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

Report of: Corporate Director - Commissioning and Delivery 

Subject: QUARTER 2 PERFORMANCE AND FEEDBACK REPORT FOR 2016/17

1. Recommendation

1.1 That the Performance Management & Budget Scrutiny Committee notes the 
Council’s Quarter 2 performance and feedback 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, 4 and 5.

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
- 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 
projects for each service is also provided.  

2.7 This report also includes a summary of feedback and complaints received by the 
Council about our services from April to September. This information had previously 
been reported to PMBS as a separate half-yearly report but has been incorporated 
into this report to provide a more rounded view of 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 
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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 The Council is currently reviewing its Performance Management Framework including 
performance measures so the content and presentation of this report will be 
reviewed again for quarter 3 and may be further amended in the future. 

2.10 The new Performance Management Framework and performance measures will 
reflect the new corporate City Plan adopted in September 2016 and an organisational 
Business Plan that is currently being developed.

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.

3.3 Overall, progress has been positive with 85% projects on target and assessed as 
‘Green’.

Highlights 

3.4 The projects below have made good progress in quarter 2.
 The Council’s City Plan was launched in September 2016 will this will guide 

economic development activities including a Tourism Strategy in Winter 2016 
and City Transport and Master Plan refresh which will follow on.

 Cornmarket public art statues were installed in September and the re-alignment 
of parking bays completed in October. 

 The replacement of a section of Perdiswell Culvert remains on time and on 
budget for completion quarter 3.  

Areas for Improvement 

3.5 The status remains Amber for the project to retain the Cinderella Ground due project 
being redesigned to suit mixed funding partners and design requirements. 

3.6 The project for the refurbishment and development of the Commandery Museum 
including the Battle of Worcester story remains ‘Amber’ for a second quarter.



3

A number of project milestones have been completed but key approvals (listed 
building consent) are still to be obtained. Not withstanding this, the £430k project is 
on target for delivery in May 2017.

3.7 Some crime related community safety measures have increased in quarter 2. 
A change in crime reporting methodology has meant that all reported incidents are 
now recorded as ‘crimes’. This increase in the number of incidents is also reflected at 
a national level. Some crimes such as domestic burglary and anti-social behaviour 
may have been affected by seasonal issues such as doors and windows being left 
open in the summer months. There has been an increase in hate crime nationally 
following the EU referendum but levels have reduced again.  

The Community Safety Partnership will continue to monitor performance and work 
with partners to address concerns.

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.

4.2 Service performance is largely positive with 65% of performance measures on target 
and 50% of projects assessed ad ‘green’ or ‘green/amber’.

Highlights 

4.3 Areas of good service performance in quarter 2 include:
 Reduction in the amount of residual waste collected per household. 
 The end of year accounts were successfully completed in September.
 The percentage of calls answered by the Worcestershire Hub within the service 

standard of 90 second improved and has exceeded the target. 

Areas for Improvement 

4.4 The average number of days of sickness per fixed term employee (FTE) continues to 
exceed targets both corporately and for a number of services. 

Analysis of the data shows that there is no significant increase in the amount of 
short term, self certified illness and the increase is almost wholly due to a proportion 
of employees with long term health conditions. We will review the way we manage 
long term illness and review the effectiveness of our occupational health support. 
Particular focus will be given to fast tracking cases where appropriate.

4.5 The average time taken to appoint new employees has increased. The measure 
records the number of working days from receipt of a vacancy notification to the 
offer being accepted. Quarter 2 was an average of 29 days. There has been some 
delay in arranging interviews after the closing date, so HR will continue to work with 
managers to improve timeliness.

4.6 The target for the percentage of graffiti removed within the agreed time was missed 
in quarter 2. This represents two non offensive incidents.  On both occasions the 
graffiti was removed outside the specified time of 28 days due to an administration 
error.
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4.7 Satisfaction levels for the website remain below target at 16%. This survey is 
reached from a button titled “What do you think of our website” and is mainly being 
used as a means to alert us to a problem a user has encountered on the site. It is 
therefore not successfully providing a measure of satisfaction with the website. In 
Q2, the majority of issues raised related to problems with the search function on the 
website. A new search function was introduced in late September.

4.8 There continue to be knock-on delays with intranet development project due to 
knock-on effect of Liferay 6.2 (content management system) implementation 
affecting project timeline. IT has engaged specialist consultants for additional work. 
The project now expected to be completed by the end of January 2017.

4.9 65% of building control (BC) completion certificates were issued within 2 working 
days in quarter 2 against a target of 80%. Although performance continues to be 
poor in quarter 2, a new interim manager is now in place and indications are that 
improved service management will deliver improvements in quarter 4.

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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