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Policy & Resources Committee
Performance Report

City Plan 2019/20

Action Status

Cancelled

Overdue; Neglected

Unassigned; Check Progress

Not Started; In Progress; Assigned

Completed

Sansome Walk future development options
Sponsor Philippa Smith
Due Date 31-Aug-2019
Original Due 
Date

31-Mar-2019

Current Status

This project is now included under PA-PA-1920-22 
Redevelopment of Sansome Walk Swimming Pool Site.

 

Expected 
Outcome 

City Centre Transport Strategy
Sponsor Philippa Smith
Due Date 31-Mar-2020
Original Due 
Date

31-Mar-2019

Current Status

Currently awaiting response from County Council regarding 
final consultant’s brief.

Expected 
Outcome 

Stage 2 Feasibility Study for Kepax Pedestrian Bridge
Sponsor Philippa Smith
Due Date 30-Nov-2019
Original Due 
Date

31-Oct-2019

Current Status

Project moved into next phase – collation of 
information/design advancement towards the submission of 
planning application.

Expected 
Outcome 

Appendix 1
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Redevelopment of Sansome Walk Swimming Pool Site
Sponsor Shane Flynn
Due Date 31-Dec-2023
Original Due 
Date

31-Dec-2023

Current Status

Policy and Resources Committee on 10 December 2020 
approved the procurement process for the redevelopment of 
the site for housing.

Professional team now formally instructed and demolition 
and remediation project team meetings now taking place on 
a fortnightly basis. Programme and milestones will be 
updated following next meeting on 10 January. Expected 

Outcome 

Excellent Council 2019/20

Customer Services Delivery Plan
Sponsor Shane Flynn
Due Date 01-Apr-2020
Original Due 
Date

01-Apr-2020

Current Status

New arrangements for Customer Services are on track for 
go live on 1 April 2020 as reported to Policy and Resources 
Committee in November 2019.

Arrangements for face-to-face services have been finalised 
and contracts let for the fit-out of the facilities. Telephony 
scripts have been completed and are being recorded, ready 
for testing in Q4. Expected 

Outcome 

Stakeholder Management – mapping & plan
Sponsor David Sutton
Due Date 30-Sep-2019
Original Due 
Date

31-Mar-2018

Current Status

Stakeholders have been mapped and categorised in terms 
of priority and importance. The approach to stakeholder 
engagement is currently under review with CLT - timescale 
to be determined.

Expected 
Outcome 

People Strategy Delivery
Sponsor Mark Edwards
Due Date 31-Mar-2021
Original Due 
Date

31-Mar-2019

Current Status

Progress continues: 

• Approximately 10% of employees have taken up the 
option to buy more leave.  

• A Sodexo benefits package was launched in September 
and there are continued roadshows to introduce to staff.  

• The staff survey was undertaken in October and has 
shown improved results in all areas compared with 
2018/19.

• The employee supported volunteering scheme has gone 
live. 

• New approach to training and development is proving 
successful and is being recognised both internally and 
externally. 

Expected 
Outcome 
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Worcester City Asset Management Plan
Sponsor Kevin Moore
Due Date 30-Oct-2019
Original Due 
Date

25-Sep-2018

Current Status

Asset Management Strategy was approved by November 
Policy and Resources Committee.

Asset Management Plan has been drafted and is to be 
considered by CLT and Leadership in January and February 
2020 for approval by Committee before the end of the 
financial year.

Expected 
Outcome 

Customer Strategy and future delivery arrangements
Sponsor David Sutton
Due Date 31-Jul-2019
Original Due 
Date

31-Mar-2018

Current Status

Objective completed, with work subsumed within CP-PA-
1920-023 Customer Services Delivery Plan.

Expected 
Outcome 
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P&R Key Performance Indicators 2019/20

PI Status

Alert

Warning

OK

Unknown

Data Only

No of Stage I complaints
Description: Number of Stage I complaints received regarding services delivered directly 

by Worcester City Council

RAG Current Value 55

Aim to Minimise Current Target  

Sponsor David Sutton

The number of Stage 1 complaints received in Q3 (55) is higher than the previous quarter 
(44), and the same period last year (34). This may be attributed to an increase in complaints 
about parking machines following the introduction of new machines during in October. There 
were also 2 complaints regarding elections.

The majority of Stage 1 complaints were relating to parking/car parks (23) and refuse and 
recycling (11).
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Total no of Stage II complaints
Description: Total number of Stage II complaints received regarding Worcester City 

Council services including those regarding services delivered by 
shared/contracted services 

RAG Current Value 3

Aim to Minimise Current Target  

Sponsor David Sutton

The number of Stage 2 complaints received in Q3 (3) is lower than the previous quarter (6), 
and the same period last year (6). The complaints received were regarding public toilets, 
information requested in the Annual Survey and planning enforcement.
       

Net spend - (surplus/deficit) £000
Description: End of year forecast for Council Net spend £000

RAG Current Value £0k

Aim to Maximise Current Target £0k

Sponsor Mark Baldwin

Balanced budget achieved. Further details will be provided in the Q3 Finance Report.
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No of days to process HB and CTB claims and change of circumstances
Description: No of days to process Housing Benefit and Council Tax Benefit claims and 

change of circumstances 

RAG Current Value 15

Aim to Minimise Current Target 13

Sponsor Mark Baldwin

Civica have commented as follows:

‘The results for Q3 were as expected and follow a similar pattern to the previous year.  In 
addition Q3 this year reflects the impact of Universal Credit one year on. We continue to 
monitor this position. Resource and support allocated to external audit moved significantly 
into Q3 this year’.         

Q3 performance is affected by seasonal factors but has been further affected by the need to 
dedicate additional resources to the external audit of Housing Benefits processing, as 
indicated above. This has required a higher than normal level of testing in 2019/20.
 
Overall performance for the year is expected to be within target due to the high levels of 
processing in Q4 and the commitment of additional resources. 
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Sickness absence (average days)
Description: Average no. of days lost to sickness per FTE

RAG Current Value 3

Aim to Minimise Current Target 2.25

Sponsor Mark Edwards

The cumulative figure at the end of Q3 is a marginal improvement on the Q3 position for 
2018/19 so we still hope for a full-year improvement for the fourth year in a row.  

The Q3 figure itself is a little disappointing. A difficult autumn/winter season in terms of early 
instances of flu, other respiratory illness and gastrointestinal illnesses seems to be the likely 
cause at this stage.  Long-term illnesses are declining as are instances of mental illnesses 
which is likely to help our performance to improve in the longer term.

Voluntary leavers rate
Description: Percentage of staff leaving the organisation voluntarily. 

RAG Current Value 1.54%

Aim to Minimise Current Target 2.5%

Sponsor Mark Edwards
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Turnover is remaining at low levels and is well below the target for the year.

Staff survey - levels of engagement
Description: Staff survey using 'Best Companies' Indicators to monitor and analyse our 

employees levels of engagement at work. Scored on a range of 0-1000. 

RAG Current Value 594.4

Aim to Maximise Current Target 600

Sponsor Mark Edwards

This is the highest score achieved since this measure has been recorded (since 2014). The 
score has increased across all eight engagement factors.  

Factors furthest away from our ambitions to achieve 'One to Watch' category status are: 
Leadership, Management, Teamwork and Wellbeing. 
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Average time taken to appoint to vacant posts
Description: Time taken to appoint from receipt of vacancy notification 

RAG Current Value 35.41

Aim to Minimise Current Target  

Sponsor Mark Edwards

Closer working with service departments has improved processes while the reduction in 
turnover has relieved pressure on People Services to turn around recruitment requests.

Traineeships (incl. apprentices)
Description: The percentage of the workforce on traineeships including apprenticeships. 

Targets for 5% of the workforce by 2020/21.

RAG Current Value 8

Aim to Maximise Current Target 15

Sponsor Mark Edwards

The reduction in turnover has decreased opportunities to convert roles to traineeships or 
apprenticeships as they fall vacant. To help address this, all submissions for vacancy control 
now require managers to consider whether the vacant post is suitable for a traineeship.
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Satisfaction with customer services
Description: % of annual survey respondents who stated that they were either satisfied or 

fairly satisfied with customer services (The Hive & Hub) in Worcester City 

RAG Current Value 55.11%

Aim to Maximise Current Target 54%

Sponsor David Sutton

Annual PI. Satisfaction questions were included in the Annual Survey undertaken in 
October/November 2019. Satisfaction with customer services has improved since the 
previous survey in 2018.

Customer satisfaction with the Council
Description: % of annual survey respondents who stated that they were either satisfied or 

fairly satisfied with the Council 

RAG Current Value 57.6%

Aim to Maximise Current Target 45%

Sponsor David Blake

Annual PI. Satisfaction questions were included in the Annual Survey undertaken in 
October/November 2019. Satisfaction with the Council has improved since the previous 
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survey in 2018.

 


