
Report to: Performance Management and Budget Scrutiny Committee, 12th 
September 2016

Report of: Corporate Director - Commissioning and Delivery

Subject: QUARTER 1 PERFORMANCE REPORT FOR 2016/17

1. Recommendation

1.1 That the Performance Management & Budget Scrutiny Committee notes the 
Council’s Quarter 1 performance for 2016/17, 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 and 4.

2.4 Detailed information is contained in appendices:
- Corporate Plan: projects, strategies and performance measures - Appendix 1
- Service Performance and Projects -  Appendix 2
- Customer Focussed Shared Service Performance -  Appendix 3

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 
projects for each service is also provided.  

2.7 The Council is also currently reviewing its Performance Management Framework 
including performance measures so the content and presentation of this report will 
be reviewed again for quarter 2 and may be further amended in the future. 

2.8 The new Performance Management Framework and performance measures will 
reflect the new corporate City Plan and organisational Business Plan that are 
currently being developed.

 



2.9 The City Plan will set out the Council’s ambitions and plans to create a prosperous, 
diverse, accessible and inclusive City for our residents, businesses and visitors. The 
organisational Business Plan will focus on the Council’s internal operations to ensure 
that the organisation works in the most effective way to help deliver the City Plan 
whilst providing high quality service to our residents and customers. In response to 
the ‘fit for purpose’ review undertaken by the Managing Director, officers are looking 
at how the national Investors in Excellence framework can help identify what 
matters most to the Council and keep us on track towards excellence and continuous 
improvement.

3. Corporate Plan – Executive Summary 

3.1 Corporate Plan performance information is presented under the headings of Project, 
Strategy or Tracking Measure.

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

 Strategy – a developing plan or strategy for the delivery of a Corporate Plan goal.
 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.

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

Highlights 

3.3 Work is progressing well with a number of Economic Development strategies:

 The South Worcestershire Development Plan was adopted in February 2016.
 The Skills Strategy and Delivery Plan have been submitted to Cabinet for 

approval.
 The Infrastructure Delivery Plan is being updated for the submission of the 

Community Infrastructure Levy.
 Consultation meetings have been held regarding the development of the Tourism 

Strategy which is expected to be presented to Cabinet in Quarter 3.

3.4 The project to provide new toilets within a rebuilt Sons of Rest building in Gheluvelt 
Park remains on track for completion for Easter 2017. The planning application is 
due to be considered at August planning committee, and the project will be subject 
of a report to Cabinet in September 2016.

Areas for Improvement 

3.5 There are slight delays with Cornmarket improvements due to delays in the 
production of public art statues and the foundation work taking longer than planned. 
The statues will be delivered in quarter 2 along with re-alignment of parking bays. 
The project is led by Worcestershire County Council but the City Council will continue 
to work with our partners to support the delivery of the project.



3.6 The Angel Place improvements project is assessed as ‘amber’ due to delays with 
snagging work. The County Council contractors are only able to agree to a snagging 
inspection in quarter 2 with implementation expected in quarter 3. The new public 
realm working relationship for City/County is being put in place in 2016/17 with the  
City Council aiming to work more closely with commissions and contractors in the 
future.

3.7 The Cinderella Ground project is rated as ‘amber’. All partners continue to support 
the project to provide cricket and football facilities managed by Heart of 
Worcestershire College, and the status of the project will be reviewed in quarter 2 
when estimated project costs have been agreed based on detailed design.

3.8 The Diglis Public Realm project is on track for completion of the majority of the 
works in quarter 3, but is rated ‘green/amber’ due to delays in the developer 
granting a variation to one of the s106 agreements, and due to replacement of the 
main contractor who went into administration in July.

3.9 The project to agree detailed specification for Cleaner and Greener service standards 
was a key work stream forming part of the discontinued outsourcing project. This 
project will now be managed as part of a transformation programme for the service 
area to commence in quarter 2; it is therefore assessed as amber for quarter 1.

3.10 A number of tracking measures regarding community safety have shown a negative 
direction of travel both in terms of the number of incidents of crime and anti-social 
behaviour (ASB) and the perception of fear amongst resident. 

Police crime figures show a decrease in domestic burglary and hate crime compared 
to quarter 4, although other measures show an increase, which is consistent with the 
trend across South Worcestershire. Comparisons with 2015/16 are not available due 
to a change in reporting protocols. The Viewpoint measures of the percentage of 
residents feeling safe during the day remains high, although there has been a 
decrease from 2015/16 with regard to respondents feeling safe at night. The multi 
agency South Worcestershire Community Safety Partnership, now chaired by the 
Managing Director, continues to work alongside the ‘Safer Worcester’ partners to 
address priority areas and will use this data to prioritise resources.

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 The percentage of Freedom of Information (FOIs) requests that the Council has dealt 
with in the standard timeframe of 20 working days has increased from 82% in 
quarter 1 last year (123 requests were received in this period) to 92% in quarter 1 
2016/17 (145 received). This exceeds the target of 85%. The improvement follows 
training held for officers across the Council regarding the management and handling 
of FOIs.

4.3 The average wait time for face to face enquiries with the Worcestershire Hub 
customer service centre has improved from over nine minutes in quarter 1 2015/16 
to four minutes and twenty five seconds for the same period this year. Due to 



improved performance, the target is to be reduced to < 10 minutes with effect from 
quarter 2.

Areas for Improvement 

4.4 The average number of days lost to sickness has missed the quarter 1 target both 
corporately and for a number of services. This is largely attributable to a significant 
number of long term illnesses mainly in the Cleaner and Greener Service with 12 
employees on long-term sickness absence (more than 20 days). Initial analysis 
suggests that the age profile in the manual workforce is a causal factor with some 
employees succumbing to a range of chronic illnesses associated with late middle 
age.  Some of these employees have recently returned to work.  All cases are being 
actively managed through the regular production of sickness reports and 
consequently some workers have left the Council on ill health grounds.

4.5 Both weight of residual waste per household and percentage recycling have missed 
their respective targets and officers are working with waste disposal authority 
colleagues at the County Council to review actions to address this. It should be 
noted that the energy from EnviRecover (energy-from-waste facility), is due to come 
on line during 2016/17 which will prevent household waste from going to landfill. 

4.6 A number of related improvement activities are underway or planned in the Cleaner 
and Greener Service:

 A Cleaner and Greener Service Transformation Programme;
 The continued capital programme for provision of new vehicles including new 

road sweepers and a street washer to improve street cleanliness;
 The proposed implementation of a policy to control trade waste left out in the city 

centre;
 A Cleaner and Greener Campaign which will support community groups and 

volunteers to maintain and improve their local area;
 On going multi agency action plans to address localised anti social behaviour;
 A review of Public Space Protection Orders; and 
 Support for the ‘Poowatch’ app to address dog fouling.

4.7 The success rate of major planning application has missed targets and performance 
has dropped compared to quarter 1 last years. Performance reflects one out of eight 
major applications decided being refused. The application was refused by the 
Planning Committee in accordance with Officer’s recommendation. This is also an 
unusually high number of major applications to be determined within a single 
quarter and would account for the marginal drop in performance on this occasion.  
The performance for planning measures does however exceed central government 
‘decision speed’ targets.

4.8 The Development Management project to implement an electronic planning register 
is assessed as amber. A full review will check that the five critical stages (accuracy; 
quality check; able to be manipulated; electronic map compatibility; re Launch) can 
be delivered in a timescale and for a cost that represents value for money. The 
target date for the review is quarter 3.

4.9 A number of related improvement activities are underway or planned in the 
Development Management (DM) service:

 Policy and DM online newsletter (2016)
 Improving telephone answering and email customer service (2016)



 Simplifying and shortening the application process (2016/17)
 Two information forums a year for agents (2016/17)
 Registration and validation checking service to help get planning applications 

“right first time” (2016)
 Telephone survey of agents’ experience of DM Customer Service (2017)

4.10 No business booster grants have been awarded in quarter 1 2016/17. This compares 
to 1 in Q1 2015/16. The grants process has been streamlined and the grants panel 
refreshed. This measure is demand led but we will continue to promote the grants 
through local media and partners.

4.11 The Business Improvement Project is assessed as amber/red. The training element 
of the project has been completed and several reviews of specific services 
undertaken. These have identified areas of transactional inefficiency and potential 
savings totalling some £124k. The crystallisation of these savings is being reviewed 
across the Council, and will form part of the work to achieve the new Excellence 
Standard, part of the ‘fit for purpose’ improvement agenda agreed by Personnel and 
General Purposes Committee. Work continues to crystallise these savings and to take 
forward more reviews to achieve the full savings of £300k across the Council’s salary 
and non-pay budgets in 2016/17.

4.12 There are some delays with the project to develop the Council’s intranet and the 
knock-on effects of the implementation of Liferay 6.2 content management system 
are affecting project timeline. However, it is anticipated that the project will be 
completed by the end of October 2016.

4.13 The percentage of Building Control plans checked and agents notified within two 
working days has dropped from 85% in quarter 1 2015/16 to 60% in quarter 1 this 
year, missing the target of 90%. There were 15 plans received for the period. The 
drop in performance is a result of three vacancies together with holidays being taken 
by the remaining surveyors. Performance should improve after the holiday period 
and with the successful recruitment to the vacant posts. 

4.14 There are also changes being made corporately which aim to promote improvements 
across all Council services. The new senior management structure has been put in 
place to strengthen the organisation’s leadership and strategic capacity, to achieve a 
more joined-up approach to service delivery and the council’s relationship with its 
customers and to embed a much stronger performance management culture. In 
response to the ‘fit for purpose’ review undertaken by the Managing Director, officers 
are looking at how the national Investors in Excellence framework can help identify 
what matters most to the Council and keep us on track towards excellence and 
continuous improvement.

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

