
Report to: Performance Management & Budget Scrutiny Committee, 1st December 
2015

Report of: Service Manager for Strategy and Transformation

Subject: QUARTER 2 PERFORMANCE REPORT FOR 2015/16

1. Purpose of Report 

1.1 To provide a summary of performance for the second quarter 2015/16 (July - 
September 2015).

2. Background

2.1 Performance is monitored using a suite of performance measures which includes 
corporate, local and service level measures. 

2.2 Delivery of the Council’s corporate aims and priorities is achieved through a number 
of workstreams and projects with progress monitored through service planning and 
project highlight reports. 

2.3 A summary of performance by exception of measures and projects is provided in this 
report with more detailed information shown in Appendix 1. 

2.4 The corporate performance information is set out in a new report format to reflect the 
five Themes of the new Corporate Plan which was adopted by Full Council in February 
2015. 

2.5 Service performance information is now presented in a balanced scorecard format to 
provide a clear overview of the position of each service with regards to finance, 
satisfaction, efficiency and employees. A summary of key projects and measures for 
each service is also provided. The projects listed will be part of the ‘Mind the Gap’ 
programme for delivery of the Transformation Plan.

3. Exceptions - Corporate Plan Delivery and Performance Measures 

3.1 Corporate Plan Performance Measures

Council 
Measures  

Explanatory Note

Red
None
Amber
Customer 
satisfaction with 
engaging in 
Sport, Art and/ 
or Play

Q2 - 89%, Target – 90%
Satisfaction has missed the target by 1% and has fallen from 96% in 
Q2 2014/15. The service will be transferred to the new provider in 
December and performance and improvement actions will be 
reviewed.

% land of 
acceptable 
standards for 
detritus

Q2 – 67%, Target -75%
Compared to 76.5% in Q2 2014/15. Programme of enhanced 
cleansing in progress for Q3 to remedy performance below target.



Council 
Measures  

Explanatory Note

Usage at Council 
run leisure 
facilities

Q2 – 63,757, Target 64,018
Performance improved compared to the same period last year 
(62,412) but target missed slightly and usage decreased from 
67,654 in Q1 this year. The service will be transferred to the new 
provider in December and performance and improvement actions will 
be reviewed.

3.2 Corporate Plan Project or Strategies

Projects  or 
Strategy

Explanatory Note

Red
P - Perdiswell 
Culvert
C&G

RAG – Budget = Red, Time = Red/Amber, Objective = Red/Amber
The objective of the project remains unchanged – to repair the 
deteriorated section of the culvert. Following further survey and 
assessment of the condition of the culvert a revised design for the 
repair works has been prepared and a method statement with 
revised costs is being developed. A revised risk assessment has been 
prepared and a specialist contractor identified to provide an 
emergency response should a collapse of the culvert occur prior to 
repair.

Amber
Develop an 
annual 
heritage 
events 
programme
EDPP

Events programme development to be taken forward with the 
commencement of the heritage and tourism steering group which is 
due to meet in Q3.

P - Retention 
of Cinderella 
Ground 
C&G

RAG – Budget = Amber, Time = Amber, Objective = Amber
Completion of the head lease has now taken place. The Council has 
asked the landlord for consent to sublet to the College. In the 
meantime, the Council has granted HOW college a Tenancy at Will to 
enable access to the land for works to progress.

Ground investigations and site feasibility studies are on-going. HOW 
will produce a cost plan for scheme in light of feasibility findings to 
present for approval to SportEngland.

It is expected that works will commence on site next spring, with 
pitches being playable in 2017. 

Whilst a response from the landlord is awaited, the costs for the 
scheme are being reviewed and design finalised, progress remains 
amber.  

Economic 
Prosperity 
Strategy
EDPP

RAG – Amber
The Strategy has been superseded by work on the Corporate Plan 
and deferred to  a later date. 

Green / Amber
P - Swimming 
Pool & Leisure 

RAG for budget, Time and Objective = Green / Amber.
The Amber elements reflect the following. A compliant bid has been 



Projects  or 
Strategy

Explanatory Note

Centre
SAP

received, however there is on-going due diligence to ensure full cost 
transparency and scope of works compliance which will be completed 
in October. The Target end date of 2016 for the completion of the 
new pool has been agreed and the Project Team are working to 
ensure efficiencies within the Project Plan are optimised with a 
sectional completion date to be agreed in October. 
Overall, the Project Objectives are on target and the successful 
delivery of the project is feasible.

P - Diglis 
Public Realm 
Improvement
C&G

RAG for budget, Time and Objective = Green / Amber.
The Deeds of Variations have still to be formally agreed, but the 
housing developers have indicated that they are in agreement to the 
requested changes.
Project is now in delivery stage following approval from the Section 
106 Project Board.

P - Cathedral 
Square
EDPP

RAG – Budget = Red, Time = Green, Objective = Green.
Overall RAG is green/amber as the project is progressing but the 
Heads of Terms (HoT) legal document still needs to be finalised. 
Project will turn to green once HoT is signed and there is 
confirmation of funds secured from the Local Enterprise Partnership. 

P - Angel Place 
Improvements 
EDPP

RAG – Budget = Green/Amber, Time = Green/Amber, Objective = 
Green.
Overall RAG is green/amber to reflect the project’s successful 
outputs and delivery but the small concern around the outstanding 
partnership contribution. Once the final payment is agreed/received 
the overall RAG will return to green

Provide new 
tool, vehicles 
& equipment
C&G

RAG – Green / Amber
Procurement in progress. This is an ongoing phased procurement 
over three years in line with the capital budget. 

4. Exceptions – Service Performance and Projects

4.1 Performance Measures (Scorecard and Service Measures)

Measures  Explanatory Note Service
Red
Sickness 
management 
reporting 

Q2 - 0% reports available within 4 weeks of each quarter 
end, Target - 100%
Compared to 100% in the previous quarter.
There is a system bug with the CHRIS21 HR system that 
has been escalated to the designers.
We had brief functionality before it failed again and it is 
yet to be resolved.  It is hoped that an imminent upgrade 
(version 8) will fix to problem, but we do not have 
assurance yet.

HR

C&G Scorecard - 
sickness

Sickness – Q1 – 5.4 days, target - 3.75 days. 
Due to the demanding nature of the manual work in much 
of the service sickness rates in operational services tend to 
be higher than for other Council services. Ongoing work on 

C&G



Measures  Explanatory Note Service
employee engagement and planned revision to the 
sickness policy will help us to manage sickness more 
effectively.

DM Scorecard - 
sickness

Q2 – 4.7 days, target - 3.75 days. 
Higher than average sickness absence is due to a single 
long-term sickness absence which is complex in diagnosis 
but is being managed to secure a phased return.

DM

Finance 
Scorecard - 
sickness

Q2 – 5.7 days, target - 3.75 days. 
One case of on-going long-term sickness. Phased return 
during September.

DM

Housing 
Complaints 
response

Q2 – 57%, Target - 85%
This equates to 3 of 7 complaints received where the 
response took longer than the standard 15 working days. 
A number of cases have involved multiple parties and 
therefore required further time for the required 
information to be gathered for a comprehensive response 
to be provided. Customers are always advised of delays 
and the reasons for them.

SHS

Web site 
satisfaction 
survey

Q2 – 32%, Target – 45%
Measure changed at the end of Q2 with an improved web 
satisfaction survey being introduced. The results from this 
will be reported on in Q3.

SAT

Businesses 
taking on 
Apprentices 

Q2 - 2, Target – 10
One additional apprentice taken on since Q1 but six more 
are in the pipeline.
Performance compared to seven for the same period last 
year.
Agreement reached with college to amend contract and 
enable support to be provided via Traineeship Programme 
in addition to Apprenticeship Programme.

EDPP

5 year housing 
land supply

Q2 – 3.9, Target – 5 
With the adoption by Council of the objectively assessed 
housing need, we will not achieve 5 year land supply 
target until the adoption of the SWDP in February 2016.

EDPP

Amber
Corporate 
Scorecard - 
complaints

Q2 – 80%, Target 85%
Performance compared with 93% in Q2 2014/15 and 93% 
in the previous quarter. Year to date performance is on 
target at 87%.
Q2 result equates to 12 of 61 complaints received where 
the response took longer than the standard 15 working 
days. A number of these complaints were of a complicated 
nature or involving other parties, so took longer to 
investigate. In other cases, additional information was 
required from the customer, causing delays.
Customers are kept informed when complaints will take 
longer than target response time. Complaint handling 
training to be provided in the New Year.

All

DM Complaints 
response

Q2 – 79%, Target - 85%
This equates to 3 of 14 complaints received where the 

DM



Measures  Explanatory Note Service
response took longer than the standard 15 working days. 
There have been complaints and issues with the timeliness 
of communication. Consequently time management 
training has been introduced to improve responsiveness.

C&G Complaints 
response

Q2 – 83%, Target - 85%
This equates to six of 35 complaints received where the 
response took longer than the standard 15 working days. 
Five of these cases were regarding parking services and 
most were only a few days over the standard timescale. 
The two cases which took longer were due to officers being 
on leave or the service waiting for additional information 
to be provided from the customer. Cleaner & Greener 
Services regularly reviews complaints received and takes 
action to resolve any reoccurring issues. 

C&G

Corporate 
Scorecard - 
sickness

Q2 – 4 days, target - 3.75 days.
Although performance has improved compared to 4.46 in 
Q2 last year, we will have to have an exceptionally good 
second half of the year to meet the target. 
Mental ill health, which has causing concern is recent 
years, is down sharply as a proportion is the total, but it is 
too early to view this as a trend at this point.
We are reviewing our sickness absence management 
policy and procedure and to introduce a more effective one 
from January 2016.  We are also exploring the potential of 
introducing rewards for 100% attendance.

All

Sport, Art & Play 
Scorecard - 
Financials

Performance to budget – End of Year forecast = £43k 
overspend
Please see Q2 Finance Report for details.

SAP

Supplier 
payment days 
(30)-Standard

Q2 - 96.1%, Target 98%.
Target missed and performance lower than for Q2 in 
2014/15 (97.7%). Previous direction of travel had been 
good with a slight drop in Q2. Performance will be closely 
managed going forward. 

Fin

No. of Business 
Booster Grants 
awarded

Q2 – 2, Target 3 (cumulative)
No additional booster grants have been awarded in Q2.
However performance has improved compared to the 
same period in 2014/15 (1 grant).
Programme to be reviewed.

EDPP

SHARED SERVICES
Red
% BC plans 
checked and 
agents notified 
within 2 working 
days

Q2 – 75%, Target – 95%
This equates to 11 of 14 applications and so is influenced 
by very small numbers involved. Performance has 
improved over time from 56% in Q2 2014/15 but has 
dropped from 85% in the previous quarter this year. 

Building
Control

Amber
% BC 
completion 
certificates 
issued within 2 

Q2 – 75%, Target – 80%
This equates to 58 of 78 applications. Performance has 
been maintained from Q2 last year although it has 
subsequently dropped from 82% in Q1 2015/16.

Building
Control



Measures  Explanatory Note Service
working days
Commandery 
Museum Monthly 
Visits

Q2 – 6,123, Target – 6,600
Commandery visitor numbers were affected by low 
numbers of school bookings in September. The schools 
offer will be revamped as part of the new investment in 
displays and facilities in 2016. Increased numbers of visits 
were from outside the City.

Museum 
Services

Time taken to 
process Housing 
Benefit / Council 
Tax Benefit  for  
new claims and 
change  of 
circumstances 
(days)

Q2 – 14 days, Target 12 days.
Performance the same as Q2 last year but time taken 
increased by 1 day since Q1 this year. 
Performance has been discussed in detail at the 
management board, with assurances provided that the 
year end target is achievable, fluctuation is not unusual at 
this stage in the year. 

South 
Worceste

rshire 
Strategic 
Partnersh

ip

 Direction of Travel
Satisfaction with 
Customer 
Services Centre 

Q1 – 98%, Q2 – 68%
Compared to 90% in Q2 2014/15. This has reduced 
dramatically, however it is measured on a very low sample 
size which therefore makes it very volatile as a statistic. 
The verbatim comments however that support the result 
show that the issues which have impacted the 
performance are largely surrounding the service areas 
rather than the customer contact teams. This information 
does form part of the feedback that the team do with the 
service areas periodically.

Hub

4.2 Mind the Gap Projects

Projects Explanatory Note Service
Red
GIS Integration RAG – Budget = Red, Time = Green, Objective = Green

Overall RAG is red to highlight that new funding is required 
for Cadcorp software. Cadcorp is required to link Ocella 
with our GIS system. Cadcorp have provided costings and 
possible timescales (November/December 2015) for 
development.
Business Case to be presented to SPB for approval, if 
successful, this could return the project to green overall 
status.

DM

Amber
Pay Review RAG – Budget = Amber, Time = Amber, Objective = 

Amber
Overall RAG is amber to reflect that the project data 
cleansing exercise has taken longer to complete. Due to its 
critical nature and to return the overall project status to 
green, the timeline extension will be reviewed monthly 
with the Board.

HR

Open Data RAG – Budget = Green/Amber, Time = Green/Amber, 
Objective = Amber

SAT



Projects Explanatory Note Service
Overall RAG is amber as decision required regarding the 
extent of ‘open data’ with regards to required resource. 
Publication scheme sign-off is overdue. Project will return 
to green following SPB support on the above stated issues.

Green/Amber
Parking Self 
Serve

RAG – Budget = Green/Amber, Time = Green/Amber, 
Objective = Green/Amber
Overall RAG is green/amber as online PCN Appeal 
Form,’MiPermit’ and Staff Discounted Parking Scheme are 
now running. Virtual Parking Dispensations are discharged 
so the current system will remain. For 'Season Car Parks' 
and 'Residents Parking' virtual Permits further work is 
required to evaluate the potential benefits of introducing 
virtual permits. 

C&G

Land Registry 
Charges

RAG – Budget = Green/Amber, Time = Green/Amber, 
Objective = Green/Amber
Overall RAG is green/amber as baseline data on key 
processes and data on how many searches are received 
with turnaround times has been obtained. Amber reflects 
the outstanding properties that need an action plan. 
Project will return to green after meeting to create action 
plan in October.

DM

Business 
Improvement

RAG – Budget = Green, Time = Green/Amber, Objective = 
Green/Amber
Overall RAG is Green/Amber. Risks around achieving the 
timing of  savings have been identified. Otherwise all on 
track. Mitigation actions being evaluated by BI Board 

SAT

5. Equalities, Financial, Health and Safety, HR, Legal, Policy, and Risk 
Management Implications 

5.1 Equality - there are no direct implications in relation to this report.

5.2 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. The inclusion of balanced 
scorecards as part of the new format of this report helps to align high level 
financial and performance information.

5.3 Health and safety - there are no direct implications in relation to this report.

5.4 HR – the report includes information regarding attrition and sickness, the result of 
which will enable improved monitoring at a service level. 

5.5 Legal - there are no direct implications in relation to this report.

5.6 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.

5.7 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.

6. Comments of Service Manager for Strategy and Transformation

6.1 In summary, of the performance which can be measures at Quarter 2:
o Corporate Plan 

- Measures: Red – 0, Amber - 3, Green – 4, TBC – 1 
- Projects  and Strategies:  Red – 1, Amber – 3, Green/Amber – 5, Green – 

41, Not started - 3
o Service Performance 

- Measures: Red – 8, Amber – 7, Green - 46
- Projects: Red – 1, Amber – 2, Green/Amber – 3, Green - 11 
- Shared Service Measures: Red – 1, Amber – 3, Green - 6

6.2   To respond to the 2015 – 2020 Corporate Plan, the Council’s approach to 
performance management has been enhanced, and this report part of the 
developing new approach. Cabinet acknowledges that there are likely to be 
further modifications, however care has been taken to maintain trend data, which 
provides a valuable view of council performance over time. 

6.3   The Corporate Plan covers five years, and new projects and strategies will be 
added to the Performance Management Report as they are developed. Completed 
projects and strategies will be removed from the Performance Management report 
when completed, and any new measures arising will be added to enable PMBS to 
monitor performance outcomes.

7. THE SERVICE MANAGER FOR STRATEGY AND TRANSFORMATION, HELEN 
FRANCES RECOMMENDS:

7.1 That the Performance Management & Budget Scrutiny Committee note 
the Council’s performance for Quarter 2, 2015/16 against this suite of 
performance measures, strategies and projects.

7.2 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 722407, 
Email: Joanna.payne@worcester.gov.uk 

Background Papers: None

mailto:Joanna.payne@worcester.gov.uk

