Appendix C: 2018/19 Corporate Performance Measures

EoC4a: Percentage of

Key:

Corporate Performance Suite 2018/19 Targets

Red Status: Focus of improvement

Amber Status: Initial improvement activity identified

Green Status: Variance from target manageable

Green Plus Status: Exceeding expectations

apprentices in post as Eli'grt]r;er(rjoe, Employer of Choice FTFC gg?:rr 'S
percentage of workforce.
CTOC1: Percentage of . .
customer complaints responded i, GO o el FTFC Elee il
o . Clare Customers Better
to within deadline
EAA1: Customer satisfaction Watson, Connected to our FTEC Bigger is
with CSC customer service Clare Customers Better
FS3 (Futsav1b): Percentage of Fletcher Bigaer is
GF savings identified to meet ’ Financial Security FTFC 99
Clare Better
three year target
FS4 (Futsav2b): Percentage of Fletcher Bigaer is
HRA savings identified to meet ' Financial Security FTFC 99
Clare Better
three year target
HDD1b (formerly NB1) - New
Build Spend v Budget of : Bigger is
development activity that is AITEE, 80 | RISl DVERRmOmE |G Better
contracted
Assets 5: Percentage of assets Cresser Housing and Bigaer is
known to be health and safety . ’ 9  Customers 99
. Jaine Investment Better
compliant
BV213: Homelessness Cresser, Housing and Bigger is
: )  Customers
preventions Jaine Investment Better
BV66a: Rent collection rate Crgzsser, AT T  Customers M
Jaine Investment Better
ECHFL-EW1: Percentage of
tenants satisfied with external Cresser, Housing and . Bigger is o
works completed (for the current |Jaine Investment CUEHEMERE Better e

quarter)
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2.50% 2.50% 2.50% 2.50%
95 95 95 95
90.00% 90.00% 90.00% 90.00%
21.10% 39.80% 47.40% 69.90%
2.50% 29.30% 33.50% 46.30%
90.00% 90.00% 90.00% 90.00%
100 100 100 100

90 180 270 360
93.60% 96.30% 97.80% 98.70%
90.00% 90.00% 80.00% 80.00%
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EQHF!_1: Percentage of Homes Crgsser, Housing and . Customers Bigger is 77.20% 79.80% 82 60% 75.30%
maintained as decent Jaine Investment Better
.N|156: TS househplds Cresser, Housing and Smaller is
in temporary accommodation at . » Customers 100 100 100 100
Jaine Investment Better
end qtr
V_GC1: P_ercentage.o_f dwellings Cr_esser, Housing and . Customers Bigger is 100.00% 100.00% 100.00% 100.00%
with a valid gas certificate Jaine Investment Better
CS8: Anti-social behaviour per |Gregory, Communities and . Smaller is
1,000 population Rob Neighbourhoods Cllsiemizrs Better 10 2z . .
CS9: Criminal damage per Gregory, Communities and . Smaller is
1,000 population Rob Neighbourhoods ClUBieImErE Better < ek ok e
N”.Sb: Vii2 S 01 vplgnce Gregory, Communities and Smaller is
against the person (victim based Rob Neiahbourhoods » Customers Better 8.5 17 26 33.07
crime) per 1,000 9
ELLT: Percentage of known Al-Jawad, |Planning and Bigger is 0 g 9 . . .
HMOs that are free from Zavd Requlation * Place Better 100.00% 100.00% 98.00% 98.00% 98.00% 98.00%
category 1 hazards y 9
NI157a: Percentage of major . . .
planning applications e S I - Place T 100.00% 100.00% 87.50% 90.00% 60.00% 60.00% 60.00% 60.00%
Zayd Regulation Better
determined in 13 weeks
NI157b: Percentage of minor . : .
planning applications e (RS S - Place 2lgars 96.40% 98.00% 98.60% 94.90% 65.00% 65.00% 65.00% 65.00%
determined within 8 weeks y 9
N|15.7C: Perc.ent:age Rilelicy Al-Jawad, [|Planning and Bigger is 0 0 q q Q 2 . .
planning applications Zavd Requlation * Place Better 96.80% 96.30% 96.80% 96.80% 80.00% 80.00% 80.00% 80.00%
determined within 8 weeks y 9
NI184: Food establishments in Al-Jawad Plannina and Bigger is
the area broadly compliant with : 9 - Place 99 95.00% 95.00% 95.00% 95.00%
. Zayd Regulation Better
food hygiene law
VoidsGN: The time taken to . .
relet standard general needs Crgsser, AU N » Customers/ Place SEIErE 32 32 32 32
. Jaine Investment Better
voids
) . Cooperative :
CNM2g: Garage Voids asa  |\piar Craig |Neighbourhood FTFC Nl 12.00% 12.00% 12.00% 12.00%
percentage of stock Management Better
267 RO [FEIEEMES IERENS | [y, oy || SEVEIELE RIS - Place Bigger is 95.00% 95.00% 95.00% 95.00%
appointment made and kept Services Better
28 AP CS HEICOI D IR | Vi (g | SR Rl - Place Bigger is 87.50% 87.50% 87.50% 87.50%
fixed first time Services Better
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ECH-Rep5: Time taken to
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complete repair from time of Miller, Craig Stevgnage Dy * Place SIREILES
. Services Better
reporting
ECH.FLS: Pgrcentage o . . |Stevenage Direct Bigger is
Repairs service customers Miller, Craig ) * Place
o Services Better
satisfied (telephone survey)
NI191: Residual household Miller. Crai Stevenage Direct « Place Smaller is
waste per household (kgs) ’ 9 [Services Better
NS [FEEEmiEEe el Stevenage Direct Bigger is
household waste sent for reuse, |Miller, Craig enag * Place 99
: . Services Better
recycling and composting
BV9: Percentage of council tax |Fletcher, . » Transformation & |Bigger is
Finance and Estates
collected Clare Support Better
BV10: Percentage of
nondomestic Fletcher, Finance and Estates |- Transformation & |Bigger is
rates due for the financial year |Clare Support Better
received by the authority
Pe1: Total Human Capital - Protheroe, |Corporate Services  Transformation & [Bigger is
measures Workforce Stability Richard and Transformation Support Better
Pe2: Agency Usage as a Protheroe, |Corporate Services * Transformation & [Smaller is
percentage of total workforce Richard and Transformation Support Better
Pe4a: Sickness Absence Rate |Protheroe, [Corporate Services * Transformation & |Smaller is
for the Current Workforce (FTE) |Richard and Transformation Support Better
Pe6: Appraisal completion to Protheroe, |Corporate Services * Transformation & [Bigger is
meet corporate deadlines Richard and Transformation Support Better
Cust1: Percentage complaints Corporate Proiects
progressing to stage 2 and 3 Watson, P JECtS,  Transformation & [Smaller is
: Customer Services and
that are upheld or partially Clare Support Better
Technology
upheld
CSC12: Pe_rcentage of calls Watson, Corporate PrOJ(_ects, « Transformation & |Smaller is
abandoned in the Customer Customer Services and
Clare Support Better

Service Centre

Technology
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10 10 10 10
90.00% 90.00% 90.00% 90.00%
133 254 386 519
42.10% 43.50% 41.50% 40.00%
33.00% 61.00% 89.00% 96.80%
36.00% 62.00% 89.00% 99.00%
85.00% 85.00% 85.00% 85.00%
10.00% 10.00% 10.00% 10.00%
8 8 8 8
100.00% 100.00% 100.00% 100.00%
40.00% 40.00% 40.00% 40.00%
8.00% 8.00% 7.00% 6.00%
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CSC4: Percentage of telephone Corporate Projects, . ) . .

calls to the CSC answered Jatson, - |Customer Services and|, ransiomation & - (Siageris 55.00% 55.00% 55.00% 55.00%
within 20 secs Technology i

CSC5: Percentage of walk-in Corporate Projects, . : . .

customers to the CSC served \c/:\llg’;zon, Customer Services and Sl'rar;sr:ormatlon e E:—?t?eerr 'S 80.00% 80.00% 80.00% 80.00%
within 20mins Technology PP

NI181: Time taken (days) to . . .

process housing benefit new Ellztéher, Finance and Estates Sl'rar:)sr:ormatlon e S(r;?ellrer s 14.0 12.0 11.0 9.0
claims and change events PP
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Number of affordable homes
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delivered (gross) by the Council |Ahmed, Ash |Housing Development [FTFC Elgeler &

. Better
(since 2014)
Percentage of upheld Stage 2 & : .
3 complaints for Housing and Crgsser, Excellent Council FTEC Smaller is
| Jaine Homes Better
nvestment
ECHFL-IW1: Percentage of
tenants satisfied with internal Cresser, Housing and . Customers Bigger is
works completed (for the current |Jaine Investment Better
quarter)
Percentage of roles filled by staff|Protheroe, . .
employed within the Council Richard SleyEr i EiEes FIFE e 2 bes!

: . Protheroe, . Smaller is
Time to recruit Richard Employer of Choice FTFC Better
Percentage of flexible working
arrangements in place Protheroe, . Bigger is
(part time/job share/ Richard SnpleyEr el e FIFe Better
compressed hours)
Reduction in contact for key
telephony services to be shown |Watson, Connected to Our Bigger is

. : . FTFC
by increase in online Clare Customers Better
transactions
Customer satisfaction with Watson, Connected to Our FTEC Bigger is
Council website Clare Customers Better
New jobs created through Al-Jawad, [|Planning and Place Bigger is
Business Technology Centre Zayd Regulation Better
New business start up in Al-Jawad, [|Planning and Place Bigger is
Business Technology Centre Zayd Regulation Better
WRIEERALE 112 ENEEEE T3 Stevenage Direct Smaller is
taken to re-let general needs Miller, Craig enag Place
) Services Better
major works
Average responsive repair cost Miller, Craig Stevgnage Direct Place Smaller is
per dwelling (£) Services Better
CSC13a: percentage of calls to Corporate Projects, . : : .
the CSC resolved within the \(/)Vlg’;seon, Customer Services and s'llj'ragsr:ormatlon & gg?:rr s
CSC (by CSC Advisors) Technology PP
ICT1a: Percentage availability of |Watson, CEpEIEE PrOchts, * Transformation & [Bigger is
; Customer Services and

core IT services Clare Support Better

Technology
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133 148 148 160
40.00% 40.00% 40.00% 40.00%
80.00% 80.00% 80.00% 80.00%

20% 20% 20% 20%
45days 45days 45days 45days
>25% >25% >25% >25%
0 6125 12250 24500
0.11 0.11 0.15 0.2
10 20 40 55
5 10 15 22
65 days 65 days 65 days 65 days
TBA TBA TBA TBA
65.00% 65.00% 65.00% 65.00%
99.00% 99.00% 99.00% 99.00%




FS1a (LACC1) Percentage GF
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approved savings removed from Ellzt;her, Financial Security FTFC glegt?:rr s
GF budget for current year

FS2a (LACC2): Percentage . .
HRA approved savings removed Ellzt::eher, Financial Security FTFC Slegt?:rr s
from HRA for current year

Percentage of spend on Fletcher, . * Transformation & [Bigger is
Contracts Clare AMETES & 2326 Support Better
Percentage of Commercial ) . .

) Fletcher, .  Transformation & [Bigger is
leases evaluated and revised to Clare Finance & Estates Support Better
schedule
Percentage of savings required . . . .
delivered through commercial (I::Ilzt'%her, Finance & Estates S'llj'rpe;)r;sr:ormatlon & glegt?:rr 5
income
Percentage of savings required . . . .
delivered through process Ellzt;her, Finance & Estates S'llj'ga;)r;sr:ormatlon & glegt?eerr 'S

redesign (LEAN)
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98% 98% 98% 98%
98% 98% 98% 98%
60.00% 60.00% 60.00% 60.00%
10.00% 35.00% 60.00% 100.00%
0.00% 12.00% 18.50% 18.50%
2.00% 15.00% 38.70% 38.70%




Percentage agreeing that their
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local area has got better over Cefe) (OTTEIEID Bigger is
9 Ve [Rob/CNM  [Neighbourhood FTFC 99

the last two years that attribute it Pra Mar Management Better

to the CNM programme g Mg 9

Percentage satisfied witr_\ the Gregory Cooperative . .

Iocgl area as a place to live that Rob / CNM  |Neighbourhood FTFC Bigger is

attribute it to the CNM Pra Mar Manaagement Better

programme g9 9

Percentage agreeing that they |Gregory, Cooperative Bigaer is

can have a say in local decision |Rob / CNM [Neighbourhood FTFC Begt?er

making Prg Mgr Management

sP:;?relr;éac%? xi?sm?\nrtnt:k?nagve : ey, CoopeiEie Bigger is

: o Rob / CNM |Neighbourhood FTFC

(including if it depends on the Pra Mar Management Better

subject) g Mg 9

Percentage local residents who |Gregory, Cooperative Bigaer is

have volunteered in the last 12 |Rob / CNM [Neighbourhood FTFC Begttger

months Prg Mgr Management

Year on year increase in Staff  |Protheroe, ! Bigger is

Survey Results Richard SleEr e FIFE Better

Percentage of planning

permissions granted that are Al-J . . :
: -Jawad, [Planning and Bigger is

developed (built) - to be Zayd Regulation Place Better

established and incorporated to
corporate set
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StN - 33%

. 0, _ 0,
PG -39%| Shep -36% MW - 23%
StN - 17%

_ 0, _ RO
PG - 15% Shep - 6% MW - 10%
StN - 38%
PG -23%| Shep -26% MW - 33%
StN - 82%

- 0, - 0
PG -80%| Shep-80% MW - 90%
PG - 20%
Shep - 15%
StN - 15%
MW - 25%

>62%

TBC TBC TBC TBC
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