POLICY AND RESOURCES
COMMITTEE

SUPPLEMENTARY AGENDA

Date:

Tuesday, 16th November, 2021

Time:

7.00 pm

Venue:

Guildhall

POLICY AND RESOURCES COMMITTEE
Information for Members of the Public
Access to the Guildhall is via the front entrance in the High Street. The nearest car park is
Copenhagen Street (pay and display). If you are a wheelchair user or have restricted mobility, access
to the Guildhall can be gained either through the door on the right side of the forecourt as you face the
Guildhall, or through the sliding doors at the rear of the Guildhall. There is dedicated disabled parking
space at the rear (access via Copenhagen Street). Most meetings are held on the ground floor, which
can be reached by using a lift. If you are a wheelchair user or have restricted mobility and you wish to
attend a meeting, please telephone or email the officer mentioned below in advance and we will make
any necessary arrangements to assist your visit.
Part I of the Agenda includes items for discussion in public. You have the right to inspect copies of
Minutes and reports on this part of the Agenda as well as background documents used in the
preparation of these reports. Details of the background papers appear at the foot of each report. Part II
of the Agenda (if applicable) deals with items of 'Exempt Information' for which it is anticipated that
the public may be excluded from the meeting and neither reports nor background papers are open to
public inspection.
Please note that this is a public meeting and members of the public and press are permitted to report
on the proceedings. "Reporting" includes filming, photographing, making an audio recording and
providing commentary on proceedings. Any communicative method can be used to report on the
proceedings, including the internet, to publish, post or share the proceedings. Accordingly, the
attendance of members of the public at this meeting may be recorded and broadcast. By choosing to
attend this public meeting you are deemed to have given your consent to being filmed or recorded and
for any footage to be broadcast or published.
Please note the Council records and live streams many of its meetings. These recordings are published
on the relevant meeting pages of the Council’s website. A notice to this effect will be posted in the
meeting room. If a member of the public chooses to speak at a meeting of the City Council he/she will
be deemed to have given their consent to being recorded and audio being published live to the
Council’s website. The Chair of the meeting, can at their discretion, terminate or suspend recording, if
in their opinion, continuing to do so would prejudice the proceedings of the meeting or if they consider
that continued recording might infringe the rights of any individual, or breach any statutory provision.
At the start of the meeting under the item 'Public Participation' up to fifteen minutes in total is allowed
for members of the public to present a petition, ask a question or comment on any matter on the
Agenda. Participants need to indicate that they wish to speak by 4.30 p.m. on the last working day
before the meeting by writing, telephoning or E-Mailing the officer mentioned below.
If you have any general enquires or queries about this Agenda or require any details of background
papers, further documents or information, or to discuss arrangements for the taking of photographs,
film, video or sound recording please contact the Lead Officer, Julian Pugh, Democratic Services
Administrator, Guildhall, Worcester WR1 2EY. Telephone: 01905 722027 (direct line); E-Mail Address:
committeeadministration@worcester.gov.uk.
This agenda can be made available in large print, braille, on PC disk, tape or in a number of ethnic
minority languages. Please contact the above named officer for further information.
Agendas and minutes relating to all City Council Committees and Council Meetings are also available
electronically, click on the option “Committee Minutes and Documents”, Website Address:
worcester.gov.uk
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Policy and Resources Committee
Tuesday, 16 November 2021
Members of the Committee:-

Chair: Councillor Marc Bayliss (C)
Vice-Chair: Councillor Adrian Gregson (L) and Councillor Louis Stephen (G)
Councillor
Councillor
Councillor
Councillor
Councillor

Mel Allcott (LD)
Lynn Denham (L)
Louise Griffiths (C)
Jo Hodges (L)
Mrs. Lucy Hodgson (C)

C= Conservative

Councillor
Councillor
Councillor
Councillor
Councillor

Steve Mackay (C)
Chris Mitchell (C)
Jabbar Riaz (L)
Andy Stafford (C)
James Stanley (C)

G = Green
L = Labour
LCo = Labour and Co-operative
LD = Liberal Democrat

AGENDA
Part 1
(ITEMS FOR DISCUSSION AND DECISION IN PUBLIC)
15.

Quarter 2 Performance Report for 2021/22
Page(s): 1 - 20
Ward(s): All Wards
Contact Officer:
Joanna Payne, Corporate Policy and Strategy Officer
Tel: 01905 722407
That the Policy and Resources Committee note the Council’s Quarter 2
performance for 2021/22.
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Agenda Item 15

Report to: Policy and Resources Committee, 16th November 2021
Report of: Corporate Director, Finance & Resources

Subject:

QUARTER 2 PERFORMANCE REPORT FOR 2021/22

1.

Recommendation

1.1

That the Policy and Resources Committee note the Council’s Quarter 2
performance for 2021/22.

2.

Performance Reporting Framework

2.1

A suite of Performance Scorecards have been developed providing a one page
overview of priority projects, activities and Key Performance Indicators (KPIs) under
the functions of each committee.

2.2

The Scorecards are supported by a more detailed appendix providing a brief
narrative update for projects and activities and a visual representation of PIs in the
form of run graphs or charts as applicable. This provides context in terms of
progression, trends and seasonal variations to support reporting using RAG
assessments (Red, Amber or Green).

2.3

The Quarter 2 performance report for the Policy and Resources Committee is
attached as Appendix 1.

2.4

The report is set out to show progress for:
1. The current priority projects and activities which support the delivery of the
Council’s City Plan
2. The current priority projects within the Excellence programme
3. Corporate suite of KPIs

2.5

The Scorecard has been refreshed for 2021/22 with projects completed in the last
financial year replaced with new projects as previously agreed by this committee.
Ward(s):
Contact Officer:
Background Papers:

All
Jo Payne, Corporate Policy and Strategy Officer,
01905 722407,
Email: Joanna.payne@worcester.gov.uk
None
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Appendix 1
Policy & Resources Committee
Performance Report

City Plan 2021/22
Action Status
Cancelled
Overdue; Neglected
Unassigned; Check Progress
Not Started; In Progress; Assigned
Completed

City Plan Refresh
A plan for consultation was approved at Policy and
Resources Committee on 7th September. The timetable is
appended to the committee report.
• Public consultation is live and closes on 12th November.
• The refresh will link with the budget setting process.
• The plan remains on track to be published in March 2022.

Sponsor

David Sutton

Due Date

31-Mar-2022

Original Due
Date

31-Mar-2020

Current Status
Expected Outcome

Town Investment Plan
The Heads of Terms was received on 8th June, offering
£19.6m, and formally accepted.

Sponsor

David Sutton

Due Date

31-Mar-2026

Confirmation of revised projects was submitted to
Government on 10th October following unanimous support
by the Town Board and Policy and Resources Committee.

Original Due
Date

31-Mar-2026

Current Status

Expected Outcome
Consultants have been appointed and have commenced
work on business cases for the projects. These are
programmed to be presented to P&R for approval between
December 2021 and March 2022, following which a
summary will be submitted to Government to secure release
of funding.
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City Centre Transport Strategy
SYSTRA are currently in phase 1 of 3 (information and data
gathering/review). Once complete they will move into
Options Generation which will include further engagement
exercises with relevant stakeholders.

Sponsor

David Blake

Due Date

31-Mar-2022

Original Due
Date

31-Mar-2019

Current Status
Expected
Outcome
Kepax Bridge - Planning & Detailed Design Stage

• Planning Permission approved by County Council
September 2021.

• Discharge of pre-commencement conditions being

finalised.
• Review of Target Price and Programme of works being
concluded.
• Then move to the award of the construction contract
which will also include procuring of materials (steelwork).
• Planned construction completion Summer 2023.

Sponsor

David Blake

Due Date

01-May-2021

Original Due
Date

01-May-2021

Current Status
Expected
Outcome

It is proposed to change the due date for the design and
planning stage to March 2022 which will then move the
project into delivery stage.
Future High Streets Fund - Future High Streets Fund – Stage 1, acquisition and
design of 7 interventions

• Significant progress has been made over the last quarter Sponsor
on the FHSF programme. Further progress has been
made in the negotiation and acquisition of
buildings/assets to support the programme, a feasibility
study has been commissioned to develop plans for the
new performance arts centre and detailed building
surveys have been completed to inform emerging design
options for the Council owned assets. The detailed
principles and outcomes of the interventions have also
developed, with some project specific plans likely to
change over the next quarter. Full details can be viewed
in the Progress Paper to PED, 1 November 2021.
• The programme has successfully generated some private
investment in derelict assets within the FHSF area, this
demonstrates early reward from the programme.
• The delivery programme remains challenging with
negotiations ongoing to acquire a couple of key assets.
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David Blake;
Shane Flynn

Due Date

31-Mar-2024

Original Due
Date

31-Mar-2024

Current Status
Expected
Outcome
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Redevelopment of Sansome Walk Swimming Pool Site

•

•
•

Progress - Development Agreement has been completed
and Sanctuary have now submitted a planning
application following public consultation. The buildings
have now been demolished and work is about to begin
on reducing the height of the party wall with the
adjoining properties in Chestnut Street. Further site
investigations have been undertaken which will inform a
refreshed remediation strategy to be agreed with
Sanctuary prior to this next phase of works beginning.
Issues - None, party wall works have been redesigned
following site investigations and risk of excessive cost
has been much reduced.
Forecast – agreement on remediation works and start
on site, completion of party wall works, planning officer
recommendation to grant

Sponsor

Shane Flynn

Due Date

31-Dec-2023

Original Due
Date

31-Dec-2023

Current Status
Expected
Outcome

Excellent Council 2021/22
Digital Transformation
Our ‘vision statement’ for hybrid working has been agreed
and shapes working policy and digital transformation plans.
Step 1 of the digital transformation plan up to the end of
September has been successfully achieved with us making
strides in our ability to communicate and collaborate with
ease regardless of location. This includes the:

•

•
•
•
•
•

David Sutton

Due Date

31-Mar-2022

Original Due
Date

31-Mar-2022

Current Status

Expected
roll out of new laptops to enable colleagues to
collaborate and connect wherever they are working and Outcome
new monitors and work stations allowing smooth
integration of in and out of office working (complete)
introduction, roll out and embedding of Microsoft Teams
for improved and efficient working practices (complete)
introduction of 'check-ins' as part of remote 1-2-1s in
the Lounge (complete)
removal of lync chat facility (complete)
launch of a new desk booking app called 'Our Space' for
all main office locations also giving us an overview of
present First Aiders and Fire Wardens (complete)
migration of intranet content into Teams making content
accessible on the go (complete)

Step 2 is already making good progress as we make further
bold moves in more modern and digital methods for agile
communication and collaboration including:

•

Sponsor

the final stages of mail migration, which will move our
4
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•

•
•

•

•

email communications and calendars to the cloud
enabling us to maximise on accessible working through
Teams (underway)
the early exploration of tools that will enable front line
workers to access the information we share in the cloud
such as the intranet and communications; something
they have not had easy access to traditionally (research)
the early exploration of a mobile application that allows
colleagues to access teams via a mobile phone (in pilot)
the plans for file migration which will then mean our
files and data sit alongside our other working practices
in the cloud, enabling safe and secure but fully mobile
working practices (everything quicker, easier and
efficient) (underway)
the plans for the introduction of a call management
system which will help ensure the customer experience
is a positive one in terms of responsiveness, politeness
and helpfulness (underway)
maximising the use and understanding of 'softphones'
as opposed to desk phone which will allow our
customers to seamlessly reach us wherever we are

Customer Services – performance review
Customer service reporting continues on a quarterly basis.
We have mapped out new milestones and targets including
the introduction and roll out of Ignite, the new customer
relationship management system. CLT have now seen the
system and recognise the benefits it can bring to our future
reporting ability.

Sponsor

David Sutton

Due Date

31-Mar-2022

Original Due
Date

31-Mar-2022

It is proposed that the due date for this action is moved
from March 2022 to March 2023 to ensure its successful
implementation and review across the council.

Expected
Outcome

A customer service standards quick guide has been
introduced, is available to all staff on the intranet and will
be shared with all as part of the MDs communication.
We are producing user guides to be issued with new
headsets encouraging and enabling greater use of
softphones/micollab. This will ensure the future resilience of
customer service telephony support regardless of location.
We are currently improving the accessibility of feedback
forms to increase customer feedback. This will include the
ease for customers to scan and comment on their mobile
phones as they leave any of our buildings
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Stakeholder management strategy
Stakeholder engagement continues to expand through
major projects including the Town Improvement Plan, the
FHSF developments, the Arches Steering Group and the
consultation on Sansome Walk.

Sponsor

Shane Flynn

Due Date

30-Sep-2021

Original Due
Date

30-Sep-2021

The City Plan refresh will engage a wide range of
stakeholders, identified during the desk-top and Member
engagement process. This includes proposals for an annual
summit which will enable the Council to establish a regular
forum for engagement with stakeholders across the City.

Current Status
Expected
Outcome

Policy Framework Review
Amendments to the Constitution are being presented to
Council in November.

Sponsor

Sian Stroud

Due Date

31-Mar-2022

Staff hybrid working policy has been adopted.

Original Due
Date

31-Mar-2022

Other policies are scheduled for review.

Current Status
Expected
Outcome

Equalities & Diversity – implementation of strategy
The Council is developing its overall strategy an action plan
for the year ahead areas identified where the Council needs
improvement in diversity and equality overall along with
ambitions for the years ahead. The Council has also began
work on engaging with disabled people living in and visiting
Worcester, supporting them in setting up a new Access
Group for the city, including facilities in and around
Worcester and informing future priorities and policies
affecting disability and accessibility in the city.
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Sponsor

Sian Stroud

Due Date

31-Mar-2022

Original Due
Date

31-Mar-2022

Current Status
Expected
Outcome
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P&R Key Performance Indicators 2021/22
PI Status
Alert
Warning
OK
Unknown
Data Only

No of Stage I complaints
Description: Number of Stage I complaints received regarding services delivered directly
by Worcester City Council

RAG

Current Value
Aim to Minimise

62

Sponsor

David Sutton

Current Target

The number of complaints received in Quarter 2 was 62. A high proportion of these were
relating to the Parking and Car Park services (25).
The number of complaints received has increased compared to the same period last year
(55) however, 2020/21 figures were affected by Covid-19 restrictions. Performance has
improved from Q1 (66).
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Complaints resolved at Stage I
Description: Percentage of complaints received regarding services that the Council delivers
directly that are resolved at Stage I.
Reported a quarter in arrear due to timescales for appeal.

RAG

Current Value
Aim to Maximise

97%

Sponsor

David Sutton

Current Target

66 complaints received and 2 appealed. Complaints appealed were regarding refuse and
community services.
This PI is reported a quarter in arrear due to timescales for appeal.
Touch screen responses completed
Description: Total number of customer's completing touch screen satisfaction survey
No data for chart

RAG

Current Value
Aim to Maximise

Sponsor

David Sutton

Current Target

With COVID Safety Measures in place, touch screens remain out of use to the public. Given
the continued climate, we will be taking a different approach to gathering feedback and
introducing 'non' touch screen screens that display opportunities for customers to easily scan
and give feedback via their mobile phones
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Face to Face - customer satisfaction
Description: Touch screen responses at main reception regarding ‘how was your visit
today’

No data for chart

RAG

Sponsor

Current Value
Aim to Maximise

David Sutton

Current Target

Self- serve screens remain out of operation due to COVID which was the agreed method for
gathering satisfaction. New feedback card introduced. Help yourself on reception desk,
advises customer how to voluntarily give feedback remotely. This information can not be
identified separately from feedback that is submitted from our email or telephone customers.
This is captured in the COVID satisfaction KPI.
* A new approach that will enable customers to use their mobile phone to scan and complete
feedback on the go (with ease) will be live from 1 November
Face to Face - wait time
Description: Waiting times at Trinity Street and 89 High Street

RAG

Sponsor

Current Value
Aim to Minimise

Current Target

David Sutton

0h 10m
00s

On average walk in customers rarely have to queue and are seen within 10 mins.
Appointments are welcomed at Trinity Street where queries require more than 10 minute
support. Data from the appointment system has not been made available but commonly
when customers arrive on time their appointment commences within 10mins. Customer
feedback has not indicated any delays.
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Call messages returned
Description: Percentage of call messages returned within agreed time: 2 working days

RAG
Aim to Maximise

Current Value

100%

Current Target

100%

Sponsor

David Sutton

We operate a message and return service with a commitment to return all contact made by
the end of the next working day.
Net spend - (surplus/deficit) £000
Description: End of year forecast for Council Net spend £000

RAG

Current Value
Aim to Maximise

Current Target

-£436k Sponsor

Mark Baldwin

£0k

The forecast deficit arises from reduced income as a result of ongoing effects of the
pandemic. Government grants have offset this in part but a net deficit remains.
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No. of days to process new Housing Benefit claims
Description: Average number of days for processing new Housing Benefit claims

RAG
Aim to Minimise

Current Value

23

Current Target

21

Sponsor

Mark Baldwin

Following the last meeting, discussions have been held with Civica in relation to improving
these performance indicators. HB processing times are now moving back towards the target
days and should continue to improve as claims continue to reduce. During the winter the
partnership is moving from the Capita processing system to the Civica Open Revenues
system. This will bring numerous simplifications and improvements but, in the meantime, the
Management Board has required assurances in the contract that processing times will not
deteriorate during the implementation. The change is scheduled to be completed in time for
annual billing in March 2022.
No. of days to process new Council Tax Support claims
Description: Average number of days for processing new Council Tax Support claims

RAG

Current Value

11

52

Sponsor

Mark Baldwin
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Aim to Minimise

Current Target

31

This continues to be a problem, with processing times for new claims and changes in
circumstances taking considerably longer than the target days, although the overall indicator
for the Civica contract is showing ‘amber’ at this stage. Claims are backdated to the date of
the claim so claimants are not penalised for the delay and the Council continues to hold off
enforcement activity while claims are pending. There is, therefore, less pressure on this
indicator than on the HB one. Nonetheless, the same assurances have been sought, that
performance will improve despite the change in systems and that this improvement will be
seen before the termination of the current contract.
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Member attendance at mandatory training
Description: Attendance at mandatory training for appointed members to: Licensing and
Environmental Health Committee and Planning Committee.

RAG
Aim to Maximise

Current Value

0%

Current Target

100%

Sponsor

Sian Stroud

Annual PI. No training took place for Licensing and Environmental Health or Planning in
2020/21 due to Covid restrictions. The training will go ahead as planned for 2021/22.
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Sickness absence (average days)
Description: Average no. of days lost to sickness per FTE

RAG
Aim to Minimise

Current Value

3.1

Current Target

2.25

Sponsor

Sian Stroud

An increase from the previous quarter with over 9% Covid sickness and almost 20% Covid
isolation related reasons.
Voluntary leavers rate
Description: Percentage of staff leaving the organisation voluntarily.

RAG
Aim to Minimise

Current Value

1.23%

Current Target

2%
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Sponsor

Sian Stroud
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Staff survey - levels of engagement
Description: Staff survey using 'Best Companies' Indicators to monitor and analyse our
employees levels of engagement at work. Scored on a range of 0-1000.

RAG
Aim to Maximise

Current Value

627.5

Current Target

600

Sponsor

David Sutton

Annual PI. Our target has been achieved and we’ve reached our ambition to be a 'One to
Watch Employer'. Our performance has been increasing steadily since 2017 and we have
achieved our best score ever against 7 of the 8 engagement factors. In particular we have
seen improvement in Leadership, Well Being and Fair Deal. Our challenge ahead will be to
sustain that achievement for a period of time before challenging ourselves to become a 1
Star employer.
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Average time taken to appoint to vacant posts
Description: Time taken to appoint from the date that the service informs HR of agreement
to advertise.

RAG
Aim to Minimise

Current Value

31.19

Current Target

35

Sponsor

Sian Stroud

Traineeships (incl. apprentices)
Description: The number if traineeships across the Council including apprenticeships.
Targets for 5% of the workforce by 2020/21.

RAG
Aim to Maximise

Current Value

6

Current Target

5

16

Sponsor

Sian Stroud

Page 19

Customer satisfaction with the Council
Description: % of annual survey respondents who stated that they were either satisfied or
fairly satisfied with the Council

RAG

Current Value
Aim to Maximise

Current Target

64.35% Sponsor

David Blake

57.6%

Annual PI. Satisfaction questions were included in the Annual Survey undertaken in
October/November 2020. Satisfaction with the Council has improved since the previous
survey in 2019.
Satisfaction with services - no. increased
Description: Number of service areas where satisfaction has increased as measured for 15
services in the Annual Survey.
7
Insufficient data for chart.
RAG
Aim to Maximise

Current Value

7

Current Target

15

Sponsor

David Sutton

New Annual PI for 2021/22. Data to be available following the Annual Survey in the autumn.
Satisfaction with services - % increase
Description: Number of service areas where satisfaction has increased as measured for 15
services in the Annual Survey.
6%
Insufficient data for chart.
RAG

Current Value
Aim to Maximise

6%

Sponsor

David Sutton

Current Target

New Annual PI for 2021/22. Data to be available following the Annual Survey in the autumn.
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