
                                                                                                                                                                                                                                                          
Report to: Performance Management & Budget Scrutiny 16/03/2015 
 
Report of: Service Manager for Strategy and Transformation 
 

 
Subject: PERFORMANCE REPORT FOR QUARTER 3, 2014/15 
 
1. Purpose of Report  
 

1.1 To provide a summary by exception of performance for the third quarter of 2014/15 
(October - December 2014). 

 
2. Background 
 

2.1 Performance is monitored using a suite of performance measures which includes 
corporate, local and service plan measures, combining traditional quantitative 
indicators with more qualitative measures where appropriate. A summary of 
performance is provided in this report with more detailed information shown in 
Appendix 1. 

 
2.2 Delivery of the Councils corporate aims and priorities is achieved through a number of 

workstreams and key improvement projects. Progress is monitored through service 
planning and project highlight reports with brief updates included in quarterly 
performance reports by exception. A full list of current corporate projects and their 
status is provided in Appendix 2. 

 
2.3 Following a review by Members, the status assessments (RAG rating) for projects has 

been refined. The overall RAG status of projects is set out in the report but a more 
detailed RAG matrix is shown in Appendix 2. 

 
2.4 The above Worcester City performance information is set out under the relevant 

Portfolio headings:  
• Cleaner and greener city 
• Safer and stronger communities 
• Economic prosperity 
• Customer service and communications 
• Value for money 

 
2.4  Performance is reported by exception and will include details of both under-

performance and examples of good performance and achievements. Full details 
including trend information and status against targets, (using RAG – Red, Amber or 
Green) are provided as appendices. 

 

3. Performance Summary 
 

3.1  Overall 62% of performance measures available in Quarter 3 have met or exceeded 
the target. This is a decrease from the same period in 2013/14 (87%). It should be 
noted that the basket of measures is different.  

  

3.2 Corporate Projects and activities: 
 This report includes progress updates for Corporate Projects from the Corporate 

Project Register which support the corporate priorities. 11 of the 27 corporate projects 
and activities are on target (five have yet to fully start).  

 
 



3.3 Cleaner and Greener City  
  

3.3.1 Summary: 
 

Status Projects Performance Measures 

� 1 0 

<> 2 0 

� 4 8 

n/a 1 5 

 
3.3.2 Positive Performance  
 

• There has been improvement compared to Q3 2013/14 last year for all four 
measures collected through the Clean Streets Survey which determine the 
percentage of areas surveyed which are assessed to be of an acceptable level for 
detritus, litter, grass cutting and hedge cutting.    

 
 All four measures have met the quarterly targets and performance is attributed to 

improved processes and monitoring to proactively target problem areas. New 
machines are also helping to reduce the time taken to complete the works.  

 
3.3.3 Exceptions: 
 
Projects 
 
• Crematorium Programme 
  Start date: April 2014 
  Completion date: April 2017 
  Overall Programme Status: Amber 
   
  The Crematorium Programme includes the below projects: 
 

Ø  Lean Working and Customer Service Improvements 
Start date: April 2014 
Completion date: Mar 2015 
Status: Amber 
 

Recruitment to vacancies is in progress. Minor works to establish supervisory 

office/workstations within the main building completed.  

Financial planning (income stream projections) paper, methodology and 

model is being progressed for completion in February 2015. 

 

Project assessed as Amber to reflect the wider and deeper scope of work 

required than initially identified within the time frame.   
 
 

Ø  Refurbishment of main buildings 
Start date: April 2014 
Completion date: Sept 2015 
Status: Amber 
 



Scope of works agreed and work to progress detailed specification and finish options 
is in progress.  Amber status is reflective of the scope of work to be completed 
within the time frame and potential budget implications. 
 

Ø  Burial Spaces 
Start date: TBC 
Completion date: TBC 
Status: Red 
 

  Work has commenced on preparing a feasibility paper for the potential sites with site 
surveys commenced in December 2014 to enable an options appraisal to be 
completed.  However, the budget has yet to be agreed so the project is assessed as 
Red. 

 
3.4 Safer and Stronger Communities 
 

3.4.1 Summary: 
 

Status Projects Performance Measures 

� 0 3 

<> 2 0 

� 2 8 

n/a 1 5 

 
3.4.2 Positive Performance  
 
• The number of people participating in Sports, Art and Play activities has increased to 

8,506 compared to 5,048 in Q3 2013/14. The increase since 2013-14 are due to the 
service delivering an extra £15k of Sportivate programmes and also delivering over 
more schools. 

 
3.4.3 Exceptions: 
 
Projects   
 

• Perdiswell Leisure Procurement Contract 
Start date: July 2014 
Completion date: March 2016 
Overall Status: Amber 
 
Pre Qualification Questions (PQQ) process now completed following evaluation and 
moderation - 14 expressions of Interest resulting in 11 compliant bids which have now 
been shortlisted to 6 organisations, who will now be invited through to the Invitation 
to Tender stage.  
 
Rated amber because the departure of the Service Manager has created pressure on 
remaining resources within the Leisure Department to meet the published timescales.  
This is being mitigated through the retention of external consultants to support the 
ITT process.  Their fees will form part of the estimated £100,000 costs for the process 
as outlined in the Cabinet Report.  
 

• Swimming Pool & Leisure Centre 
Start date: January 2014 



Completion date: December 2016 
Overall Status: Amber 
         
Stakeholder input into the design process has led to good progress on the Stage C 
design due to be frozen in January.  Planning issues have been clarified with the Local 
Planning Authority.   
 
Rated amber because the professional project reviews which are expected at the 
stage C gateway in respect of costs (stage c cost plan) and timelines (project plan 
review) are not due to be completed until early in the new year.  However at this 
stage no significant risk to either measure is anticipated. 
 

• Retention of Cinderella Ground 
Start date: February 2012 
Completion date: September 2014 – propose amend to March 2015 
Status: Amber  

 
 The Heart of Worcestershire (HOW) College are progressing with developing proposals 

for the retention of the Cinderella Sports Ground as a sports facility. However, the 
current estimates for the original proposals are in excess of available budgets. The 
HOW College are planning to meet with all funders and consider alternative options 
and overall costs and planning. This may also impact on the lease and underlease 
negotiations hence the project is Amber.  

 
Performance Measures  
 
Red: 
 

• Total number of mandatory Houses of Multiple Occupation (HMO) licensed 
Quarter 3 – 10, quarterly target 12.5 
 
Although the number of HMO licences issued (either new licences – 20, or re-
licensed – 11, in total for this year) has increased compared to previous quarter and 
quarter 3 last year, the quarterly target has again been missed. 
 
This measure is demand led and limited by the number of new 3 storey HMOs 
requiring a license and the number requiring a re- license.  Therefore setting an 
accurate target is not possible and is not an informed way of measuring performance 
and will be amended next year. However the service continues to promote the 
mandatory requirement to obtain a license for 3 storey HMO’s with landlords. 
 

• Number of new properties brought into the Local Lettings Agency (LLA) 
Quarter 3 – 3 (silver), annual target – 79 

 
Performance has improved from the previous quarter indicating that interest in the 
scheme appears to be improving, but performance is still lower than that of the 
same period last year and the target has again been missed.  

 
A review of how this scheme is being delivered is currently being undertaken and will 
be used to address the performance issues.  Work continues to promote the scheme 
to landlords, including a recent advertisement in City Life Lettings and Key Issues 
the Strategic Housing Service newsletter and Landlord News Letter. 

 
• Visits to the Commandery Museum  



 Q3 - 3,320, annual target – 19,750 
  
 Visitor numbers have dropped compared to 4,902 in Q3 2013/14. The reduction for 

the Commandery in the 3rd quarter is principally due to a decline in school bookings. 
There was a radical change in the school curriculum in September 2014, including 
the teaching of history, and this has had an adverse effect. Once schools have got 
used to planning and the Museum have made some changes to the content in the 
building, it is planned that visitor numbers will improve. 

 
3.5 Economic Prosperity 
  
3.5.1 Summary: 

 
 

Status Projects Performance Measures 

� 0 3 

<> 2 2 

� 1 4 

n/a 3 0 
 

 
3.5.2 Exceptions 
 
Projects: 
 
• Development Management Transformation Programme 

Start date: August 2011 
Completion date: TBC 
Status: Amber 

 
This programme includes the following projects: 

 
Ø  Provision of Contaminated Land database with integration with Geographic 

Information Systems (GIS) and linkage to Development Control Data 

Start date: August 2011 
Completion date: Mid 2012, amended to 2014 
Status: Amber 

 
Ø  Electronic Planning register 

Start date: October 2014 
Completion date: July 2015 
Status: Amber 

 
Both of the above projects are not progressing due to resource issues in the 
Team. The projects will resume in February when posts are filled. 
 

The following projects are part of the Development Management Programme but are 
dependent on the above projects or guidance from central government and are 
therefore on hold. 
 
Ø  Land Registry Charges 

Ø  Administration Efficiencies 

Ø  Paperless applications 



 
Red Performance Measures: 
 
• Number of Business Start-up Grants awarded. 

Quarter 3 – 3 (cumulative), target 6. Compared to 10 in Q3 2013/14. 
 

• Number of Business Booster Grants awarded. 
Quarter 3 – 2 (cumulative), target 6. Compared to 6 in Q3 2013/14. 
 
One business start up and one booster grant were awarded in Quarter 3 although five 
enquiries were received for start-up grants and two for boosters. The programme has 
been reviewed and revised criteria has been established in consultation with the 
Portfolio Holder. The revised programme has been launched in January 2015.   
 

• Number of businesses taking on apprentices for the first time. 
Quarter 3 – 7, Q3 target – 14. 
 
The cumulative total of seven businesses having appointed apprentices remains the 
same as the previous quarter. Although one new business has joined the scheme in 
Q3, an existing business left the programme. Five new businesses are in the pipeline 
with vacancies being advertised but the Q3 target has not been met. A targeted 
marketing campaign to businesses and potential candidates will start in February 
along with social media campaign to encourage more take-up. 
 

Amber Performance Measures: 
 
• Percentage of minor applications determined within 8 weeks or agreed time. 

Quarter 3 – 81%, target – 90%. Compared to 81% in Q3 2013/14. 
 
This equates to 30 of 37 applications determined in time. 
Staffing issues in team has impacted on performance. 4 posts were vacant in Q3 and 
although 1 post has now been filled, there have been recruitment difficulties for the 
remaining 3 posts going into Q4. Performance may continue to be affected in Q4. 
 

• Percentage of other applications determined within 8 weeks or agreed time  
Quarter 3 – 84%, target – 90%. Compared to 90.8% in Q3 2013/14. 
 
This equates to 84 of 100 applications determined in time. 
See explanatory note for Minor Applications as above. 

 
3.6 Customer Service and Communications 
 

3.6.1 Summary: 
 

Status Projects Performance Measures 

� 0 1 

<> 0 4 

� 1 3 

n/a 0 3 

 
3.6.2 Exceptions 
 
Performance Measures 



 
Red:  

 
• The percentage of customers surveyed that had to contact the Worcestershire Hub 

more than once. 
Quarter 3 – 35%, target to reduce. Compared to 18% in Q3 2013/14. 
 
Repeat Contact continues to rise with the services receiving the highest repeat contact 
for the quarter being Benefits and Housing. It is thought that many repeat contacts 
are linked to progress chasing of claims or to provide additional information. 
 
Although the Hub try to manage customer expectations by providing details of the 
relevant customer service standards, this does not prevent all progress chasing which 
would then be counted as a repeat contact. 

 
Amber:  

 
• Telephone calls to the Worcestershire Hub Contact Centre answered in the service 

standard of 20 seconds. 
Quarter 3 – 73%, target – 75% 
 

 Although performance has improved significantly compared to quarter 2 (57%) and 
the same period last year (63%), the target has been marginally missed.  

 
 The most significant improvements were seen in December due to a number of factors 

including seasonal decline in call volumes and also the addition of new members of 
staff.  The Service will continue to work with the management board to review how 
telephony performance is measured and managed. 

 
• Full response to Stage 1 complaints dealt with by Worcester City Council within 15 

working days. 
Quarter 3 – 82%, target – 87%.  
 
This represents 37 of 45 Stage I complaints received. Although the number of 
complaints received has decreased, the percentage dealt with in time is lower than in 
Q3 2013/14 (93% - 43 of 47). 
 
Three of the eight responses over the 15 day timeframe were only a day late. Other 
cases regarding parking, housing or financial services, were complex or involved other 
services and therefore required further time to investigate. The customers were 
informed of the delays and reasons. 
 

• The percentage of supplier payments to term (30 days). 
Quarter 3 - 97.48%, target – 100% 

 
Performance has improved compared to 96% in Q3 2013/14 although it has dropped 
slightly from previous quarter.  The payment team continue to work with the services 
to ensure payments are made in a timely manner but it is recognised that the target 
of 100% is challenging. See Q3 Finance Report for details. 
 

• Time taken to process Housing Benefit / Council Tax Benefit  for  new claims and 
change  of circumstances (days) 
Quarter 3 – 14 days, target 13 days. 
 



Performance has fallen compared to 11 days in Q3 2013/14. Although the target has 
not been met in quarter 3, the year to date figure of 13 days is on track. Times do 
vary through the year due to demand but it is expected that performance will improve 
in the later quarters and that the annual target will be met. Performance is monitored 
monthly by the Shared Service Board. 

 
Delivering Value for Money 
  

3.7.1 Summary: 
 

Status Projects Performance Measures 

� 1 0 

<> 2 1 

� 3 1 

n/a 0 3 

     

3.7.1 Positive Performance  
 
 The Human Resources and Payroll System is now complete with a single system now 

in place. With data being more readily available and transparent. Managers and staff 
can now access their own details enabling greater efficiency.  

 
3.7.2 Exceptions: 
 
Projects: 
 
• Onsite and offsite storage 

Start date: December 2011 
Completion date: September 2015 (amended from March 2014 and March 2015) 
Status: Amber 

 
 This project has been delayed further as resources have been diverted to the Museum 

and Art Gallery office move project.  However, good progress around storage has 
continued to be made with the introduction of wheeled bins to Orchard House offices 
for confidential and non-confidential waste, in preparation for the office move.  
Additionally, our offsite storage provider has recently undergone a change of 
ownership. This will be assessed to determine whether it will have any impact on the 
service provided or the reduction in offsite storage currently underway. 

 Completion date now forecast as September 2015. 
 
• Open Data/ Transparency 

Start date: June 2014 

Completion date: August 2015 

Status: Red 

 

A draft ‘transparency’ webpage is now live and available on the Council’s website. 

Work continues with the Finance and Procurement team to ensure that the financial 

information required can be published as soon as possible.  Project rated Red as it 

initial deadlines in December 2014 were not met and progress is not as it should be 

which will impact on future publications deadlines. 

 

• Pay Review 



Start date: February 2014 
Completion date: September 2015 
Status: Amber 
 

 The main activity in Quarter 3 centred on identifying a delivery partner.  A proposal 
from West Midlands Employees was accepted in December and a Project Officer 
commenced work on 12/01/15. 

 
 However the project remains Amber because the initial work by the newly in place 

project officer has established that current implementation date of September 2015 
will not be achieved.  Whilst we expect to have completed all the design and job 
evaluation work by then, we will need to make a final decision to implement in 
September and commence a formal consultation process with the trade unions.  This 
makes 1 January 2016 the first feasible date for implementation.  The project 
documentation is being amended accordingly. 

 
Amber Performance Measure 
 
• Percentage of business rates collected. 
 Q3 – 83.37, annual target – 98.5% 
 Compared to 88.03% in Q3 2013/14. 
 
 Please see Q3 Finance Report for details. 
 
 
 
 
3.8 Corporate Health 
  
3.8.1 Performance measures 

 
• Average number of days off work per FTE due to sickness. 

Quarter 3 – 1.52 days (cumulative 6), annual target – 7.5 days. Status - Amber 
 
Compared to 2 days in Q3 2013/14 (6.56 cumulative). The full year is now forecast to 
be between 8 and 8.5 days. 

 
 There continues to be an increase in incidents of absence linked to stress, anxiety or 

depression which make up 35% of the total sickness figure. A detailed report on each 
incident is being prepared to identify work related factors and it is intended to help 
develop a wellbeing programme.  

 
• % of employees who have had an appraisal and have a clear development plan – 

Performance Development Reviews (PDRs) 
 Quarter 3 – 99%, target 95%. Status - Green 
 
4. Equalities, Financial, Health and Safety, HR, Legal, Policy, and Risk 

 Management Implications  
 

4.1  Equality - there are no direct implications in relation to this report. 
 
4.2 Financial – effective performance management will help to identify areas of under and 

over-performance which can be used to more effectively shape service provision to 
provide improved value for money. 



 
4.3 Health and safety - there are no direct implications in relation to this report. 
 
4.4 HR – performance against Corporate Health measures have implications for HR in 

terms of the high level issues that the HR team will need to address with Service 
Managers.  

 
4.5  Legal - there are no direct implications in relation to this report. 
 
4.6 Policy - the Local Government Minister has made it clear that Local Authorities are 

expected to collect and publish locally relevant performance data so that local people 
are able to clearly see what local Councils are delivering and can hold them to 
account. This should include information about the Council’s performance. 
 

 The Council has a Performance Management Framework which sets out the processes 
by which we manage our performance in order to achieve the aims and plans of the 
Council. The Framework includes reporting mechanisms to ensure that both Members 
and the public are informed about our progress. 

 
4.7 Risk Management - failure to actively manage performance will increase the risk of 

failure to meet the targets and priorities laid out in the Corporate Plan. Robust 
performance management will help the Council to understand where it needs to 
improve, and to put in place relevant actions to tackle underperformance and to 
celebrate and learn from success. 

 

5. Comments of Service Manager for Strategy and Transformation 
 

5.1 The majority of performance measures have met or exceeded their targets and 22 
(59%) are showing a positive direction of travel by maintaining or improving 
performance.  

 
5.2 There are however, 15 of the 39 Q3 measures which have missed their targets, seven 

by more than 10% (where comparisons can be made against targets). 15 measures 
show a negative direction of travel so it is important that these areas are recognised 
and addressed by services. 

 
5.3 The majority of more corporate projects are rated as Green (11 of 27) indicating that 

action taken to manage projects are currently working effectively. However, there are 
two ‘Red’ projects and nine ‘Amber’ which will require close management by project 
teams to ensure projects meet their objectives in terms of budget, time and 
outcomes.  

 
5.4 Progress of all projects on the Project Register will continue to be monitored through 

the Strategic Programme Board. The Board is continuing to review processes and 
governance to enhance the delivery of key improvement projects. 

 
 
6. THE SERVICE MANAGER FOR STRATEGY AND TRANSFORMATION, HELEN 

FRANCES RECOMMENDS: 
 
6.1 That the Performance Management & Budget Scrutiny Committee note the 

Council’s performance for Quarter 3, 2014/15 against this suite of 
performance measures and projects. 

 



6.2 That the Performance Management & Budget Scrutiny Committee consider 
there are any performance measures of significant concerns for which a 
performance review is requested.  

 
Ward(s):   All 
Contact Officer:  Jo Payne, Transformation & Performance Officer,  
    01905 72 2407,  

Email: Joanna.payne@worcester.gov.uk  
Background Papers: None 


