
Report to: Performance Management and Budget Scrutiny Committee, 13th June 
2016

Report of: Corporate Director - Resources

Subject: QUARTER 4 AND ANNUAL PERFORMANCE AND FEEDBACK REPORT 
               FOR 2015/16

1. Recommendation

1.1 That the Performance Management & Budget Scrutiny Committee note the 
Council’s Quarter 4 and annual performance and feedback for 2015/16, and 
considers any recommendations for action to Cabinet.

2. Background

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

2.2 Delivery of the Council’s corporate aims and priorities is achieved through a number 
of work streams and projects managed by the Council’s Strategic Programme Board, 
and reported to PMBS as part of this report.

2.3 This report includes executive summaries of progress in sections 3, 4 and 5.

2.4 Detailed information is contained in appendices:
- Corporate Plan: projects, strategies, business as usual activities (BAU) and 

performance measures - Appendix 1
- Service Performance and Projects -  Appendix 2
- Customer Focussed Shared Service Performance -  Appendix 3
- Feedback and Complaints – Appendix 4

2.5 The corporate performance information is set out to reflect the five themes of the 
Corporate Plan which was adopted by Full Council in February 2015. 

2.6 Service performance information is 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 performance measures and 
Mind the Gap projects for each service is also provided.  

2.7 This report now includes a summary of feedback and complaints received by the 
Council about our services. This information had previously been reported to PMBS 
separately but has been incorporated into this report to provide a more rounded 
view of annual performance. 



2.8 The Council operates a three stage complaints process as set out in our Feedback 
and Complaints Policy. This allows for complainants to appeal and request further 
investigation if they are not happy or feel that important information has not been 
taken into account.  

Stage I – the initial investigation and response by the service
Stage II – review independently of the service 
Stage III – referral to the Local Government Ombudsman

2.9 Following feedback, the presentation of performance data was modified for the 
previous quarterly report to improve clarity. The format has been retained for this 
report but will be reviewed again for the quarter 1 report next year.

3. Corporate Plan – Executive Summary 

3.1 Corporate Plan performance information is presented under the headings of; Project, 
Strategy, Business as Usual Activity (BAU) or Tracking Measure.

3.2 The information provided to monitor the delivery of the Corporate Plan remains the 
same as for previous reports but the data is more clearly defined as outlined below:

 Project – defined and managed under the corporate project management 
methodology.

 Strategy – a developing plan or strategy for the delivery of a Corporate Plan goal.
 BAU activity - day to day activities only. However, specific policies or strategies may 

be developed from these in the future in line with the delivery of the five-year 
Corporate Plan.

 Tracking measure - external data and metrics that inform the City Council’s overview 
of key city information. The data relates to factors that will help evaluate the impact 
of the Corporate Plan, but which are not under the control of the City Council.

3.3 Details of Corporate Plan projects, strategies, BAU activities and tracking measures 
are provided in Appendix 1.

Highlights

3.4 The South Worcestershire Development Plan (SWDP) was adopted on the 25th 
February 2016. The SWDP has been prepared in partnership by Worcester City 
Council, Malvern Hills District Council and Wychavon District Council. It was formally 
adopted by all three councils following the successful conclusion of a Public 
Examination.

3.5 The construction of the new swimming pool and leisure centre is proceeding well and 
is on time and on budget. The project is assessed as ‘green’ to reflect the good 
progress made and the effective cost management in place. Stage E (detailed design 
stage) is nearing completion.

3.6 A three month trial of Saturday Markets in the High Street has been completed and, 
based on retailers and traders evaluation, was successful. The markets will now 
continue and will focus on high end speciality stalls.  

3.7 The Diglis Public Realm Project is now in the delivery stage with works commencing 
onsite in Quarter 1 2016/17.



3.8 Planning permission granted for the development of the Royal Worcester site for the 
conversion of the listed building into a performance venue (Henry Sandon Hall) and 
for the development of nine dwellings. 

Areas for Improvement 

3.9 The Destination Management Plan will not be completed this financial year but is 
planned for 2016/17. Additional staff will be in post in quarter 1, 2016/17 which will 
help progress the development of the plan. The development of an events 
programme and other heritage marketing activities will also be undertaken as part of 
the Destination Management Plan. 

3.10 The project to retain the Cinderella Sports Ground is assessed as ‘amber’. The report 
from Sport England’s consultants indicates that the project remains viable.  A 
meeting of partners will be held in Quarter 1 to confirm partner commitment and 
funding and agree a project timeline. Project remains amber until this work is 
completed.

4. Service Performance: Executive Summary

4.1 Details of service performance are shown in Appendix 2 and performance for our 
customer-facing shared services is provided in Appendix 3.

Highlights

4.2 All annual targets have been exceeded for the clean streets surveys which assess if 
streets are of an acceptable standard with regards to detritus, litter, grass cutting 
and hedge maintenance. Performance has improved or been maintained for all 
elements compared to 2014/15. 

4.3 The adoption of the SWDP in February 2016 means that the annual target of five 
years housing land supply has now been improved with 5.9 years now identified.  
The National Planning Policy Framework (NPPF) requires local planning authorities to 
identify and keep up-to-date a deliverable five year housing land supply. Without 
this, even recently adopted planning policies for the supply of housing will be 
considered out of date and permission would be granted unless any adverse impacts 
outweigh the benefits. Therefore, local planning authorities who are unable to 
demonstrate a five year housing land supply are at risk of having to grant permission 
for speculative residential planning applications, or risk loosing appeals relating to 
such applications, even where an up-to-date Local Plan is in place.

4.4 All Civica revenues and benefits performance measures have met targets. 

4.5 Business rate collection (99%) exceeded target and indicates an improvement from 
2014/15 when the target was not achieved. 

Areas for Improvement 

4.6 The annual target for the average number of days lost to sickness has been missed 
and sickness levels have increased to 10.2 days compared to 9.1 in 2014/15, with 
quarter 4 sickness levels at 3.4 days.  An analysis of the circumstances has been 
undertaken with findings as follows:



 Of the 10.2 days per FTE sickness in 2015/16, 5.6 days relates to long term 
sickness and 4.6 days to short term sickness.

 Long term sickness accounts for 25 episodes of sickness involving 25 different 
employees, 19 of whom are still employed by the Council. Long term sickness is 
defined as 20 working days or more per episode.

 Of the 19 current employees who have had long term sickness episodes during 
the year, 13 returned to work and six are still absent from work. There are return 
to work dates expected for two of these six in June with another expected to 
leave/retire in the near future. Of the employees who have left the Council, two 
were dismissed, three outsourced to a new provider, and one voluntarily resigned.

 Occupational Health services have been involved in all cases of long term 
sickness. 

4.7 More detailed analysis of sickness is provided to managers on a monthly basis and 
steps are being taken to manage both short term and long term sickness in 
accordance with our policies. It is anticipated that further monitoring details will be 
provided in next year’s performance reports.

4.8 The project to update customer facing operations at Astwood Crematorium is rated 
Amber as work to develop a business plan has been delayed due to resources being 
focussed on completion of the refurbishment programme which included temporary 
relocation of the chapel.

4.9 It should however be noted that the other projects within the crematorium 
progamme are on track or completed. These include the refurbishment of the main 
building and chapel and the asset management review of the cremators. 

4.10 The annual target for the web site satisfaction survey was not achieved as 
satisfaction levels fell from 40% in quarter 3 to 19% in Quarter 4.  Quarter 4 
coincided with persistent technical problems on the website, which have since been 
resolved. There has also been some negative response to changes to the Contact Us 
page and issues with one of the forms. This has now been fixed and adjustments 
made to the page to make it more user-friendly. Responses will be monitored.  

4.11 The corporate Business Improvement project is assessed as ‘Amber/Red’. While 
savings continue to be identified, implementation and savings realisation has been 
delayed pending the agreement of a more corporate overall approach to 
restructuring and achieving the savings rather than approaching it on a piecemeal 
basis for each service area. 

5. Feedback and Complaints

5.1 A summary of the feedback received in 2015/16 is shown in Appendix 4.

Highlights

5.2 The number of complaints received in 2015/16 regarding Worcester City Council 
services has remained the same as 2014/15 with 208 complaints received. 89% of 
all Stage I complaints about City Council services were responded to within the 



standard timescale of 15 working days, meeting the annual target of 85%. This is a 
slight improvement compared to 88% for 2014/15.

5.3 20 Stage II complaints have been received in 2015/16 which is a slight decrease 
from 21 in 2014/15. This represents 9% of Stage I complaints about the City Council 
being appealed.

5.4 Although the majority of complaints were received about Cleaner and Greener 
Services, the number received by the service has dropped since the previous year 
and percentage responded to in time has improved slightly. The team pro-actively 
manage their complaints with timely responses and regular monitoring ensuring 
action is taken in response to feedback received.

5.5 The number of complaints received regarding Cleaner and Greener Team is relatively 
small when put in context with the volume of contacts with customers. The refuse 
crews attend approximately 44,000 properties per week to collect domestic residual 
or recycling waste, with garden waste crews attending approximately 5,200 
properties and trade teams 600 properties. Civil Enforcement Officers issue over 
16,000 Penalty Charge Notices per year. 

Areas for Improvement

5.6 The number of complaints received by Community Activity and Strategic Housing has 
increased compared to 2014/15, although the percentage completed in time was 
maintained despite a number of cases being complex. By way of context, staff see 
over 2,500 customers a year across the strategic housing service.  

5.7 The increase may be in part due to a more pro-active approach having been taken to 
deal with poor conditions within the private sector housing. The introduction of 
additional licensing has increased the level of information being provided to the 
residents of Worcester, which has raised awareness by landlord, tenants and 
neighbours of the standards required. This has seen an increase in complaints which 
is a comparative pattern of behaviour to other authorities as indicated by ‘Good 
Practice’ visits to other authorities who have introduced additional licensing schemes.

5.8 The Home Choice Plus Policy was amended in accordance with legislative 
requirements and this generally results in an increase in complaints from customers 
due to the personal impact on their housing situation. 

5.9 Although the number of complaints received regarding Development Management 
services have increased slightly compared to last year, the percentage completed in 
time has improved. The increase in complaints can be attributed to a number of high 
profile and controversial planning decisions. However, there were complaints 
regarding the service provided and these are being addressed. 

5.10 The number of Stage III complaints made to the Local Government Ombudsman has 
increased from five in 2014/15 to seven in 2015/16. Two housing related complaints 
were upheld and the decisions were reported to Standards Committee in July 2015 
and March 2016 respectively. The service has implemented the recommendations 
made and reviewed the functions involved to ensure lessons are learnt and 
improvements made accordingly.



Lessons Learnt

5.11 Where trends are identified, services are encouraged to take action to review, and 
where appropriate, amend processes to improve service delivery. 

5.12 In response to complaints about incidents with Civil Enforcement Officers (CEOs), it 
was identified that the protocol regarding the use of body cameras was not 
consistently applied. Officers were instructed to activate their body cameras when 
they considered themselves to be in a potentially threatening situation. However, 
officer’s interpretation of situations differed, resulting in video evidence not being 
available for a case that had resulted in a complaint. The procedure has since been 
reviewed to provide clearer instruction to officers regarding the activation of 
cameras.

5.13 A number of complaints were identified that had resulted from mis-directed 
customer enquiries. This was addressed by improved communication from the 
Service to the Hub to ensure Customer Engagement Officers have up to date 
information regarding the most appropriate contact points for customers. 

5.14 The Corporate Management Team and Service Managers held a complaints workshop 
in January 2016 to consider our corporate processes for complaint management and 
to agree a more consistent approach to dealing with complaints and learning from 
feedback.

5.15 An ‘Effective Complaint Handling’ training session was held in March 2016 for officers 
who deal with complaints within each service. The training was delivered by the 
Local Government Ombudsman and feedback indicated that, following the session, 
attendees felt that they had a better understanding of how to effectively investigate 
and respond to complaints and use feedback to drive improvement.

5.16 For information, the 2014/15 Annual Feedback Report listed a Stage III housing 
complaint which was awaiting a final decision from the LGO. The decision was 
upheld: maladministration and injustice and was reported to Standards Committee in 
July 2015. All recommendations have since been implemented.

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

01905 722407, 
Email: Joanna.payne@worcester.gov.uk 

Background Papers: None
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