also know that for many residents travelling to Priory House near Shefford or Watling House in
Dunstable is not easy. In 2018, we moved some of our customer service appointments into our
libraries at Biggleswade, Flitwick, Sandy, Leighton Buzzard and Shefford.
This means residents can speak to us in-person at a more convenient location.
Watling House in Dunstable previously offered in-person appointments for general enquiries,
housing, council tax and benefits, social services and registration services. Predominantly Watling
House was used as an office base for our staff. The pandemic also accelerated our approach to
working in a more flexible way. Our staff have the technology to work from any location and this in
turn means we need less office space.
Since the COVID-19 pandemic the use of Watling House by council employees and customers has
been minimal. A limited number of teams are making occasional use of Watling House, leaving
most of the building empty. Some of the unused space has been leased to the NHS for a
Vaccination Centre.
Since COVID-19 restrictions have eased, we have continued to do most assessments that were
previously done in person at Watling House, by appointment over the phone or via video calls, and
in some instances by post.
Most queries or problems have been successfully resolved over the phone or via video calls.
On the rare occasion that activities or issues were unable to be resolved over the phone or online,
customers were invited by appointment to be seen at Watling House or another council building,
or council officers visited people in their homes.
When customers needed to scan and submit documents and evidence to the council this was done
online or by post. Customers unable to scan and submit themselves were assisted in person.
During the pandemic most registration services were by phone or online. The main office at
Ampthill was used when restrictions eased. Recently the Leighton Buzzard Registration Office has
reopened for appointments.
Watling House costs around £600K per year to run, and there is an estimated £1.7M maintenance
backlog.
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We want to ensure we make the best use of our resources, and ultimately public money. We need
to change our buildings and estate to reflect changing customer expectations and demand for inperson appointments.
We are proposing not to re-start / carry out in-person appointments at Watling House and to
provide them from other public buildings in the local areas such as The Dunstable Centre, Grove
Theatre and the new Grove View Integrated Health and Care Hub we are building (due to open in
Spring 2023).

What are we asking for your views on?
As we have begun to work in a more flexible way, we can continue to offer most of our services
using online, phone and postal options.
To date the council has received positive customer feedback about the move to providing more
services online, and by video and phone calls. Many customers said that having an online or
telephone appointment at a pre-booked time is more convenient than in-person meetings at
Watling House because there is no need to spend time or money travelling. Also having meetings
in their own homes was easier to manage alongside their work and care responsibilities.
To ensure that customers are not excluded from accessing services because they do not have their
own IT equipment the council is proposing to install a customer self-service point into a public
facing building in the Dunstable area. The self-service point will contain a computer or iPad which
customers will be able to use to access the council’s online service and participate in video calls.
There will be a phone at the self-service point in case the customer needs to talk to someone from
Customer Services or a service department to get additional help accessing online services.
We know that this does not suit everyone, so we are suggesting some alternative locations if an inperson meeting is required.
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Where can you already access services in the area, if you need to?

Distances to (data taken from Google maps)


Watling House to Health Hub is 0.8 miles



Watling House to Franklin House is 0.5 miles



Watling House to Dunstable Centre / Grove theatre is 0.8 miles



Watling House to Houghton Regis Library is 1.3 miles



Watling House to Leighton Buzzard Library is 7.4 miles

We are working to upgrade our meeting rooms in our libraries to provide the ability for people to
access the meeting via video call as well as in-person.
Council staff located in public buildings, such as our libraries, already assist customers that need
signposting to services or to speak to customer services. This will continue to be the case.
Computers are available for public use in our libraries, and these can be used to review and access
the Council’s online services.
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What alternatives are we proposing?
The services that have used Watling House in the past are customer services, housing, tax and
benefits, adults and children’s social care and registrations.
Below we have explained what the need is, along with our proposed alternative for each service.

Service: Customer Services
Access need:


Customers that need an in-person meeting



Customer service points for customers that do not have access to their own equipment or
require assistance accessing online services

Proposed alternative:


Use meeting rooms in public buildings in the South of Central Bedfordshire. There are
meeting rooms available at the Dunstable Centre, the Grove Theatre and at the Libraries in
Houghton Regis and Leighton Buzzard.



Install one wheelchair-accessible Pod in the Dunstable Centre. The Pod will contain a
computer or iPad set up for customers to access online services, and a phone to provide
direct access to customer services in case assistance is required.



If more Pods are required to satisfy demand an additional Pod could be installed in other
public buildings.

Service: Housing
Access need:


Meeting rooms for necessary in-person meetings



Customer service points for customers that do not have access to their own equipment or
require assistance accessing online services



Document verification and submission to the Housing team



Posting documents



Issue, store, and return of housing stock keys

Proposed alternative:


Use meeting rooms in public buildings in the South of Central Bedfordshire. There are
meeting rooms available at the Dunstable Centre, the Grove Theatre and at the Libraries in
Houghton Regis and Leighton Buzzard.



Install one wheelchair-accessible Pod in the Dunstable Centre. The Pod will contain a
computer or iPad set up for customers to access online services, and a phone to provide
direct access to customer services in case assistance is required.
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If more Pods are required to satisfy demand an additional Pod could be installed in other
public buildings.



The Housing team already use online solutions for the verification and submission of
documents, and this will continue. This online solution will be used to further reduce the
need to post mail.



Keys will be issued from and returned to Franklin House (Brewers Hill Road, Dunstable).

Service: Tax and Benefits
Access need:


Meeting rooms for necessary in-person meetings



Customer service points for customers that do not have access to their own equipment or
require assistance accessing online services



Document verification and submission to the Revenues and Benefits team



Posting documents

Proposed alternative:


Use meeting rooms in public buildings in the South of Central Bedfordshire. There are
meeting rooms available at the Dunstable Centre, the Grove Theatre and at the Libraries in
Houghton Regis and Leighton Buzzard. There will also be bookable meeting rooms in the
Grove View Integrated Health and Care Hub in Dunstable when it opens.



Install one wheelchair-accessible Pod in the Dunstable Centre. The Pod will contain a
computer or iPad set up for customers to access online services, and a phone to provide
direct access to customer services in case assistance is required.



If more Pods are required to satisfy demand an additional Pod could be installed in other
public buildings.



We are currently working on an online solution for the verification and submission of
documents. Once received the Revenues and Benefits team will verify authenticity of the
documentation and process them.



The post is already delivered to Priory House and is sorted and distributed from there.

Service: Children’s Services
Access need:


Meeting rooms for necessary in-person meetings

Proposed alternative:



Use meeting rooms in public buildings in the South of Central Bedfordshire. There are
meeting rooms available at the Dunstable Centre, the Grove Theatre and at the Libraries in
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Houghton Regis and Leighton Buzzard. There will also be bookable meeting rooms in the
Grove View Integrated Health and Care Hub in Dunstable when it opens.

Service: Social Care
Access need:


Meeting rooms for necessary in-person meetings

Proposed alternative:



Use meeting rooms in public buildings in the South of Central Bedfordshire. There are
meeting rooms available at the Dunstable Centre, the Grove Theatre and at the Libraries in
Houghton Regis and Leighton Buzzard. There will also be bookable meeting rooms in the
Grove View Integrated Health and Care Hub in Dunstable when it opens.

Service: Registrations
Access need:


Office space in Dunstable area for our staff and to do registrations

Proposed alternative:


Registration will be available from the Grove View Integrated Health and Care Hub on a
Monday and Wednesday, which would be in addition to the registrar’s service provided
from Leighton Buzzard Library on a Tuesday and Thursday.



Meetings will continue to be by appointment

How can you have your say?
We want to hear your thoughts about accessing services in Dunstable. Share your thoughts online
at www.centralbedfordshire.gov.uk/consultations. The consultation opens on 28 June 2022 and
will run for eight weeks, closing on 22 August 2022.
A consultation is a way of us hearing from you about proposals we are suggesting. This is not the
same as a vote, but it is a really valuable way of us hearing first-hand what you think about an idea
or change. It gives us the opportunity to better understand the impact a change might have and
change things if it isn’t quite right. It’s also an opportunity to hear about your own ideas.
The headlines of your feedback will go to the Council’s Corporate Resources Overview and
Scrutiny Committee in September, before a full report goes to the Council’s Executive Committee
in October 2022. This Executive Committee will consider your feedback before making a decision.
We will be paying careful attention to those that will be most affected by these proposals.
For those that need a paper copy of the questionnaire, you can pick up a copy from Dunstable
library, Houghton Regis library and Leighton Buzzard library and there is a freepost address to
return it to.
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Find us online: www.centralbedfordshire.gov.uk
Call: 0300 300 8301
Email: customers@centralbedfordshire.gov.uk
Write to: Central Bedfordshire Council, Priory House,
Monks Walk, Chicksands, Shefford, Bedfordshire SG17 5TQ

How we access services has changed over the years, with the advancement of technology. Many
services that we used to access in-person, like going to the bank to pay a bill, can now be done
online or over the phone. The same is true of council services.
Customer demand for in-person appointments has decreased significantly over the years, and
even more so during the pandemic when in-person contact has not been possible.
Despite this trend, we know there will always be times when in-person appointments are needed.
Watling House in Dunstable continued to offer in-person appointments for general enquiries,
housing, council tax, social services and registration services. Mainly Watling House was an office
base for our staff. The pandemic also accelerated our approach to working in a more flexible way.
Our staff have the technology to work from any location and this in turn means we need less office
space.
Since the COVID-19 pandemic the use of Watling House by council employees and customers
has been minimal. A limited number of teams are making occasional use of Watling House,
leaving most of the building empty.
Since restrictions have eased, we have continued to do some assessments that were previously
done in person at Watling House, by appointment over the phone or via video calls, and in some
instances by post.
We want to ensure we make the best use of our resources, and ultimately public money. We
need to change our buildings and estate to reflect changing customer expectations and demand
for in-person appointments. We are proposing to close Watling House and provide in-person
appointments in many of our other public buildings such as The Dunstable Centre, Grove Theatre
and the new Integrated Health and Care Hub we are building (due in Spring 2023).
Please submit your views by Monday 22 August 2022.

1.

Are you responding as: (please select one)
Resident of Central Bedfordshire
Member of staff at Central Bedfordshire
Council
Town or Parish Council
If Town or Parish Council, please specify:

If voluntary or community organisation, please specify:

If other, please specify:

Local Business
Voluntary or community organisation
Other

2.

If you are a member of staff at Central Bedfordshire Council, please tell us which office
you use most often.
Priory House
Watling House
Thorn Turn
Other office

3.

In the last 3 years, approximately how many times have you accessed face-to-face
services at Watling House?
5 or more times
3-5 times
1-2 times
I have not accessed face-to-face services at Watling House in the last 3 years

Customer services
4.

How far do you agree or disagree with the proposals for Customer Services?
Strongly
agree

Agree

Neither
agree or
disagree

Disagree

Strongly
disagree

In-person meetings to be held in public
buildings in the South of Central
Bedfordshire. There are meeting rooms
available at the Dunstable Centre, the
Grove Theatre and at the Libraries in
Houghton Regis and Leighton Buzzard.
Customer service pods for customers that
need support, do not have access to their
own equipment or require assistance
accessing online services will be available
in the Dunstable library/leisure complex

5.

Are there any other locations within Central Bedfordshire that you feel would be
suitable for customer services? If so, please provide them below.

6.

If you have any comments relating to the proposals for Customer Services, please
provide them below.

Housing
7.

How far do you agree or disagree with the following proposals for the Housing service?
Strongly
agree

Agree

Neither
agree or
disagree

Disagree

Strongly
disagree

Meeting rooms for necessary in-person
meetings in public buildings in the South of
Central Bedfordshire. There are meeting
rooms available at the Dunstable Centre,
the Grove Theatre and at the Libraries in
Houghton Regis and Leighton Buzzard.
Customer service pods for customers that
do not have access to their own equipment
or require assistance accessing online
services will be available in the Dunstable
library/leisure complex
Keys for council-owned properties would be
issued from and returned to Franklin
House, Brewers Hill Road in Dunstable
The housing service would continue to use
online solutions for the verification and
submission of documents
The online solutions would be used to
reduce the need to post letters and
documents

8.

Are there any other locations within Central Bedfordshire that you feel would be
suitable for any of the above? If so, please provide them below.

9.

If you have any comments relating to the proposals for the Housing service, please
provide them below.

Tax and Benefits
10. How far do you agree or disagree with the proposals for Tax and Benefits?
Strongly
agree

Agree

Neither
agree or
disagree

Disagree

Strongly
disagree

Meeting rooms for necessary in-person
meetings in public buildings in the South of
Central Bedfordshire. There are meeting
rooms available at the Dunstable Centre,
the Grove Theatre and at the Libraries in
Houghton Regis and Leighton Buzzard.
There will also be bookable meeting rooms
in the Grove View Integrated Health and
Care Hub in Dunstable when it opens.
Customer service pods for customers that
do not have access to their own equipment
or require assistance accessing online
services would be available in the
Dunstable Centre
We are currently working on an online
solution for the verification and submission
of documents. Once received the
Revenues and Benefits team will verify
authenticity of the documentation and
process them
The post would be delivered to Priory
House, sorted and distributed from there

11. Are there any other locations within Central Bedfordshire that you feel would be
suitable for any of the above? If so, please provide them below.

12. If you have any comments relating to the proposals for Tax and Benefits, please
provide them below.

Children's Services
13. How far do you agree or disagree with the proposals for Children's Services? (please
select one per row)
Strongly
agree

Meeting rooms for necessary in-person
meetings in the South of Central
Bedfordshire. There are meeting rooms
available at the Dunstable Centre, the
Grove Theatre and at the Libraries in
Houghton Regis and Leighton Buzzard.
There will also be bookable meeting rooms
in the Grove View Integrated Health and
Care Hub in Dunstable when it opens.

Agree

Neither
agree or
disagree

Disagree

Strongly
disagree

14. Are there any other locations within Central Bedfordshire that you feel would be
suitable for any of the above? If so, please provide them below.

15. If you have any comments relating to the proposal for Children's Services, please
provide them below.

Social Care
16. How far do you agree or disagree with the proposal for Social Care? (please select
one)
Strongly
agree

Agree

Neither
agree or
disagree

Disagree

Strongly
disagree

Meeting rooms for necessary in-person
meetings in public buildings in the South of
Central Bedfordshire. There are meeting
rooms available at the Dunstable Centre,
the Grove Theatre and at the Libraries in
Houghton Regis and Leighton Buzzard.
There will also be bookable meeting rooms
in the Grove View Integrated Health and
Care Hub in Dunstable when it opens.

17. Are there any other locations within Central Bedfordshire that you feel would be
suitable for any of the above? If so, please provide them below.

18. If you have any comments relating to the proposal for Social Care, please provide
them below.

Registration service
19. How far do you agree or disagree with the proposals for the registration service in
Dunstable? (please select one)
Strongly
agree

The registration service would use the
interview room in the Dunstable Health hub
on a Monday and Wednesday. This would
complement the service provided in
Leighton Buzzard Library on a Tuesday and
Thursday
Meetings will continue to be by appointment

Agree

Neither
agree or
disagree

Disagree

Strongly
disagree

20. Are there any other locations within Central Bedfordshire that you feel would be
suitable for any of the above? If so, please provide them below.

21. If you have any comments relating to the proposals for the Registration service, please
provide them below.

Overall
22. To what extent are you happy or unhappy to access council services digitally? (please
select one)
Very happy

Happy

Neither happy
or unhappy

Unhappy

Very unhappy

23. To what extent are you happy or unhappy to access council services over the phone?
Very happy

Happy

Neither happy
or unhappy

Unhappy

Very unhappy

24. How far do you agree or disagree with the council's proposal to provide services
differently and therefore move all public-facing services from Watling House? (please
select one)
Strongly agree

Agree

Neither agree
or disagree

Disagree

Strongly
disagree

25. If you have any other comments, please provide them below.

About You
This section is about you. The following information will help us when considering your
opinions and to make sure that we're getting views of a cross-section of the community.
The answers will not be used to identify any individual. You can read more about why we
ask these questions on our website.
All of these questions are optional, and you can give as much or as little information as you
wish.
26. Are you: (please select one)
Male

Other

Female

Prefer not to say

If other, please specify:

27. What is your age? (please select one)
Under 16 yrs

45-59 yrs

16-19 yrs

60- 64 yrs

20-29 yrs

65-74 yrs

30-44 yrs

75+ yrs

28. Do you consider yourself disabled? (please select one)
Under the Equality Act 2010 a person is considered to have a disability if they have a
physical or mental impairment which has a sustained and long-term adverse effect on
their ability to carry out normal day to day activities.
Yes
No

29. To which of these groups do you consider you belong? (please select one)
White British

Mixed ethnicity

Black or Black British

Other ethnic group

Asian or Asian British

If other, please specify:

30. What is your home or organisation's postcode?
This will only be used for analysis purposes and will not be used to identify you in any
way.

31. If you would like to receive alerts for any new consultations, please provide your email
address below to be added to our database, this will not be used or shared for any
other reason:

Thank you.
Please return your completed form by Monday 22 August 2022 to:
Freepost RSJS GBBZ SRZT (you do not need a stamp)
Accessing council services at Watling House
Central Bedfordshire Council
Priory House, Monks Walk
Chicksands, Shefford
SG17 5TQ
Data Protection Act 2018
Please note that your personal details supplied on this form will be held and/or computerised by Central Bedfordshire Council for the purpose of
this survey. The information collected may be disclosed to officers and members of the Council and its’ partners involved in this survey.
Summarised information from the forms may be published, but no individual details will be disclosed under these circumstances.
Your personal details will be safeguarded and will not be divulged to any other individuals or organisations for any other purposes. If you do not
wish to have your personal details retained for the purposes given, please contact consultations@centralbedfordshire.gov.uk who will arrange for
their removal and deletion. We will only be able to locate your data for removal if you have provided us with a personal identifier, such as your
email address.

