
Report to: Environment Committee, 3rd March 2020

Report of: Corporate Director - Place

Subject: PROPOSED COMMITTEE PERFORMANCE SCORECARD FOR 2020/21

1. Recommendation

1.1 That the Environment Committee consider the proposed content of the 
Environment Performance Scorecard for 2020/21.

2. Background

2.1 The City Council’s Performance Scorecards provide a one page overview of priority 
activities and Key Performance Indicators (KPIs) for each committee. These are 
supported by more detailed reports providing brief narrative updates for projects and 
activities and a visual representation of PIs in the form of run graphs or charts as 
applicable.  These are reported to Committees on a quarterly basis.

2.2 The content of the Performance Scorecards for Policy and Resources Committee has 
been reviewed by the senior management team and committee chair and vice chair 
as part of the Council’s service planning processes for 2020/21 to ensure that it 
remains relevant and continue to reflect ‘what matters most’ under the functions of 
the committee.

2.3 The current key projects and activities have been refreshed, taking account of the 
completion of current projects and the commencement of new activities.

2.4 Performance indicators (PIs) have been reviewed and alternative options proposed 
where these are deemed more appropriate measures of progress against the 
Council’s priorities.

2.5 Proposed targets have been developed based on a principle of performance 
improvement where this is realistic.

3. Main changes – Street Scene PIs

3.1 A suite of new PIs have been developed for monitoring Street Scene performance as 
part of proposed changes to how the service is delivered following recent trials of 
new ways of working.

3.2 There are currently no national PIs for Street Scene functions but for a number of 
years Worcester City Council has adapted and modified the former national 
indicators on litter and detritus, adding grass and hedge maintenance to form local 
indicators measuring the standard or quality of these key aspects of street scene. 

3.3 In addition, satisfaction with street scene services has been measured through the 
Annual Survey undertaken each autumn. 



3.4 The existing suite of Street Scene PIs reported to Environment Committee are:

a) % of areas assessed as having acceptable levels of detritus 
b) % of areas assessed as having acceptable levels of litter
c) % of areas assessed as having acceptable levels for grass cutting
d) % of areas assessed as having acceptable levels for hedge maintenance
e) Satisfaction with parks and open spaces
f) Satisfaction with keeping streets clean

3.5 Indicators a – d have been in place for some time. Surveys are carried out by 
volunteers across the ten neighbourhood zones each quarter. A sample of streets 
within each zone is visited and each category of street scene graded A (excellent 
standard) through to D (very poor standard). 

3.6 Whilst the surveys have provided useful feedback and helped target areas which 
have fallen below standard, it is recognised that the current definitions and collection 
methodologies may not be appropriate or consistently applied, raising concerns 
about the quality and reliability of the data. 

3.7 In addition, as part of the recent trials to test alternative ways of providing Street 
Scene services, a revised set of Service Standards has been developed and piloted. A 
new survey methodology is required which takes into account the new service 
standards delivered in the new way of working. These will include four Places (plus 
City Centre) alongside City Wide services rather than ten neighbourhood zones.

3.8 Service Standards aim to provide a clear and consistent understanding of what level 
of cleanliness and street scene appearance need to be achieved for Members, the 
public and staff. It is intended that these are used as a basis for measuring the 
standard of street scene services across the City in a more simple and consistent 
way. 

3.9 It is proposed to have three types of street scene indicator measuring:

 Quality of service (assessment against our street scene standards)
 Response (levels of demand and how it is met against agreed response times)
 Satisfaction (annual survey – resident perception)

Measuring Quality

3.10 It is proposed that a new set of survey PIs are developed using an improved 
collection methodology aligned to the new Street Scene Service Standards. 

3.11 There are four levels in the new service standards: Excellent, Acceptable, 
Unacceptable and Poor/Hazardous, describing the appearance and standard to be 
achieved.

3.12 It is proposed that the surveys continue to be completed by volunteers, but Officers 
will be working with the group of volunteers to ensure their input is used to inform 
the new indicators and methodology. 

3.13 In addition, we are considering whether a ‘quality assurance’ role could be 
undertaken by officers independent of the service to ensure the assessment 
methodology is being consistently applied.



3.14 It is proposed that the existing methodology continues to be reported for Quarters 1 
& 2 of 2020/21, whilst a new methodology and set of indicators is developed. It is 
hoped that the new survey method PIs can start to be measured from Quarter 2 
2020/21 with full implementation from Quarter 3 in line with the introduction of 
proposed Place and City Wide working. 

3.15 More information will be available in the May report to this Committee which will 
outline full details of the trial outcomes and the proposed move to Place and City 
Wide working.

Measuring Response

3.16 A number of new PIs are proposed to measure our responsiveness to service 
enquiries. For example, this will measure the percentage of enquiries that are 
responded to within our (locally agreed) response times. Including these new 
indicators aims to provide a more rounded view of the service’s performance in 
relation to the needs of the City. 

3.17 Again, for Quarters 1 and 2 we will be measuring our response PIs against current 
service response times. These will be reviewed as part of the move to Place and City 
Wide working and revised response times will be proposed in the May report to this 
committee.

3.18 The functions included in the proposed suite of PIs (see Appendix 1) cover the main 
aspects of street scene: 

 Litter/detritus (sweeping) – high demand
 Fly-tipping – high demand  
 Animal fouling - low demand but high profile
 Grass maintenance - Seasonal and high profile
 Litter/dog bins – improvement/informing strategy

Measuring Satisfaction

3.19 Satisfaction PIs are collected through the Annual Survey. This provides an annual 
figure and trend which is reported to the Policy and Resources Committee as part of 
budget setting and to this Committee as part of the Quarter 3 performance report.

4. Information 

4.1 The proposed content of the Environment Committee Performance Scorecard for 
2020/21 is attached as Appendix 1.
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