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PERFORMANCE REPORT QUARTER 3 2018/19

Policy and Communications Manager
PC 04-19

Standards and a summary of the Carlisle Plan 2015-18 actions as defined in the ‘plan on a

page’. Performance against the 2018/19 Key Performance Indicators (KPIs) are also

included.

Recommendations:

1. Consider the performance of the City Council as presented in the report with a view to

seeking continuous improvement in how the Council delivers its priorities.

2. Agree the proposed target and KPI changes highlighted in the report.

Tracking
Executive: 11/03/19
Scrutiny: Health and Wellbeing 14/02/19
Economic Growth 21/02/19
Business and Transformation 28/02/19
Council: N/A




1. BACKGROUND
This report contains the Quarter 3 2018/19 performance against the Service Standards

and a summary of the Carlisle Plan 2015-18 actions as defined in the ‘plan on a page’.
The Key Performance Indicators (KPIs) are also included. The appendix attached contains
the Council’s performance against all KPlIs.

Service Standards were introduced in 2012 after consultation with Service Managers,
DMTs, SMT and JMT. Following a review of the initial set of five Service Standards, five
further measures were introduced from Quarter 2 2017/18. All measures were reviewed by
officers at the end of 2017/18 and changes consulted on at Scrutiny Panels and Executive
earlier in the year.

Service Standards are the measures judged to be the most important to our customers
and therefore the mostly likely to influence the overall satisfaction with how the Council
performs. The following pages contains the Council’s performance against the Service
Standards.

The updates against the actions in the Carlisle Plan are presented in Section 3. The
intention is to give the Executive a brief overview of the current position without duplicating
the more detailed reporting that takes place within the Scrutiny and Executive agendas

and Portfolio Holder reports.

Summary of KPIs and Service Standards:
Service Standards — 1 ‘red’, 4 ‘amber’ and 5 ‘green’
KPIs — 3 ‘red’, 9 ‘amber’, 20 ‘green’

Summary of Exceptions (RED)

Service Standards:

Measure Target | Performance
SS05: Corporate complaints should be 100% | 90% (see comments in service
dealt with within 15 working days standard section)
KPlIs:
Measure Target | Performance
FRO3 Average number of working days 7.9
lost due to sickness absence per FTE (full- 6.4 (agenda item at BTSP 14 Feb
time equivalent) employee. 2019)




68%

Due to the issues with the
Central Plaza Hotel earlier in
the year, resources had to be

EDO3a Building Control to check 90% of all diverted to deal with the
full plans applications within 14 days of 90% | emergency situation. This
receipt impacted on the ability of the

service to achieve its targets in
some areas. Performance
improved during Quarters 2 and

3.
£371k
CSel04 R ined f h hold
eva meventie gained from houseno £484k | See Carlisle Plan Key Action 20
waste recycling collected
comments

2. PROPOSALS
See KPI Section

3. RISKS
None

4, CONSULTATION
The report was reviewed by Directorate Management Teams in January, by the Senior

Management Team on 29 January 2019 and was considered at the Scrutiny Panels in
February.

A ‘Listening Council’ exercise is being organised for March 2019 and will include open
public meetings and online consultation. The purpose of the exercise is to capture the
issues that are most important to the residents and businesses of Carlisle district. It will
offer an opportunity to speak directly to the Leader of the Council, Clir Glover, at one of the
open public meetings. In addition, feedback will be captured from social media and an
online feedback form. The events will begin on Monday 4th March with a social media
launch and a discussion at Carlisle Partnership Executive. Throughout the following week
open public meetings will take place at community centres (Botcherby, Brampton, Belah
and Yewdale) and in the City Centre (Old Town Hall).



5. CONCLUSION AND REASONS FOR RECOMMENDATIONS
The Executive are asked to comment on the Quarter 3 Performance Report and agree to
the revised KPIs and targets.

6. CONTRIBUTION TO THE CARLISLE PLAN PRIORITIES
Detail in the report.

Contact Officer: Gary Oliver Ext: 7430

Appendices attached to report:
Performance Dashboard

Note: in compliance with section 100d of the Local Government (Access to
Information) Act 1985 the report has been prepared in part from the following
papers:

e None
CORPORATE IMPLICATIONS:

LEGAL - This report raises no explicit legal issues.

FINANCE - This report raises no explicit financial issues

EQUALITY - This report raises no explicit issues relating to the Public Sector Equality
Duty.

INFORMATION GOVERNANCE - This report raises no explicit issues relating to
Information Governance.



Section 1: Service Standards 2017/18

Service Standards were introduced in 2012 after consultation with Service Managers,
DMTs, SMT and JMT. Following a review of the initial set of five Service Standards, five
further measures were introduced from Quarter 2 2017/18.

Service Standards are the measures judged to be the most important to our customers
and therefore the mostly likely to influence the overall satisfaction with how the Council
performs.

The following pages contains the Council’s performance against the current Service
Standards.
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Section 2: Key Performance Indicators (KPIs)

Service Standards are not the only set of measures used to interrogate the performance of

the Council. Alongside the review of Service Standards, a set of Key Performance

Indicators, derived from the links between the service plans and Budget Resolution were

developed. These are attached as a Dashboard.

Current KPIs have been reviewed with Service Managers. A summary of changes is below

and, if agreed, changes will be implemented at the start of 2019/20.
The Building Control measures are changing to reflect the Quality Management System
BS9001: 2015 which the service is externally audited against.

New Measures

Measure Target
% of valid full plan applications determined or checked by Building 25%
Control within 5 working days

% of valid full plan applications determined or checked by Building 90%
Control within 15 working days [amendment to EDO3a below]

% of site inspections carried out by Building Control on the date 99%
agreed [amendment to EDO1 below]

Proportion of sundry debts recovered 2019/20

baseline year

Customer Services - Respond to customer emails within 48hrs

90%

Measures to be Removed

Code Measure

EDO1 Building Control carry out inspections notified as necessary to the
applicant or agent at time of acknowledgement within 24 hours of the
date required.

EDO3a Building Control to check 90% of all full plans applications within 14 days
of receipt

Target Changes

Code Measure Old Target | New Target

GRS09 Annual rental revenue from Kingstown £2,023,880 | £2,049,917
Industrial Estate

CSu06 Proportion of direct social media 100% within | 100% within
messages on Facebook and Twitter 24hrs 4hrs

responded to within 24 hours during
normal working hours
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