
Report to: Performance Management & Budget Scrutiny Committee, 15th June 
2015 

 
Report of: Service Manager for Strategy and Transformation 
 

 
Subject: ANNUAL PERFORMANCE REPORT FOR 2014/15 
 
1. Purpose of Report  
 

1.1 To provide a summary by exception of performance for the final quarter (January - 
March 2015) and the annual performance for 2014/15. 

 
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  For quarter 4, 49% of performance measures have met or exceeded the target. 
However, the annual outturn shows that 63% of the measures met or exceeded 
targets. This is an improvement from 2013/14 (57%) although 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. Eight of the 26 corporate 
projects and activities are on target. (Nine have yet to fully start or are on hold and 
the remaining are either amber or red).  

 
 

3.3 Cleaner and Greener City  
  

3.3.1 Summary: 
 

Status Projects Performance Measures 

Q4 2014/15 

� 0 1 1 

<> 5 2 1 

� 3 5 8 

n/a 1 5 3 
 

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  Refurbishment of main buildings 
Start date: April 2014 
Completion date: Sept 2015 
Status: Amber 
 
In support of preparing the detailed specification for tender in June a planning 
application is in progress along with a display of the proposed décor of the chapel for 
public consultation in early April. Options for continuing a service level during the 
planned 3 week chapel closure in August are in development for consideration by the 
Board.  
 
Overall the project is assessed as Amber as both the budget and time elements of 
the RAG criteria are Amber. The scheme costs are estimated pending tendering. In 
preparing the detailed specification, previously un-costed and budgeted elements 
have been identified. These elements may be covered by existing contingencies or 
required additional budget; the position is not clarified at this point.  
 
The time RAG reflects the scope of work to be completed within a challenging time 
frame including the need for the specification to be finalised so that tenders can go 
out in June. There is also an associated minor risk in securing external stakeholder 
support for the temporary chapel proposed to facilitate business continuity during 
the 3 week closure.   
 
The Board will be meeting to discuss the financial elements of the project in order to 
identify funding and address potential capacity issues. 



 
Ø  Burial Spaces 

Start date: October 2012 
Completion date: April 2016 
Status: Amber 
 

  A first stage feasibility report for options to extend burial space has been produced 
for the next Board meeting, where funding will need to be agreed to progress. This 
key decision point will allow development of phase 2 feasibility (ecological surveys), 
leading to phase 3 project implementation. 

 
 A first stage feasibility report for options to extend burial space has been produced. 

A report outlining actions associated to a second stage feasibility is in preparation for 
the next board.  At this point there is no identified budget for 2nd stage feasibility or 
final implementation of the project.   

 
         RAG for the budget is Red. A project budget for stage 2 feasibility and final 

implementation has not been identified as yet. The board will be meeting to discuss 
the financial implications of the project in order to identify funding.  

 
         The overall project is rated Amber because current estimates of existing burial space 

mean that there is scope to profile delivery of this project as financial matters are 
resolved. 

 
Ø  Crematorium Asset Management 

Start date: April 2014 
Completion date: March 2016 
Status: Amber 
 
Discussion, inspection and work with the maintenance service provider is on going to 
produce the specification, cost and timetable for the 5 year maintenance plan.  When 
concluded the budget implications will be produced for the 5 year period.  
 
During the process of collecting key data to inform the plan, potential issues have 
been identified regarding recommendations about maintenance of the cremators. 
This has resulted in a need to gather recent service history data over a period of 
approximately 12 months. These emerging issues mean that the project will take 
longer to complete than originally estimated. The project is assessed as Amber 
under the time element of the RAG assessment. 
 
These issues are to be raised with the Programme Board as there may be a need to 
review the project timescales and key milestones to take account of the additional 
work. 
 

• Perdiswell Culvert 
Start date: April 2014 
Completion date: August 2015 
Status: Amber 
 
Project is on track for completion but risk of structural failure remains until works 
are completed so the overall project is Amber to reflect this. 
 

• Parking Self-Service 
Start data: September 2014 



Completion date: September 2015 
Status: Amber 
 
The virtual staff permit phase went live on 1st April. Councillor passes have been 
excluded from the project. Following a lead in period during which no enforcement 
action was taken, full enforcement commenced on 19th April, after a review 
indicated that all relevant staff had registered on line. The virtual parking scheme 
has proved successful and a further review will be undertaken towards the end of 
May at which time subsequent phases of the project will be assessed. 
 
The project was assessed as Amber due to the delays with the replacement of the 
on-line parking appeals form. The new form will be populated by members of the 
public and sent directly to the Chipside system. However, issues with the form have 
now been resolved and we are awaiting confirmation of a firm date on which the new 
form can be brought online. We are seeking a date in the first week in June.  
 

Performance Measures: 
 
Red 
• Percentage of reported incidents of graffiti removed within the agreed timescales : 

24hr - offensive,  28 day - non offensive 
  Q4 – 50%, annual – 87%. Target 100% 
 
 Both the quarter 4 and annual targets were missed for this measure. In quarter 4, 

there were six reported incidents of graffiti; 3 non-offensive incidents were removed 
by target date, but three incidents which were deemed offensive were not removed 
within the agreed timescale.  

 
 Two of these were on private land where engagement with landowner was needed 

and the third required additional cleaning so were delayed, however all were 
successfully removed. Consequently the quarter 4 performance had a negative 
impact on the annual figure. However, the annual performance was an improvement 
from 82% in 2013/14. 

 
Amber 
• Percentage of household waste recycled and composted 
 Q4 – 33.9% (est.), annual – 37.3% (est.). Target 36% 
 
 Although the quarterly target for the measure was not achieved, there has been an 

increase of 1.5% compared to same quarter last year (32.4%). However, the annual 
performance exceeded the target and the annual amount collected has increased 
from 36% in 2013/14. 

 
         The quarter 4 performance may have been in part affected by contamination of 

waste sent for recycling. If this proves to be the case, crews will be asked to be 
more vigilant in order to reduce the rejection rate. 

 
• Percentage of green waste composted (garden waste) 

Q4 - 1.5% (est.), annual – 5.2%. Target 5% 
 
The target was missed for this measure in quarter 4, with a decrease of 0.2% 
compared to same quarter last year (1.7%). However, the annual target was 
achieved and the volume of green waste composted over the year was greater then 
in 2013/14. 



 
The number of green waste customers continues to increase which will help to drive 
improved performance and bring it back on target, although it should be noted that 
the tonnages collected are heavily dependent on weather conditions. 

 
3.4 Safer and Stronger Communities 
 

3.4.1 Summary: 
 

Status Projects Performance Measures 

  Q4 2014/15 

� 0 3 1 

<> 2 1 2 

� 2 7 11 

n/a 2 5 2 
 
3.4.2 Positive Performance  
 
• The total number of affordable housing completions for both general needs and 

supported accommodation exceeded the target of 80 by 180 units. This may be 
attributed to the Affordable Housing Programme, which has been in progress for three 
years, coming to an end in March 2015 leading to a push for completions.  

 
3.4.3 Exceptions: 
 
Projects   
 

• Perdiswell Leisure Procurement Contract 
Start date: July 2014 
Completion date: March 2016 
Overall Status: Amber 
 
Pre Qualification Questionnaire (PQQ) submissions and feedback have been completed 
and Draft Service Specification and Invitation to Tender (ITT) documents produced.  
 
The Revised ITT target date of 02/03/2015 was not hit due to the need for further 
consideration over the repair and maintenance requirements / compliance threshold.  
 
However, the overall project plan is still on target for the new Leisure Operator to take 
over the running of the four leisure centres with effect from 1st January 2016. 
 

• Swimming Pool & Leisure Centre 
Start date: January 2014 
Completion date: December 2016 
Overall Status: Amber 
         

 Detailed design planning and budget monitoring work has continued.  The planning 
application has been submitted.  A satisfactory response  has been received from 
contractors to the start of the process to procure a builder.  An application for Sport 
England funding has been submitted. Overall, preliminary necessary paperwork is now 
in or progressing. 

 



 The project has tracked at Amber due to budget and time pressures.   However a 
timely planning determination in May will enable design information to be submitted 
to the shortlist of contractors and keep the project on time.  Costs continue to be 
closely monitored and matched wherever possible with original estimates and/or the 
availability of funding:  This ‘value-engineering’ process is on-going. 

 
Performance Measures  
 
Red: 
 

• Number of new properties brought into the Local Lettings Agency (LLA) 
Quarter 4 – 7, Annual – 13. Target - 79. 

 
The quarter 4 and annual targets have been missed and performance is below that 
of 2013/14. 
 
The LLA service has gone through a review during the year. As of 1 April 2015 City 
Life Lettings will be offering a single service known as City Life Lettings Bond 
Guarantee Scheme – it will closely resemble the Silver Service   membership offered 
in previous year and this will require an annual fee of £200 per year from landlords. 
Existing landlords will be ported over to the new service on 1 April 16 or on 
changeover of tenant (whichever is sooner). 
 

• Number of homeless preventions 
Quarter 4 – 96, annual – 526. Target 500. 
 
Although the quarter 4 target was missed, the annual number of homeless 
preventions has exceeded the target. Performance during the second half of the year 
will have been affected by the Bubble Project Service ceasing on 30/09/14. A new 
Young Homeless service has however now commenced in line with the Department 
for Communities and Local Government Young Persons’ Pathway model – the service 
is called the Young Persons Integrated Service Gateway. 

Amber  
• Homeless Duty not Accepted 

Quarter 4 – 17%, annual – 28%. Target - 30%. 
 

 In quarter 4, 17% (68) of households were not accepted as having a full homeless 
duty which was a decrease from 35%   (106) in the previous quarter. The third 
quarter of the year is when the Cold Weather Provision is opened.  A new approach 
was used this year ensuring that all people using this service had to access via the 
housing advice team to ensure determination of a person’s local connection and 
compliance with the re-connection protocol. This meant that previously these people 
were not accounted for in our figures.  The new approach did reduce the overall 
number of people using the cold Weather Provision. 

 
 This compares with 25% (70) of cases for the same period in the previous year. 

Performance in this quarter resulted in the annual target being missed by two 
percentage  

 
 There was a greater number of homeless approaches in 2013/14 than in the 

previous year, yet the Service continues to prevent the majority of cases (59%) at 
the Advice & Prevention stage. 

 
 



3.5 Economic Prosperity 
  
3.5.1 Summary: 

 

Status Projects Performance Measures 

Q4 2014/15 

� 0 4 4 

<> 0 1 1 

� 1 3 3 

n/a 5 0 0 
 
3.5.2 Exceptions 
 
Projects: 
 
• Development Management Transformation Programme 

Start date: April 2015 
Completion date: TBC 
Status: On hold 

 
The programme has been on hold due to resource issues in the Team. However, a 
Transformation Officer is now in post within the team and it is anticipated that the 
programme will now be progressed. The programme includes the following projects: 

 
Ø  Provision of Contaminated Land database with integration with Geographic 

Information Systems (GIS) and linkage to Development Control Data 

Ø  Electronic Planning register 

Ø  Land Registry Charges 

Ø  Administration Efficiencies 

Ø  Paperless applications 

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

Quarter 4 – 6 (cumulative), target 8. 
 

• Number of Business Booster Grants awarded. 
Quarter 4 – 4 (cumulative), target 8. 
 
The programme has been reviewed and revised criteria established. New programme 
launched in January 2015. We will continue to monitor performance in the light of the 
programme changes. Performance during Q4 has improved and if trend continues 
performance will be back on track for Q1. 
 

• Number of businesses taking on apprentices for the first time. 
Quarter 4 – 7 (cumulative), target – 19. 
 
In the light of low take up the apprenticeship programme is being reviewed and Heart 
of Worcestershire College are providing a proposal on a way forward for the remainder 
of the contract. This will set out what needs to be done to achieve revised outputs 
during remainder of the contract period. 
 



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

Quarter 4 – 77% (Red), annual – 87% Amber). Target – 90%.  
 
Although the targets have been missed for quarter 4 and 2014/15, performance has 
improved compared to 2013/15 (77%).  
 
The Development Management service has had difficulty recruiting to vacant posts 
and there is a direct correlation between absence rates of 20% over the last six 
months and a reduction in performance in the determination of applications. 
Nevertheless there has been very efficient output from those in post to ensure that 
performance for the year is close to target.  
 
The previously vacant post if Assistant Planning Officer has now been successfully 
appointed with an expected start date in early June. This should relieve work load 
pressures in the team and it is anticipated that it will result in to improvement in 
performance over time. 

 
3.6 Customer Service and Communications 
 

3.6.1 Summary: 
 

Status Projects Performance Measures 

Q4 2014/15 

� 0 1 2 

<> 0 4 2 

� 1 3 6 

n/a 0 3 1 
 
3.6.2 Exceptions 
 
Performance Measures 
 
Red:  

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

standard of 20 seconds. 
Quarter 4 – 70% (Amber), annual – 64% (Red). Target – 75% 
 
The quarter 4 and annual target have been missed but the annual performance has 
improved from 57% in 2013/14. The service level has decreased in quarter 4 due to 
an increase in call volumes as well as a reduction in staffing. Temporary staff are 
being recruited to support this in order to improve performance. 
 

• The percentage of customers surveyed that had to contact the Worcestershire Hub 
more than once. 
Quarter 4 – 36%, annual – 33%. Target to reduce.  
 
Repeat contact has increased in quarter 4 with an annual figures of 33% compared to 
18% in 2013/14. Services where repeat contact is high are for Benefits and Housing. 
 



It is thought that many repeat contacts are linked to progress chasing of claims or to 
provide additional information. The Hub try to manage customer expectations by 
providing details of the relevant customer service standards. 

 
Amber:  

 
• Face to Face waiting times (minutes) 

Quarter 4 – 13:10 (Green), annual – 15:02 (Amber). Target - < 15:00 
 
Although waiting time are higher than 2014/15 (10:33 minutes), the annual target 
was only marginally missed by 2 seconds. Waiting times have decreased, with the 
lowest time for the year reported for quarter 4, but visitor numbers have also 
increased. A continued focus on self serve and channel shift has resulted in more 
customers being served at the Reception desk. A focus on appointment booking will 
also improve this for the next quarter. 
 

• Satisfaction with the Customer Service Centre 
Quarter 4 – 89%, annual 92%. Target 90%. 
 
Although satisfaction dropped slightly in quarter 4, it was only one percentage point 
below target and the annual figure exceeded the target of 90%. 
 

• Full response to Stage 1 complaints dealt with by Worcester City Council within 15 
working days. 
Quarter 4 – 82% (Amber), annual – 88%. Target – 87%.  
 
This represents 31 of 38 Stage I complaints received in quarter 4 and 182 or 208 in 
2014/15. The target of 87% was missed in quarter 4 but achieved annually. 
 
Further details provided in the annual Feedback and Complaints report. 
 

• The percentage of supplier payments to term (30 days). 
Quarter 4 – 97.2%, annual – 97%. Target – 100% 

 
Performance has improved compared to 96% in 2013/14.  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 Q4 Finance Report for 
details. 

 
Delivering Value for Money 
  

3.7.1 Summary: 
 

Status Projects Performance Measures 

Q4 2014/15 

� 0 0 0 

<> 2 2 3 

� 1 0 1 

n/a 1 3 1 
  

 

 

    



3.7.1 Positive Performance  
 
 Office Accommodation project has now been completed. Refurbishment,   ICT and 

furniture installations and enabling works are went well. Relocation took place over a 
weekend and the first working day in new location was Monday 16 February 2015. 

 
3.7.2 Exceptions: 
 
Projects: 
 
• Open Data/ Transparency 

Start date: June 2014 

Completion date: August 2015 

Status: Amber 

 

The ‘transparency’ webpage is available on the Council’s website with the majority of 

information available as specified in the Transparency Code. Work continues with the 

Services and additional information is being collated to enable publication as soon as 

possible.  The project is assessed as Amber due to potential impact of staff changes 

and as some of the required information is yet to be published. There are also 

concerns regarding the resource requirements to meet and maintain ‘recommended’ 

data. These are being addressed via resource planning work in the Strategy and 

Transformation team. 

 

Amber Performance Measure 
 
• Viewpoint – residents agreeing that Worcester City Council provide value for money. 

2014/15 – 54%. Target – to improve from 54% 
 
Performance has been maintained but measure rated ‘amber’ as not improved. 
Details are available in the full Viewpoint Survey 2014 report for this committee in 
September 2015. 
 

• Percentage of Council Tax collected. 
Q4 – 97.57% (cumulative). Target – 97.7%.  
 
Although the target has been missed, performance has improved from 97.40% in 
2013/14. For further information, see the Q4 Finance Report. 
 

• Percentage of business rates collected. 
 Q4 – 98.21% (cumulative). Target – 98.5% 
  
 The annual target has been missed but performance has improved from 97.5% in 

2013/14. Please see Q4 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 4 – 2.3 days, annual 9.1 days. Target – 7.5 days. Status - Red 
 



 The annual target has been missed and annual performance worsened from 8.1 days 
in 2013/14. The occupational health contract has been change to provide more 
capacity for early interventions aimed at reducing the duration of sickness absences 
and we will be flagging up compliance with sickness management procedures in 
monthly reports to Service Managers and Directors. 

 
 
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 annual targets and 
64% are showing a positive direction of travel by maintaining or improving 
performance. The outturn data from this report will be sued to ensure that 
appropriate targets are set for 2015/16. 

 
5.2 There are however, 18 of the 48 annual measures which have missed their targets, 

nine by more than 10% (where comparisons can be made against targets). 16 
measures show a negative direction of travel so it is important that these areas are 
recognised and addressed by services. 

 
5.3 Eight of the 26 corporate projects are rated as Green. There are a number of projects 

currently one hold for a range of reasons including staffing/capacity and external 
factors. Nine (35%) of the projects are rated  ‘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 Quarter 4 and annual performance for 2014/15 against this suite of 
performance measures and projects. 

 
6.2 That the Performance Management & Budget Scrutiny Committee consider 

whether 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 


