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BUSINESS PLAN PERFORMANCE MONITORING REPORT

Strategic & Performance Services Business Unit

1. Introduction  

1.1 
The purpose of this report is to report to CMT and the Corporate Resources O&S Committee on the progress of the Business Plan for the Strategic & Performance Services Business Unit.  Included in this report is an update of Performance Indicators and, where available, performance monitoring information for these indicators.

2. KEY DEVELOPMENTS SINCE THE LAST REPORT OF 16 October 2003

2.1
To improve Communications and the perception of communications

Media

62 Press Releases were issued between September and December 22 and all were used, which is an improvement on previous quarters.  This is in addition to media briefings, the issuing of statements and arranging interviews.  

Internal Communications

The results of the staff survey undertaken in October will be released in the New Year.  Initial findings show that 89% of staff are satisfied with internal communications or feel that they are adequate.  Only 9% are dissatisfied with internal communications, an improvement on the last survey in 2001 when 21% were dissatisfied.

Carlisle Focus

The Christmas edition of Carlisle Focus was produced on schedule and distributed during the first week in December.

Website

Further additions will be made in the New Year to the Life Events section of the website.  The target for the current year for the number of web pages visited on the site is 400,000.  The figure up to the end of September was 220,716.  An extrapolated end of year figure would be 441,432

Marketing

We took a lead role in marketing the pilot Park and Ride scheme, which involved the production of timetables/ leaflets, posters and advertising.

Corporate

We produced publicity materials for the Fireshow and for the Christmas ‘fares holiday’ for concessionary bus card holders.  A new edition of the J44 newsletter was produced for Economic Development.  

2.2
To develop the Community Leadership role & strengthen our relationships with partners
This is being dealt with currently through the City Vision and LSP work.

2.3
To proactively manage & develop the City Vision and Local Strategic Partnership

Over the past quarter, the Unit has been heavily involved in the development of the LSP strategy and action plan, with a particular focus on improving the quality of the documents and orienting them more towards Carlisle priorities.  The expected launch date of the joint document was March 2004.  In the last few weeks, however, more partners have expressed concern with the documents and it has been agreed that much more work should be done over a longer period to improve the focus of the partnership.  At this point, it is unknown what the revised timescale will be.

The next City Vision partnership is on 13 January where priorities for action will be proposed and local government reorganisation will be discussed.

Neither the City Vision nor the LSP are currently ‘measurable’ in terms of progress made towards the aims set out in them.  The Unit is exploring potential measurement systems based on best practice elsewhere and guidance from the IdeA.

2.4 To develop the Authority’s position with regard to regional government

Currently, one half-time Policy Officer post is devoted exclusively to this area of work, but this will have to be increased in the New Year as preparation work increases.  The major part of the work at the moment is around information gathering, especially in respect of services which we do not currently provide.  The Council is working jointly with other Cumbrian District Councils and KPMG is currently supporting us in that work.  Members will be aware that only two options for the future of local government in Cumbria were put forward for consultation.  We are about to go out to large scale consultation with our partners on their preferred option.  Our response to the options, which will be based on that consultation, must be with the ODPM by the end of February.

2.5 To embed procurement & performance, risk and project management into the normal workings of the Council

The Officer responsible for the day-to-day management of these issues has recently returned from long-term sickness absence.  Although currently on a ‘managed’ return to work, progress is being made on this aim.  Procurement has been prioritised as the most important issue to improve in the short term.

2.6 To become more proactive in our use of research/consultation

The organisation does not make full use of socio-economic research and data analysis in developing its policies.  The Unit had hoped to engage a final year research student from the Research degree at the University of Northumbria, but this has not been possible this year due to a lack of interest from students.  The Unit will try again next year but it will have an adverse impact on the progress we had hoped to make.

2.7 Integrate policy/performance/planning issues into a joined-up solution for the organisation

Corporate priorities should be clear and unambiguous and cascaded through business and team plans into individual objectives.  Performance at each of these levels should be fed back up through the organisation to measure progress against those priorities.  At the same time, budgets should be based on priorities.  Before such a joined-up solution could be developed, clear organisational priorities were needed.  Much work has been ongoing in this area, with both Members and Officers and a set of organisational priorities has been decided on.  The next step is to agree measurable objectives to achieve those priorities and define the actions necessary to achieve them.  The priorities will be debated at Council on 13 January 2004 and the related objectives and actions will feed into business and team plans for next year.  The priorities will also be used during the appraisal process to assist managers and staff set personal objectives for 2004/5.

Performance management training has been given to Members.

3. PROGRESS ON BEST VALUE REVIEWS AND OTHER REVIEWS
3.1  
No best value reviews are being undertaken by this Unit, although members of the Unit are represented on reviews which will be reported elsewhere.  However, the responsibility for co-ordination of best value reviews across the authority lies with this Unit and various improvement activities are ongoing.  A revised, more user-friendly best value handbook is in draft form and will be circulated in the New Year.

4. PERFORMANCE INDICATORS UPDATE

4.1 Achievements of central support units such as the Strategic and Performance Services Unit are typically difficult to measure.  Although we do monitor a small set of performance indicators listed below, we are keen to benchmark ourselves with other similar Councils in order to identify areas for improvement.  Preparatory work has begun on establishing a policy & performance benchmarking group, as none currently exist.  In addition, best practice guidance on benchmarking is being developed for the benefit of the authority as a whole.

4.2 The Unit has the corporate co-ordinational responsibility for performance indicators.  The 2nd quarter results have now been reported to Executive, CMT and Infrastructure and Corporate Resources O&S Committees.  Response rates have improved to 85% from just over 40% in the last quarter.  The deadline for submitting the 3rd quarter information is 12 January.  Results are now posted on public folders (under performance/quarterly reports).

4.3 The Unit is assisting other Business Units in a review of all performance indicators to improve the quality of indicators, ensure only those relevant are monitored and to advice on measurement and monitoring systems.  Almost all business units have now been assisted.

4.4 The Unit has purchased a piece of software, Indicata+, to help all Units record and monitor their performance information.  A project working group has been established to assist in its implementation across the Authority and training has been provided to users.  Piloted implementation will begin in the New Year.

Performance Indicators

PI Number
PI Description
PI Reporting Frequency
PI Status

BV1
Joining Community Strategy with LSP
Annual
Not appropriate for quarterly reporting.

Deadline was March 04. Now unknown

BV2
Equality standard for Local Government Level
Annual
Not appropriate for quarterly reporting.

Not yet achieved basic level. Priority for 2004/5

BV3
% Citizens satisfied with the overall service provided by their authority
Three-yearly general user satisfaction survey + some Citizen Panel Surveys

Survey currently in progress.
Not appropriate for quarterly reporting

Was 80% in Nov 02

BV8
Invoices paid on time for SPS
Quarterly
100%
Aug 03
(4 Invoices, 0 late)
100%
Sep 03
(12 Invoices, 0 late)
98.48%
Oct 03
(66 Invoices, 0 late)
87.80%
Nov 03
(41 Invoices, 5 late)

This is the worst Business Unit performance in the authority for November (next worst is EPS 93%)

100%
Target 2003/04
No year end estimate available

LP95
Answered telephone calls answered in target time for SPS
Quarterly
2nd quarter PI results:

99.90%
answered calls answered in 18 seconds (of 4,569 answered calls, 4,564 answered in 18 seconds)

97.50%
Target 2003/04
No year-end estimate available

LP95(a)
All calls answered in target time
Quarterly
2nd quarter PI results:

95.40%
Calls answered in 18 seconds (of 4,783 calls, 214 were ‘engaged’ or not answered)

75.00%
Target 2003/04
59.60%
Year-end estimate

LP126
Number of web pages visited  on the City Council website

(changed from number of City Council website ‘hits’)
Quarterly
New PI for 2003/04this year, so hard to set targets - PI changed from ‘website hits’ to ‘page view visits’

105,093
Q1 actual
115, 623
Q2 actual
400,000
Target 2003/04
441, 432
Year end estimate

LP142
% staff satisfied with internal communications
Annual
Not available for quarterly reporting, work has commenced on a questionnaire (Lynne Wild)

LP300
% performance indicators improving
Annual
56 improved 2002/03

PI del

LP301
PI deleted

No. of proactive requests for P&PT assistance
PI deleted
PI deleted as too difficult to collect and not a very useful measure of performance

Pilot started on 22nd Sept, finished on 20th Oct 2003

PI Del
LP302
PI deleted
Avg. % return of consultation questionnaires
PI deleted
PI deleted
Considering amending or deleting PI as is not representative of our performance

PI chgd

LP203
PI is to be changed to include all Business Units.

% respondents satisfied with SPS service
PI changed

Annual
· Date of survey to be confirmed when all Business Units have agreed questionnaire content

· Not available for quarterly reporting

· Questionnaire to be created

LP305
Good audit of PI’s.
Now split into (a) and (b)
Annual
See below

LP305 a
Accuracy category of external audit of Best Value PI’s 
Annual
45.00%
2001/02 
= fail
71.79%
2002/03 
= average

39 PI’s checked found errors with 11

100 – ((11/39) x 100) = 71.79% accurate
= average

LP305 b
Accuracy category of internal external audit of Best Value PIs 
Annual
No data
2001/02
60.00%
2002/03
= poor

10 PI’s checked, found errors with 4

100 – ((4/10) x 100)  = 60% accurate
= poor

5. COPORATE ISSUES

5.1 
STAFFING/HUMAN RESOURCES

The new Policy & Performance Manager (replacing Jim White) will be in post on 5 January.  Her name is Carolyn Curr and she is currently a policy officer at Allerdale Borough Council.

The Research Officer, Lynne Wild, is now on maternity leave until at least May.  Temporarily losing such a specialist post impacts on the Unit’s ability to support the Citizens Panel and meet other Units’ consultation requirements.

5.2 ACCOMMODATION

The Unit has now moved from the 6th to the first floor.

5.1 LINKS WITH OTHER BUSINESS UNITS

All of the work the Unit does impact on other Units.  New issues that Business Units can expect to be contacted about in the coming quarter are equalities and diversity issues, where the target is to reach the Commission for Racial Equality’s Level 1 status.

6. FORWARD PLAN – KEY DECISIONS UPDATE

· Prioritisation to be considered at Council on 13 January 2004 
7.  BUDGET UPDATE

As at end November 2003.

7.1
Budget Position


Budget Line
Annual Budget
Budget to              month end
Actual at

month end
Month end Variance
Anticipated Year End Variance +/-
Comments

P&P employee costs

P&P supplies & services

Comms corporate marketing

P&P Best Value


£224,160

£86,340

£9,300

£109,660
£128,292

£34,346

£9,300

£71,912
£93,237

£22,472

£1,767

£52,909
£35,055

£11,633

£7,533

£19,003
£15,055

nil

nil

nil - £5,000
Due to vacant posts

Docs to be printed y/e

For branding manual & other issues

Reviews using £ for improvements, also regional govt prep funding
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