A 5%&1 LL{W\,

Foreword by the Leader of the Council — Councillor Mike 8
Mitchelson

Welcome to Carlisle City Council's fourth Best Value Performance Plan. The

Plan tells you what the Council’s priorities are for the year ahead, what targets
we are aiming for and how we intend to achieve them. It also shows how our

current performance compares with that of previous years.

The intention of the Plan is to ensure that the citizens of Carlisle are clear
about what we are doing, why we are doing it and how much it is costing. We
are interested in your views on this plan. We want to make sure that it
provides you with the information to help you understand the services we
provide for you and to judge the value for money of that provision.

Councillor Mike Mitchelson
Leader of Carlisle City Council
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What is Best Value?

This Plan forms part of the national ‘best value’ initiative. Best value was
introduced by the Government ass part of their plans to modernise the way
that local government works. Best value means that Councils must deliver
services to high standards by the most effective, efficient and economical
means possible. Importantly too, best value dictates that the services a
Council provides must be those that the local community want and/or need.

Service Reviews

We are using several methods to improve the services we provide to you, one
of those is a programme of performance reviews. These reviews are in-depth
analyses of our services so we can: -

¢« Challenge ourselves to make sure that what we are providing is still
required and relevant and judge whether we are the right people to
be providing it

« Compare ourselves with others, to identify best practice in service
delivery so we can bring best practice methods back to Carlisle.
We also set our performance targets based on the performance of
the best providers

e Consult with you to get your views on the current service and the
changes you would like to see brought about

s« Assess our competitiveness and value for money. If we do not
provide you with a value for money service then we need to thing of
other ways of doing things, or inviting other organisations —who
can prove they can provide value for money — to do it for us.

Details of the service reviews we have been undertaking and the results to
date can be found on pages 23 to 28.
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Political leadership of the Council

There are 52 Councillors in 22 Wards (12 urban, 10 rural). There are 23
Conservative Councillors, 22 Labour Councillors, 5 Liberal Democrats and 2
Independents. Electoral turnout for the May 2003 local election was 31.4%.

The Council Leader is Councillor Mike Mitchelson (also the Conservative
Group Leader). He holds the ‘Celebrating Carlisle’ portfolio. The remaining
Conservative Executive and their portfolios are set out below: -

Councillor Edward Firth Policy, Performance Management,

(Deputy Leader) Finance &Hesources-

Councillor Raynor Bloxham Environment, Infrastructure &
Transport

Councillor Marilyn Bowman Economic Prosperity

Councillor Jacquelyne Geddes Corporate Resources

Councillor Ray Knapton Health & Community Activities

The Labour Group Leader is Councillor Heather Bradley and the Liberal
Democrat Leader is Councillor John Guest.

Overview & Scrutiny

There are three thematic Overview & Scrutiny Committees (Corporate
Resources, Community and Infrastructure) and a Management Committee
which distributes and manages workload. In essence, the Overview and
Scrutiny Committees are responsible for scrutinising the decisions of the
Executive. They meet every six weeks in public and often examine policy
developments before they are finalised by the Executive. The Committees
also have the power to ‘call-in’ decisions made by the Executive for further
scrutiny.

The Committees have a number of other strands to their work. They play a
significant role in Best Value and performance management work. The
Committees also conduct ‘inquiries’ into subjects of particular interest (e.g.
tourism, the provision of a theatre/arts centre) and these often include
evidence sessions with expert witnesses. At the end of an inquiry, the
Committee may make recommendations to the Executive.
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Overview & Scrutiny Management Committee

Chairman Councillor Jefferson (Conservative)
Vice-Chairman Councillor Dodd (Conservative)
Community Overview & Scrutiny Committee

Chairman Councillor E Mallinson (Conservative)
Vice-Chairman Councillor Parsons (Conservative)

Corporate Resources Overview & Scrutiny Committee
Chairman Councillor Guest (Liberal Democrat)
Vice-Chairman Councillor J Mallinson (Conservative)

Infrastructure Overview & Scrutiny Committee
Chairman Councillor C Rutherford (Labour)
Vice-Chairman Councillor Martlew (Labour)

Licensing & Regulatory Panel

Chairman Councillor Morton (Conservative)
Vice-Chairman Councillor Parsons (Conservative)
Development Control Committee

Chairman Councillor Collier (Conservative)
Vice-Chairman Councillor Jefferson (Conservative)
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Officer Leadership of the Council

The Chief Executive, Peter Stybelski, is supported by 2 Executive Directors,
Maggie Mooney and Jason Gooding, who lead the 12 Business Units towards
achieving the City Vision. The Business Units, their managers, and some of
their key services are set out below; -

Environmental Protection Services

Richard Speirs

Environmental Protection; Housing Strategy; Dog Wardens; Food Standards;
Health & Safety; Pest Control; Public Health Complaints; Cemeteries &
Crematoria; Health Development; Housing Grants and Improvement;
Supported housing services; Regulation and licensing (environmental health);
Strategic waste management and recycling; Licensing (taxis, public
entertainment)

Culture, Leisure & Sport Services

Mark Beveridge

Indoor recreation; Qutdoor recreation; Pools; Sports Development; Museums;
Parks & countryside; East Cumbria Countryside Project; Allotments.

Economic & Community Development Services

Catherine Elliot

Inward investment; Business support and development; Education and
training partnerships (16+); City centre marketing; Tourism management and
development; Community involvement; Advice services; Community centres;
Children & Young People; Community Safety; Events; External Funding;
Regeneration; New Deal; Rural policy

Planning Services

Alan Eales

Planning policy; Development control; Building control; Conservation;
Shopmobility

Property Services
David Atkinson
Property Management

Commercial and Technical Services

Mike Battersby

CCTV; Building cleaning; Car parking; Land drainage; Miscellaneous
highways; Street cleaning (operational); Street lighting; Grounds
maintenance; Highways maintenance; Council building maintenance; Refuse
collection (operational); Recycling (operational)

Revenues & Benefits Services

Peter Mason

Benefits administration; Council tax collection; NNDR collection;
Concessionary fares; Miscellaneous income collection
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Customer & Information Services

John Nutley

Customer care; Telephones and telephonists; Receptionists; Printing; IT
Services

Member Support & Employee Services

David Williams

Personnel services; Members services; Health & Safety (staff); Employment
conditions; Recruitment; Training & Development; Member training and
development; Employee relations; Emergency Planning; Overview & Scrutiny;
Payrall

Financial Services
Angela Brown
Accountancy; Strategic finance; Treasury and insurance; Internal audit

Legal and Democratic Services

John Egan

Legal work; Corporate complaints; Land charges; Electoral Registration;
Keepers/civic suite; Mayoral duties; Town twinning; Committee administration

Strategic and Performance Services

Karen Hook

Policy development; Corporate Planning; Research & Information Service;
Best Value; Performance Management; Local Strategic Partnership; City
Vision; Press & public relations; Marketing; Procurement & Risk Management

The Council produces an A-Z guide to services, which details all the services
we provide and how to access them. Please refer to the Council’s website
www.carlisle-city.gov.uk if you would like a hard copy.
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Carlisle City Vision

Our ambition for Carlisle is, ‘To ensure a high quality of life for all in both our
urban and rural communities’.

This 10-year ambition for improving local quality of life is set out in ‘City
Vision', which is a document developed by Carlisle City Council together with
a wide range of local bodies, including Cumbria Constabulary, the
Environment Forum, the National Farmers' Union, Cumbria Chamber of
Commerce & Industry as well as local NHS and education organisations. All
these local bodies realised that we have to work together to achieve this
vision and we are doing so now. The work all the partners have done was
commended by the Local Government Minister. There are also a number of
objectives in the Vision which, if achieved, will contribute greatly to our
ambition of improving quality of life. These objectives are: -

e Have powerful, positive communities
To ensure we effectively act upon the views of the people of
Carlisle, involve our communities more actively in decision-making
in the City area and improve voter turnout at elections
* Diversify & modernise the local economy
To have a diverse, mixed economy which embraces new
technologies and a vibrant rural economy which nurtures and
supports the best of traditional industries whilst encouraging new
ventures & opportunities
e Reduce health inequalities
To ensure health improvement, reducing health inequalities and
improving health care is focused at a local level wherever possible;
ensure that health information and advice is easily accessible and
of a high standard
+ Have an integrated transport system
To have a safe public transport system for all — whether young, old
disabled or from a rural community — which is affordable, reliable,
easily accessible, frequent and an attractive option. This will
require a fully integrated transport system which balances the
needs of both our urban and rural communities
e Improve Carlisle’s image
Carlisle needs to have one strong, clear identity which is properly
communicated and consistent across all sectors: tourism, inward
investment, cultural sector and so on. Carlisle’s rich inheritance
and culture needs to be central to its external identity

Carlisle City Council recognises that it cannot achieve all of these alone. Our
partners are also working towards them. We have set out what we think we
can achieve towards the City Vision in our Corporate Plan, see the list of our
corporate objectives below: -

Communities
« Encourage community participation & inclusion in the Carlisle area
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Reduce crime & the fear of crime within our communities
Tackle poverty and deprivation by ensuring regeneration is focused
in areas of greatest need

Economic Prosperity
In partnership, develop, support & modemise the local economy
In partnership, develop & retain skills in the Carlisle area

Health & Well-Being

Promote healthy living and lifestyles

Co-ordinate a strategic approach to housing

Fulfil our statutory requirements for environmental health

Infrastructure, Environment & Transport

Promote & maintain a sustainable environment

Promote good access and transportation in and around the City
area

Celebrating Carlisle

Improve Catrlisle’s image locally, nationally and internationally
Have cultural and educational facilities of a high standard
Promote our heritage and natural surroundings

Council Management Objectives

To ensure that the Council provides sound corporate governance
To ensure that we are an effective, well managed organisation with
good staff morale and excellent communications

To develop our community planning process to ensure it addresses
the aspirations and needs of our local communities

To reinvigorate democracy and improve voter turnout at elections
To ensure our services are focused on our customers’ needs

To effectively manage our performance for the community’s benefit
To effectively manage our resources sirategically through 3-year
financial planning

To ensure our services can be accessed electronically by 2005

Core Values
We believe in the following values and we try to incorporate them in
everything we do: -

Putting customers first

We will ensure that the needs of our customers are at the heart of
everything we do

Valuing staff

We will support, praise and invest in our workforce to develop our
organisation

Achieving equality

We will provide equal access for all fo goods, services, facilities and
opportunities
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Being an open and accountable organisation

We will give our public comprehensive information wherever
possible and accept responsibility for our actions

Being sustainable

We will make best use as an organisation of the Earth’s limited
resources and encourage sustainable practices amongst our
partners and communities

Working in partnership

We will avoid duplication of effort and maintain our focus through
the effective use of partnership resources

Striving for improvement

We will foster a ‘can do’ culture in which we strive for improvement
and positive change

Managing effectively

Our organisation will be characterised by clear leadership, informed
decision making, robust scrutiny and an honest appraisal of risk
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Current Issues in Carlisle City Council

It's a very interesting time in the history of Carlisle City Council. The past few
years have seen us face and overcome some major issues. We have dealt
with the outbreak of Foot and Mouth and its aftermath; established a Local
Strategic Partnership with neighbouring Eden District Council; the Council's
leisure and housing services have been externalised and we have recently
completed a large-scale reorganisation of our corporate structure to increase
corporate flexibility, responsiveness and customer focus.

There has been, and continues to be, a wide range of strategic developments
undertaken by Carlisle City Council with our partners, all with an aim to
achieving the City Vision. These include the establishment of a public/private
partnership to establish Kingmoor Park, a premier business park of some 400
acres, creating 1,000 jobs so far; the further development of the award-
winning Lanes Shopping Centre which attracted 10 million visitors in 2002 and
the improvement of our recycling service with the introduction of our pilot
‘green box' scheme in partnership with Eden District Council.

Our recent NOP poll demonstrates the very high level of customer satisfaction
with our services, with an increase in satisfaction with the Council from 71% to
80% within two years. This is a testament to the quality of services that we
provide.

Areas of particular quality, about which residents are frequently
complimentary, are our street scene management and our parks and open
spaces, for which we have been national and regional winners of the Britain in
Bloom competition, Bitts Park having being awarded a Green Flag in 2002.
Carlisle is particularly innovative in bereavement services and is currently 2nd
in the national league table for quality of service. The Council recognises that
environmental improvements need to be made across all residential areas.
The East Cumbria Countryside Project has achieved £0.5M external funding
over the last 3 years for environmental improvements and public events. The
Council holds, promotes and facilitates a wide range of events, attended by
thousands which are extremely popular and well-supported (eg. The
Fireshow).

The fact that we were able to support local people to rebuild the local
community and economy after the devastation of Foot and Mouth is a
reflection of both the quality and customer focus of our services. Our high
level of consultation and research, as well as the broad range of partnerships
in which we are actively involved, means that we are acutely sensitive to our
customers’ needs and we strive to respond in a prompt and focused manner.

The Council recognised that the reception and customer contact facilities
provided in the Civic Centre was hampering the quality of the service and
undertook a Best Value Review of ‘Customer Contact’. As part of the
process, Officers and Members visited Councils who were regarded as
‘beacons’ in this area and conducted customer consultation via
questionnaires, exit surveys and mystery shopping exercises. The review
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recommended the establishment of a “Customer Contact” centre on the
ground floor, where front and back office services can be integrated where
possible and the customer can have 80% of their requests dealt with at the
first point of contact. The first phase of development is well underway. We
are considering a public/private partnership for its delivery in the longer term.

The recent Benefits CPA assessment, which follows the positive BFI
Inspection in 1999, found the Council's Housing Benefits and Council Tax
Benefits Services to be providing a 'fair to good' performance with 'good’
proven capacity to improve. The report identifies comprehensive strengths
and identifies actions to which we have already committed to achieve over the
next 12 months to improve performance targets and procedures.

In the period from 2000 to 2003 our performance has been in the top quartile
of our benchmark family group for environmental management, planning,
culture, leisure and sport and in aspects of community safety, Council Tax
collection and corporate health.

There has been a general upward trend in performance indicators over the
past year. During this time, Carlisle City Council has improved its overall
performance.

We have a Corporate Complaints procedure with robust monitoring to the
Corporate Resources Qverview and Scrutiny Committee, enabling learning to
be identified and shared.

Something we intend to improve on, which has been pointed out by both Best
Value Inspections and our Peer Challengers, is the celebration of our success
in service quality and improvement. We recognise that we need to allocate
time and effort into communicating successful milestones to staff, Members,
residents and partners and our Communications Strategy, will set out how we
plan to do this. The Council is also planning to improve its performance in
attendance in work, planning performance and in waste recycling targets.

The Council recognises the complications of working in an area with a two-tier
system of Government. Although we have achieved much in partnership with
Cumbria County Council and they are a member of our City Vision
partnership, closer working is planned on common issues, for example,
transport and regeneration.

The local community acknowledges that we have made steps to improving,
not only through the increased customer satisfaction statistics, but also
through feedback we receive, both formal and informal. They recognise that
Carlisle as a City is striving towards its primary objective to develop a vibrant
regional centre. This is manifested through improvements in shopping, higher
and further education, culture and leisure facilities, extremely popular City
events and they are aware, through consultation, of steps to improve facilities
further in the future to enhance our regional status. The Council will be active
in promoting a positive response to Regional Government, if available.
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The following pages give examples of the work the Council is doing towards
achieving its Corporate Plan objectives, as set out on pages 3 and 4.

Communities

The Council became the Lead Agent when the Government invited the City,
via the County Council, to bid for a Sure Start programme in Carlisle South,
the area with the highest levels of deprivation in the City. In partnership, the
Council developed a Delivery Plan for a programme of projects and activities
to provide support to parents and children under 4. The programme has a
financial value of £10 million over ten years and it is likely that the Council will

become the accountable body.

The Council runs a Benefits Advice Centre, which was awarded the
Community Legal Service Quality Mark in May 2002, and supports advice and

community agencies

The Council transferred all of its 11 community centres to charitable trust
status between 2000 — 2003 to provide them with sustainability, managerial
independence and financial freedom.

Our priority actions for 2003/2004 to help us achieve our objectives are listed

below:-

. I Responsible
| Action Objective Unit
| Review grant allocation to
| community centres to ensure Encourage community Economic &
| that there is a fair and equitable | participation and inclusion in | Community
distribution of resources to all the Carlisle area Development
community centres
| Develop a Young People's Encourage community Economic &
Forum as a voice for them in participation and inclusion in | Community
decision making the Carlisle area Development
" Legal &
Introduce Pilot arrangement for Enr}pgrage CD'““!“”'W. : Democratic and
: participation and inclusion in :
Area Working the Carile area Strategic &
Performance
Adopt a co—ordlns_tted paftnFJr_sth . Econoamic &
| approach to tackling anti-social Reduce crime and the fear of Community
behaviour (via Carlisle & Eden crime within our communities
: ; : Development
Crime & Disorder Partnership)
| Implement strategy for
| neighbourhood regeneration as Economic &
| recommended in the Economic g:c:faggze;y:nnsirin Community
Development Best Value ymrkiaid g Development
B regeneration is focused in
| Inspection; and
NN . areas of greatest need Envi =)
Target unfit private properties on nironmen:a
an area basis (using the newly
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Action

Objective

Responsible

in the top 20% of IMD

need

Unit

completed Local Housing
Condition Survey).

Tackle poverty & deprivation :
Contribute to Longtown Market | by ensuring regeneration is Eﬁﬂr‘:ﬂ!ﬁ
Towns Initiative focused in areas of greatest Development

need
Contribute to partnerships in the | Tackle poverty & deprivation :
implementation of the Raffles by ensuring regeneration is EGGI‘IQITIU? &
vision focused in areas of greatest ggﬂﬂuﬁgm

need P
Develop a programme with Tackle poverty & deprivation Ercntiiia &
partners & with NWDA to by ensuring regeneration is Community
reverse high levels of deprivation| focused in areas of greatest Development
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Economic Prosperity

The Council's Economic and Community Development Unit delivers a range
of business development services including: the Carlisle Enterprise Centre,
comprising 32 offices, 18 workshops and two training rooms and available to
business start-ups. The current occupancy rate is over 80% and the survival
rate of the 320 businesses, which have occupied the space is over 90%. The
Council also created the Brampton Business & Telecentre, for small business
and IT support, with courses run in partnership with Carlisle College. The
complex is shared with Brampton community centre. The centre was invited
to become the first pilot LearnDirect Centre in Cumbria (November 1999).

In 2001 the Council disposed of the airport to the private sector with a
condition that it should continue as an airport. The new owner has since
invested £1.5 million in the site and is currently in negotiations with a carrier
and the Regional Development Agency to commence passenger services
from the airport.

In Botchergate some 11,900 square metres of new leisure related floor space
is currently being developed by the private sector in a previously run-down
area of the City Centre.

Our priority actions for 2003/2004 to help us achieve our objectives for
economic prosperity are listed below:-

Responsible

Action Objective Unit

Work with FE and HE institutions
to identify their future
requirements;

Improve the co-ordination _
re:delivery of informal and formal |
community learning | In partnership, develop and | Economic &
programmes; ' retain skills in the Carlisle Community

Build on Carlisle's strengths as a | area Development
sub regional centre for learning;

| Ensure that Carlisle's
environment and social _

infrastructure meets the needs of|

students and young employees

| Establish whether the Council's
| land ownership policies support
local investment and business Economic &

development; In partnership, develop, Community
Review the Council's economic | support and modernise the Development;
and financial aims for property in | local economy Property and
one consistent policy expression; Planning

Manage the Council's rental
income
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. . Responsible |
Action Objective Unit I
Enhance the economic and |
environmental well-being of the
City Centre and support the city | In partnership, develop, Economic &
centre marketing initiative in support and modernise the Community
order to consolidate and promote| local economy Development
the city centre's status as the
area's commercial capital.
Develop and promote the
Carlisle and Hadrian's Wall , _
e thruugh r."?”?“*‘“"g gnd | In partnership, develop, | Economic &
development initiatives with | : ' c .
| relevant key partners to | support and modemnise the | Dﬂm:inun:ty
| capitalise on the special natural | local economy | e
| history and heritage qualities of |
| the area
Support the new Cumbria in | In partnership, develop, | Economic &
Europe post, in conjunction with | support and modernise the | Community
| all Cumbrian authorities | local economy | Development
. | In partnership, develop and | Economic &
Erzﬁ;‘;tu:ro the LSC Sixth Form I retain skills in the Carlisle | Community
area | Development
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Health & Wellbeing

The reduction of crime and disorder is the community’s number one priority,
so we are very active in this area. We have long had a good working
relationship with Cumbria Constabulary, which was improved in 1999 with the
establishment of the Crime & Disorder Partnership, which has since been
extended to a joint partnership with Eden District Council. The Council
successfully bid for Home Office funding to install monitors, 67 CCTV
cameras operating 24 hours a day, 57 of which are in public areas. An
independent study found that the cameras led to an 87% increase in
detections in the City centre. In the Raffles housing estate, detections
increased by 60% and crime reduced by 48%. Vehicle crime reduced by 39%
in the City East project area. An average of 700 incidents per annum are
assisted by CCTV, resulting in 300 arrests. As a result of the success of this
scheme, GONW offered the Council further funding of £125,000 to extend the
scheme. CCTV monitoring is co-ordinated with Shopwatch and Pubwatch
schemes. The effectiveness of this co-ordination was recognised with a Safer
Shopper Award from the British Retail Consortium.

The GP referral scheme, ‘Exercise on Prescription’, operated in conjunction
with the local Primary Care Trust and GPs, provides 12 weeks of carefully
supervised exercise for individuals identified by their GPs as being likely to
benefit from an exercise regime.

The Council was awarded a Charter Mark for our Careline Community Alarm
Service, which has delivered a nationally significant partnership to introduce
tele-medicine, tele-monitoring and intermediate care.

Qur priority actions for 2003/2004 to help us achieve our objectives for health
and well-being are listed below:-

Action : Objective Responsible |

Unit

Partner in a Clinical Interventions
Strategy, as part of the Physical

Activities Strategy, including the Promote healthy living and | Environmental

expansion of the GP 'Exercise on lifestyles Protection
Prescription' programme.

Undertake feasibility studies into a Promote healthy living and E}%Dmns]n:ﬁti
new ice rink and new sports centre lifestyles Development |

To deliver the agreed capital
programme identified in the Leisure
Services Trust

| Promote healthy living and | Culture Leisure
i lifestyles & Sport

Action the strategies to promote
physical activity, particularly sports, Promote healthy living and |

and healthy lifestyles for all the | lifestyles | Culture Leisure
community; | | & Sport |
New: Sports Development Fund i |
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Action

Objective

Responsible
Unit

Subject to the decisions of tenants in a
ballot, if Housing Stock Transfer takes
place the Council will seek to transfer
under the TUPE regulations all
affected staff

Co-ordinate a strategic
approach to housing

Commercial &
Technical

Review the Council's Hostels.
Develop a range of independent living
options, utilising Supporting People
resources

Co-ordinate a strategic
approach to housing

Environmental
Protection

Review existing housing strategies in
light of corporate reorganisation;

Develop a robust process for dealing
with our statutory homelessness
responsibilities;

Address the implications of the
Regulatory Reform Order which
moves away from grants to equity
release and loans

Co-ordinate a strategic
approach to housing

Environmental
Protection

Complete the BV review of
bereavement services and implement
findings where appropriate

Fulfil our statutory
requirements for
Environmental Health

Environmental
Protection

With Eden District Council, plan for the
transfer and implementation of

Fulfil our statutory
requirements for

Environmental

statutory responsibilities for liquor : Protection
licensing to the Council. SIVIFORDNY i)
'H-K'\__‘j'-'u‘-":'("—"‘_'ﬁ Ty "“\-'l:"‘f“\"l"‘ﬂ-ﬂ‘:k&;h- :-i_.?'--'- AR | ot a Lisss " \.\lﬁ_n_x_-‘:";\"‘
< = ? Pt
'«.u'\.l\'.\. W Wy * ferdiag ;’—‘-1‘."-""\ Hiindn -
WA, AR SHTOWAN Tedialcak
Hop 'dlwk Rl
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Infrastructure, Environment & Transport

The Greenbox recycling trial scheme with Eden District Council is a
particularly visible and tangible example of our approach to working in
partnership. Refuse from households across Carlisle and Eden is collected
from 15,000 households in vehicles, which have our logo alongside that of
Eden. A survey of participants has found that 80% now recycle refuse,
compared to 50% prior to the introduction of the scheme. Over 98% of those
who replied want the trial scheme to become permanent.

In the early 1890's, Carlisle was the first authority to introduce the
ecologically-friendly woodland burial. Over 100 other authorities have since
obtained our feasibility study and introduced their own, similar arrangements.
The ‘Carlisle Coffin’ design was developed for use in cremations and our
Carlisle Shroud is in demand from authorities across the country for woodland
burials.

The Council has been awarded the Association of Public Service Excellence
(APSE) Silver Award for Carlisle Business Environmental Network and APSE
Grounds Service Team of the Year National Award in 2001. In 2002 the
Council was awarded the APSE Gold Award in recognition of achieving
excellence in environmental practices and in 2003 we were awarded the
Green Flag Award for Bitts Park.

The Kingmoor Park scheme added £500,000 value to major junction
improvements at the A7 with the Council's Kingstown Industrial Estate, in
partnership with the private sector and County Council through Section 106
and 278 Agreements.

Qur priority actions for 2003/2004 to help us achieve our objectives for
infrastructure, environment and transport are listed below:-

: o | Responsible
Action Objective | Unit
Ensure that the local transport Promote good access and | Commercial &
plan is effective in partnership transportation in and around | Technical and
with other stakeholders the City area Environmental
| Develop the local plan in ' '
accordance with the priorities o
contained within the City Vision | -romote and maintain a Planning
3 sustainable environment
to ensure the sustainable
development of Carlisle District.
| Increase recycling rates and Environmental
waste management to meet the | Promote and maintain a . Protection and
government's targets in the sustainable environment | Commercial &
| Waste Strategy 2000 , Technical
Undertake feasibility into car | Promote good access and |
parking options (Multi-storey & | transportation in and around | Property
Park & Ride). the City area |
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Celebrating Carlisle

The Council organises high-profile events, which contribute significantly to
raising the City’s profile as a regional centre. Examples are the Fireshow with
an audience of 25,000; One Big Sunday event in 2001 (30,000); the
Christmas Lights switch—on (12,000 attendees) and the Spring Show, a
horticultural event, which regularly attracts 8,000 people. Many more are
organised, including an annual multi-cultural festival.

As part of our commitment to increasing citizens’ participation in democracy in
2001 the Council took part, for the first time, in National Local Democracy
Week. We built on that success in 2002 with a campaign in local schools to
elect a Young Mayor. This event proved so popular that a much bigger event
is planned for Local Democracy Week in 2003. To encourage young people
to exercise their democratic rights, we launched an innovative ‘First time
voter’ marketing campaign '‘Don't Vote, Don't Moan' in advance of the May
2003 elections, using graphic design students from Carlisle Institute of the
Arts. We have consulted with education specialists to explore a pilot
Citizenship pack in local schools.

Carlisle Tourist Information Centre was voted the best in Cumbria in 1999.
The City Council led a partnership across Cumbrian Authorities to fund and
place an officer in Brussels in partnership with North West Regional Assembly
in order to improve intelligence gathering, influence policy and secure better
contacts and funding for the future.

Qur priority actions for 2003/2004 to help us achieve our objectives for
celebrating Carlisle are listed below:-

Responsible
Unit

| |
|

Action Objective

Improve the Sheepmount so as to
provide a regionally important facility Have cultural and | Culture Leisure

educational facilities of |

for athletics, football and other outdoor ; & Sport
' sports | a high standard |
| | Make best use of our Culture Leisure |
Consider the expansion in use ofthe | | . '
' river frontage in the City area i etiage ‘,and T A Spall i)
! surroundings Property

Maintain Tullie House's position as | |
leading museum in Cumbria and the |
MNorth West;

Review funding mechanisms ;ﬂ:rﬁggb: satnf:a?:l;lilr Culture Leisure

(including consideration of "trust” surroundings & Sport

status) for the museum service with a

view to providing more effective

operational control .
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Council Management

Carlisle City Council has been awarded the highest possible rating from
Government Office North West (GONW) for both its Capital Strategy and
Asset Management Plan for the last two years. To build on this we are
continuing to develop our comprehensive three-year financial planning
process, which will link to priorities and performance. This process will be
monitored by the Executive and Overview and Scrutiny.

The Connected Cumbria Partnership, comprising all local authorities in
Cumbria, attracted significant investment towards its joint e-government
agenda and has since established and staffed a County office. The City
Council led the joint procurement of a local content management system,
resulting in cost savings of £15,000 per authority.

The Council learnt quickly from Best Value moving from tightly designed
service reviews to a more thematic approach including Customer Contact and
Democratic Engagement. Five Best Value Reviews have been inspected by
the Audit Commission, of which, four had promising prospects for
improvement, two were judged as giving good service and three fair service.

An Organisational Review has been completed and two new Executive
Directors are in post to bring significant capacity and experience to the
Authority. Twelve Business Unit Heads are in place as experienced
professional managers to focus on the performance in services and on the
needs of customers. Business planning is undertaken and corporate
standards are being redefined e.g. Customer Care and Human Resources
practices. Corporate Groups are established to cover cross-cutting issues
such as Physical Development, Supporting Communities, Health and Safety
etc. These initiatives demonstrate that the City Council has the capacity to
further improve, deliver the corporate objectives set and to further raise
performance.

Qur priority actions for 2003/2004 to help us achieve our council management
objectives are listed below:-

| : i Responsible
, Action Objective Unit
Ensure council facilities comply
| with the standards set out in the
| Disability Discrimination Act; Have cultural and Emn?:erti Efnld :
Amended: Undertake major educational facilities of a high T:chr:w‘!iiaﬁla
capital schemes to ensure all standard Bpriccs
| Council property is assessed for
suitability, sufficiency, etc
| Review the Council's approach | To ensure that the Council :
e - : Strategic &
to competition & Best Value in provides sound corporate
Performance
contracts governance
; Respond to the reviews of | To ensure that the Council | Strategic &
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Action

Objective

Responsible

widely advertised by targeting
pensioners with modest capital
who might qualify for housing
benefit assistance.

needs

. Unit
|
regional government and local provides sound corporate Performance
authority boundaries governance
To provide an effective, well- | Member
Encourage the empowerment of | managed organisation with Support &
staff to the most practicable level| good staff morale and Emp!oyee
| excellent communications | Services
o deiel ffacti To provide an effective, well- | Member
st i atnde el Ve ot managed organisation with Support &
THENALSTIEN HeNe QRS good staff morale and Employee
PIORTELTIICNE excellent communications Services
SN g To develop our community
| Develop and deliver joint planning process to ensure it :
community planning priorities i th iatiane | Strategic &
ithin the Local Strategic s Performance
g' Snarchl | and needs of our local
g | communities
Provide a centralised, attractive
customer contact centre for all
Services;
Implement new customer care .
systems, particularly a Customer| To ensure our services are |
1 : : | Customer &
Relationship Management focussed on our customers .
Information
(CHRM) system; | needs
Ensure that the Council's front
line services are accessible
outside normal hours,
particularly for emergencies |
Provision to include the delivery | To ensure our services are
; : Customer &
of partner information through a | focussed on our customers :
Infarmation
customer contact centre. needs |
| With partners, organise (and
contribute to other i
Organisations) benefit take up '
campaigns in ensuring all | To ensure our services arel Peidiisa s
welfare benefits available are | focussed on our customers Benefits

Review and implement where
appropriate actions from Best
Value reviews

To ensure our services are
focussed on our customers'
needs

Various Units

The introduction of a revised
strategic performance
management framework to be
fully implemented across the
Authority

To manage our performance
for the community's benefit

Strategic &
Performance

Review bottom quartile
| performance indicators relating
__to Business rates, council tax

To manage our performance
for the community's benefit |

Various Units
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council tax.

2005

Action Objective H""'sm’;f'b'“
collection, customer sat, ethnic
community %, recycling, waste
collection, benefits office contact
facilities sat, spend on
culture/leisure per capita, violent
crimes/robberies, sick days.
Respond to the criticisms of the :‘eosoegfccégiltﬁa?;anc?sﬁla o Economic &
internal audit report into the through 3 year ﬁ?\lancigl Community
management of external funding | =
_| anageme al funding | planning Development
| Review the Civic Centre
I accommodation for business
| units and customer contact; i ’
ot ; | To effectively manage our Carinieicial &
To maximise the income resources strategically Tadhriical and
potential of the space available | through 3 year financial Property
in the Civic Centre should space | planning
become available in the next
three years
Produce an annual BV157 E{e} :22:;: ;du;;iﬁzﬁi;?nb Customer &
statement (E-government) 2005 oy Information
Adopt the government's
standardisation of property To ensure our services can Cluslamer &
details by joining the be accessed electronically by infonmetion
Government's National and 2005
Property Gazetteer scheme
Review and introduce (where -
appropriate) Geographical Zg :22;‘:2 eﬂ d“;f;:f;ﬁzaﬁfnb Strategic &
Information Systems in the YO performance
: 2005
Council
. : To ensure our services can
Implement an information p Customer &
| :
management scheme ggﬂaﬁmessed electro_mca ly by Information
To introduce post office To ensure our services can Beveniica z
payments facility for payment of | be accessed electronically by Benafits
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Best Value Reviews

Several best value reviews have been ongoing throughout the year. Set our
below is a progress report for each area of review:

Organisational Assessment Best Value Review

The Council recognised that it needed more corporate flexibility,
responsiveness and customer focus. The major internal organisational review
has introduced two Executive Directors whose responsibility it is to drive
forward modernising and cross-cutting projects across the authority and to
manage performance.

In addition, there are now 12 Business Units, each Head of which is
responsible for the delivery of their Business Plan and for developing
improvement. A Management Development Programme has been developed
in conjunction with the North West Employers’ Organisation to support these
Business Unit Heads in their new role.

Planning Services Best Value Review

This review considers the whole of the Planning Services Business Unit
including Building Control, Development Control and Local Plans and
Conservation sections. A scoping paper was considered by Overview and
Scrutiny and five themes are being pursued: Focussing on what matters to
Local People; Assuring the Quality of Development; Enhancing Customer
Care; Reducing Delay in Service Provision; Reinforcing Management
Systems to ensure quality.

Within each of these themes a number of issues have been identified and
information is being collected/analysed as part of the review process. The
review is scheduled to continue over the next 6 months with the production of
a draft report and action plan in December.

Democratic Engagement Best Value Review

This review is examining how Councillors and Officers of the authority can
better engage with the public we all serve. The review will focus on several
aspects:

Official meetings of the council;

Policy aspects — how we consult with people;

Interaction between Councillors and the public;

Engagement with young people and other hard to reach groups;
Electoral aspects — boosting voter registration and turnout.

The early stages of the review have involved examining how other authorities
tackle these areas and have looked for possible improvements to the way that
the Council involves local people. The review team has also referred to the
findings of national research for best practice examples.

One of the first initiatives to arise from the review has been the drafting of a
revised consultation strategy for the authority. The strategy will provide better
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planning and co-ordination of public consultation work and should ensure that
we do not contribute to ‘consultation weariness'.

Students from the Cumbria Institute of the Arts are involved in the review and
have been looking at the way that Councillors engage with the public whilst
also offering some insight into young people’s perspective on local
democracy.

Customer Contact Best Value Review

Since the finalising of the Best Value Review in November last year, work has
been progressing on a number of elements of the Best Value Review Action
Plan.

One significant element, which has been delivered, is the formation of a
dedicated Customer Service Team. Following the organisational review in
December 2002, a Customer Service Team was created which formed part of
the Customer and Information Service Business Unit. Acting as a focus for
improving the Council's customer service this team is taking the lead on
delivering many elements of the Action Plan.

Arising from Best Value has been the consolidation of Reception Desks within
the Civic Centre. This work is currently being carried out and will result in a
new central reception desk being created on the ground floor which is
scheduled to open in the last week of July. As a result there should, in future,
be no need for the general public to move beyond the Civic Centre ground
floor and Customers will be attended to in the Foyer by Customer Service
staff or by officers coming down to see them.

Another outcome of the review was a decision to set up a dedicated Customer
Contact Centre. Since then a dedicated project team has been working on
examining the various routes by which this could be delivered. It has been
accepted by the Executive that the Centre should be developed with the
support of a strategic partner but managed and operated in-house. The
project team will now move onto to action that decision. The Centre is planned
to be fully functional in the next financial year.

Other stand-alone elements of the Action plan include an application for
planning permission for external signs for the Civic Centre, a redesign of the
display area, standardisation of the Council's Customer Contact Policy and
the purchase of a new IT system to provide a centralised database on
information about all Council services.

Supporting Communities Best Value Review

The review began in October 2001 as a cross cutting Best Value Review of
Regeneration, defined as ‘supporting local communities in addressing
problems of economic, social and environmental disadvantage, to achieve
improved prosperity, wellbeing and quality of life’.

A stage 1 and 2 inspection was carried out by the Audit Commission in
July/August 2002. The review had not progressed as originally anticipated
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due to several factors, including the wide ranging nature of the work, lack of
baseline data, lack of clarity in the objectives of the review and limited
engagement of partner agencies due to the wide focus. The lack of clear
objectives had made it difficult to scope the review adequately.

The Audit Commission advised that the review should be given a new focus,
championed by a senior member of the Council, that availability of baseline
data should be improved and that the team should be strengthened by partner
involvement.

In January 2003 the purpose of the Review was re-defined and re-titled
Supporting Communities. A Needs Analysis was commissioned from the
University of Northumbria, partner involvement was sought and efforts made
to extend the review team beyond the Council. A more tightly focussed scope
was agreed, linked to the most deprived wards in the District and Members
agreed a revised outcome for the Review, as follows:

“To work more effectively in partnership in order to lift Carlisle wards
out of the top 20% of the Index of Multiple Deprivation and to prevent
the decline of other Carlisle wards.’

However this phase of the review also proved problematic. Progress was
hampered by the need to divert resources into service delivery for
regeneration and supporting communities, which often had short timeframes
within which to work and take advantage of available funding opportunities.
The review proved still to be too broadly focussed, crossing many aspects of
the Council's services and a large number of agencies across Carlisle.
Partners were generally supportive but it was difficult to secure additional
resources for the review team

It is therefore proposed to further refocus the review on one aspect of
regeneration work and examining the Council's role and contribution to one
partnership activity.

Risk & Safety Management Best Value Review

The finalised report on the Best Value Review will be presented to the
Corporate Resources Overview and Scrutiny Committee at its meeting on 24"
July 2003.The Review was carried out with the support of Marsh Consultancy.

Many of the recommendations contained in the action plan have already been
addressed and several completed. The most significant of these are:-

e Training sessions for Heads of Business Units on Risk Management,
leading to the completion of Corporate and Operational Risk Registers,

+ The identification of a Risk Champion and the establishment of a
Corporate Risk Management Group

* An Implementation Plan identifying future issues and milestones;
particularly the task of embedding Risk Management into the culture of the
council at all levels
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» The appointment of a new Health and Safety Officer; a review of health
and safety procedures is underway

¢ A Union Consultation Protocol

« Clearly established reporting procedures and responsibilities

Community Safety Best Value Review

This review was planned within the programme of reviews in 2002/02. It was
felt that the review would tie in with the statutory duty to undertake a crime
and disorder audit and produce a crime and disorder strategy in the same
year and that any associated consultation could be used to inform each
process. In addition to this, consensus was reached on some joint working
between all districts in the county and the Police. In practical terms this
resulted in a joint consultation exercise using the county citizens panel and
the questions in the questionnaire being agreed by all parties.

The review concentrated on many areas which are now being picked up by
the Crime and Disorder Partnership as part of their strategy and included a
restructuring of the partnership process and a move to greater information
sharing and a structured approach to problem solving. The main issues
arising for Carlisle City Council from the review relate to mainstreaming
community safety and responsibilities under section 17 of the crime and
disorder act. The recommendations also point to training for members as well
as staff.

To start the process, a presentation has been made to the June management
briefing which has heightened the profile of community safety ahead of a
comprehensive training package aimed at Business Unit Heads, Service
Heads and Members. This training is presently being sourced from our
preferred suppliers NACRO and Crime Concern and the dates will be set in
due course. Funding for this has been earmarked by the city council.

Bereavement Services Best Value Review

The initial Review was undertaken early in 2002 and it identified that, although
the Service provided an excellent quality, third best nationally, the
comparative operational costs and level of charges needed to be addressed.
Additionally there was concern that some standards were at risk of slipping
due to the complex rules and regulations covering the cemetery grounds.

Since 2002 the Review has been continued and more detailed cost
comparisons obtained, particularly as regards the costs for grounds
maintenance. This latest information confirms that the costs are amongst the
cheapest for grounds maintenance when compared with similar sized
cemeteries. Similarly the costs for cremation and memorial services are
cheaper than those of the major private sector operators. The enforcement of
rules has been stepped up and media coverage obtained about the impact of
unauthorised memorials. This resulted in a few complaints however there has
since been a lot of positive response through the voluntary removal of
unauthorised materials efc.
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Investment by way of the refurbishment of the Crematorium chapel
commences in July 2003 following the successful improvement of the Burial
Chapel. Although the Council's Bereavement Services have now been
nationally recognised as 2™ best in the Country it is proposed to investigate
the application for an Excellence Criteria Award in 2004. An improved
electronic service is being developed for undertakers which will enable them
to book funerals day or night 7days a week. It is hoped this service will be
fully operational for 2004.

Best Value Review Programme

There is an ongoing requirement for Councils to conduct best value reviews.
Our programme for such over the coming years is set out below but will be
heavily influenced by the outcome of our Comprehensive Performance
Assessment inspection, which is expected sometime over the summer
months 2003. For that reason, the programme is subject to change.

2003/4

Planning

Supporting Communities/Sure Start
Democratic Engagement

Benefits

2004/5

Regulation & Enforcement
IT

CPA-led reviews

2005/6

Addressing the low-wage issue
Central Support Services

The Learning City

Best Value Inspections
There have been no best value inspections over the past year.

Benefit Fraud Inspection

The Council's Benefits Service was inspected in May 2003 under the
comprehensive Performance Assessment process. The overall assessment
was that the Service was currently fair towards good with good prospects for
improvement.

Strengths included

sound performance management practices
- a commitment to Customer Service
- sound counter-fraud policies and procedures
- the commitment of all staff and Members to service improvement
- a proven track record of embracing and implementing change.

Areas where the Council needs to develop further were (which are in hand)
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- achieving top quartile performance

= improving post opening instructions

- analysing the effectiveness of different methods of overpayment
recovery including providing written instructions for writing off
overpayments.

Staff Transfers

The authority has awarded two contracts during the past year involving the
transfer of staff, namely to Carlisle Leisure Limited in November 2002 in
respect of certain Leisure functions and to Carlisle Housing Association in
December 2002 in respect of the transfer of its housing stock. The contracts
complied with the relevant best value and workforce requirements applicable
at the time of the transfers
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Consultation with the Public

Citizens Panel

Carlisle City Council's Citizens Panel is consulted approximately 4 times a
year. This usually takes the form of self-completion questionnaires, although
telephone surveys are used if the question content is short enough.

Public surveys

In addition to the above, this year the Council commissioned two independent
research agencies to carry out surveys with the public. NOP conducted a
telephone user satisfaction survey in December 2002 with a random sample
of 750 residents. CN Research carried out a postal survey with a sample of
1,144 members of the Carlisle and Eden Green Box Partnership recycling
pilot scheme.

Staff Surveys

The most common staff surveys we do are Intranet surveys. These are
completed on-line and returned via a shared e-mail address, so maintaining
employee anonymity. Data entry is automatic and is an efficient and speedy
way of obtaining employees views. Staff without e-mail facilities can obtain
hard copies. Around 15 staff surveys have been undertaken this year.
Questionnaires range from satisfaction levels with other Business Units for BV
Reviews, to opinions on having a staff common room and the content of a
staff newsletter.

Ad hoc large scale consultations

Occasionally the Council carry out consultations with all of the Carlisle
residents. This year we mailed a budget consultation to all households asking
residents to choose one of three percentage increases. Residents were also
asked to rank the Councils future priorities.

Qualitative Research

When appropriate, focus groups are used in conjunction with quantitative
surveys to gain a better understanding of people’s opinion. Over the last year
focus groups have been carried out with members of the Citizens Panel,
members of the public, employees & Councillors; members of the Carlisle and
Eden Green Box Partnership recycling pilot scheme.

Combining qualitative and quantitative methods

Perhaps the best example of combining methods is the research for the
Customer Contact BV Review. Methods included exit surveys with users of
the Civic Centre; mystery shopping scenarios carried out on staff; employee
Internet surveys and focus groups; Councillor focus groups; Citizens panel
focus groups and survey questions.
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Financial Information

The Council's medium term finance plan covers the three years to 31 March
2006 together with any significant commitment beyond that data and focuses
particularly on that part of the Council's budget paid for by Government grant

and council tax payers.

After making assumptions about inflation, new borrowing and likely increases
in government support, the projections over the next three years are as

follows.

Table 1.

Summary Financial Projections

2002/03 2003/04| 2004/05| 2005/06

Budget Budget| Forecast| Forecast

£000 £000 £000 £000

Total Net Expenditure (inc. Parishes) 14,342 14,612 15,091 15,529

Contributions from Balances & Reserves 1,127 565 610 401

Savings Shortfall Target 0 0 0 0

Met Expenditure for CTax Purposes 13,215 14,047 14 481 15,128

Articipated Gowvt. Grant 8,188 8,758 9,007 9,445

Amount from Council Tax Payer* 5,027 5,289 5,474 5,683

Amount per Band D Tax Payer £ 160 156 161 167

Taxbase 31,795 32,248 32,250 32,350
= Assuming a 3.5% City Council Tax increase for 2004/05 to 2005/06

What is the money spent on?

Tables 2 and 3 below show the areas of gross expenditure per head of
population that the Council serves, firstly for 2002/03 and then for 2003/04.
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Table 2

Summary of Gross and New Expenditure over Services 2002/03

What is the Money Spent on?

2002/03

Planning & Economic Development
Recreation & Tourism
Environmental Health

Refuse Collection

Housing

Other Services

Parish Precept

Total
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Per Head of Population 101,944

Fees, Rents Fees, Rents

Gross & Other Gross & Other
Exp Grants  Income Met Exp Grants Income Net
EODO £000 £000 £000 £000 EODO £000 £000
3,666,770 0 -2,573,650 1,093,120 36 0 -25 11
9,169,980 4,000 -2,051,480 7,114,500 a0 ] -20 70
1,767,730 0  -449,190 1,318,540 17 0 -4 13
915,020 0 0 915,020 g 0 0 9
40,705,080 -18,447,410 -19,558,800 2,598,780 399 -181 -182 26
4,716,300 35,000 -4,558,810 122,390 46 0 -45 1
246,855 0 0 246,855 2 0 0 2
61,187,745 -18,486,410 -29,192,130 13,509,205 600 -181 -286 133

a1



Table 3

Summary of Gross and Net Expenditure over Services — 2003/04

What is the Money Spent on?

2003/04

Planning & Economic Development
Recreation & Tourism
Ervironmental Health

Refuse Collection

Housing

Other Services

Parish Precept

Total
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Per Head of Population 100,759

Fees, Rents Fees, Rents

Gross & Other Gross & Other
Exp Grants  Income Net Exp Granls Income Net
£000 £000 £000 £000 £000 £000 £000 £000
2,322,140 0 -2,739,740 -417,600 23 0 27 -4
9,829,980 0 -2,503,380 7,326,600 98 0 -25 73
1,855,370 0 416,060 1,439,310 18 0 -4 14
935,880 0 0 935,880 g 0 0 2]
24,202,140  -20,575,540 -583,490 3,043,110 240 -204 -6 30
7,734,380 -45,710  -5,675,010 2,013,660 77 0 -56 20
271,299 0 0 271,299 a3 0 0 3
47,151,180  -20,621,250 -11,917,680 14,612,259 468 205 118 145
a2



Table 4
Income Analysis — Where Does the Money Come From?

2002/03 2003/04
Per Head Per Head
£000 % 101,944 £000 % 100,759
Specific Grants 18,486 30 181 20,621 44 205
Fees, Rents and 29,192 48 286 11,918 25 118
Other Income
Balances 295 0 3 565 1 6
Government Grants 8,188 13 80 8,758 19 87
Council Tax 5,027 8 49 5,288 11 52
Gross Income 61,188 100 600 47,151 100 468
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Table 5
Capital Programme

The projected capital programme for the period 2002/03 to 2006/07 is shown

in the table on the following page.

The City Council's Capital Programme totals £4.793m for 2003/04. The
following shows expenditure and resourcing plans.

Expenditure:
General Fund

HRA
Housing General Fund
Vehicle, Plant and Equipment

Total

Resources Available:

Basic Credit Approval

Borrowing - HRA

Specific Capital Grants - Disabled
Facilities

Capital Receipts Projections - B/F

Capital Receipts Projections - GF in
year

Capital Receipts Projections - HRA
Capital Projects Fund

|IEG Capital Grant

Capital Grants

Repairs & Renewals Reserve GF
Repairs & Renewals Reserve HRA
Private Sector Contributions
Revenue Contributions GF
Revenue Contributions HRA

D50 Reserve Fund

Total Resources Available
Resources C/F
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2002/03 2003/04 2004/05 2005/06
Revised  Original lllustrative lllustrative
£000 £000 £000 £000
2,180 3,257 2,700 810
5,674 0 0 0
994 768 768 768
793 768 632 391
9,641 4,793 4,100 1,969
322 1,153 1,153 1,153
g818
156 177 177 177
961
1,998 500 866 845
875
836 916 60
200
229 450 1,300 91
793 1,093 632 391
3,695
99
245
286
250
10,602 5,450 4,128 2,717
961 657 28 748
34



Capital Programme continued.

Current Commitments:

Leisuretime Investment
Implementing Electronic Government
Crematorium Refurbishment
Millennium Artefacts

Asset Investment Fund

Vehicles Plant and Equipment

New Starts 2003/04:

Disability Discrimination Act

Major repairs to Council property

Land and Property Gazetteer/National Land Info

System
Ledger Replacement

Private Sector Housing Programme

Fetterill Bank Community Project (Estimate)
CCTV Cameras

Sheepmount Development (Est.)

Kerbside Recycling (pilot)

Customer Contact (Estimate)

GIS (Geographic Information System)
Raffles Vision

Total Programme
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2003/04 2004/05 2005/06
£000 £000 £000
630 270 250
200 0 0
225 0 0
0 0 60
200 200 200
768 632 391
2,023 1,102 901
220 0 0
200 200 200
117 0 0
100 0 0
768 768 768
a0 30 0
125
500 2,000 100
150 0
500 0
0 0
0 0
2,770 2,998 1,068
4,793 4,100 1,969
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Trading Operations

The authority underwent a change in organisational structure on 1 December
2002 which resulted in what used to be known as Carlisle Works (which was
run as a separate trading arm) being amalgamated into the Commercial &
Technical Services Business Unit.

The provisional surplus of the trading operation during 2002/03 is £1.02m
from a turnover of £13.27m.

The surplus will be re-apportioned back to the individual services at the year-
end.

At the provisional outturn stage it is estimated that £200,000 of the surplus
was generated by the HRA and £819,000 by General Fund Services.

From 2003/04 what was the trading arm will no longer seek to generate the
surpluses that were built into the previous Business Plan.

A significant part of what was the DSO is transferring to Carlisle Housing
Association from 1 October 2003.

The future financial base and methodology of the Commercial & Technical
Services Business Unit is currently being reviewed.
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Results of our Best Value Audit

Each year, our Best Value Performance Plan and performance information is
audited by the Audit Commission to ensure that it is both fair and accurate
and contains all the required information. We received an ‘unqualified’ audit
report last year, which means that the auditors thought our Plan was accurate.

Nevertheless, they made some recommendations to help us improve in the
future. Their recommendations and our responses to them are shown below.

Each year, our Best Value Performance Plan is audited by District Audit, to
ensure that it is both fair and accurate and contains all the required
information. We received an ‘unqualified’ audit opinion last year, which means
that the auditors were satisfied with our plan. However they raised some
issues to help us to improve in the future.

Best Value Issues

The 2002/03 BVPP is considered compliant in all significant respects with
legislation and statutory guidance.

The Council is continuing to develop and strengthen its approach to Best
Value and continuous improverment.

However, going forward there is a need to focus on the most important of a
large number of competing corporate priorities.

There is also a need to ensure that improvement, business and financial
planning processes are consistently linked so that the performance
management culture is fully embedded.

Systems of internal quality assurance are assurance are in place and are
generally sound we identified a number of cases where there is scope to
improve the accuracy of calculations against specific definitions.

Issues which need to be addressed before Comprehensive
Performance Assessment

Focusing on ‘what matters most’ in terms of the large number of competing
priorities and objectives, and to be clear what are not priorities.

Ensuring improvement, business and financial planning processes are always
explicitly and consistently linked so that the performance management culture
is fully embedded.
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Ensuring all Best Value Review improvement plan monitoring reports are clear
about why slippage has occurred and what if any remedial action is being
taken. This would assist Members in scrutinising performance, progress and to
ensure that planned improvements are delivered and expected outcomes
achieved.

Consistently identify resources and relative priorities needed to support the
delivery of individual Best Value Review improvement plans.

Ensuring that Best Value Review improvement plans consistently include
SMART (Specific, Measurable, Achievable, Realistic and Time bound),
outcome focused targets.

Ensuring that Performance Indicators cover all of the Government five
dimensions of performance (cost, efficiency, quality, service outcome and
access).

Statement of Responsibilities
The authority is responsible for the preparation of the Performance Plan and
for the information and assessments set out within it and the assumptions and
estimates on which they are based. They Authority is also responsible for
setting in place appropriate performance management and internal control
systems from which the Performance Plan has been derived. The Authority is
satisfied that the information and assessments included in the Plan are, in all
material respects, accurate and complete and that the Plan is realistic and
achievable.
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Performance Analysis

The following table compares the results from 2002/03 with 2001/02 for each
Corporate Theme. It shows which indicators have improved (got better),
remained the same, or deteriorated (got worse).

It was not possible to compare some Pl's over the two years because, for
example, there was a lack of data (n/av) or the PI's may be new and reported in
one year only (n/ap).

Overall, the Council has made improvements in 56 performance indicators (Pl's),
maintained performance in 20, and showed a deterioration in 25. Data was not
available for 48 performance indicators and this is reflected in the reporting of
Pl's where many were deleted. A further review is to be conducted during
2003/04 to develop and focus Pl's on key performance areas.

S seme RN nap | Grand
Celebrating 1
Carlisle
3
1
i
1
1
1
1
1
1
2
1
1
1
CC Total 17
Council "
Management
1
1
1
1
1
1 2
"Wiap Mot applicable (i.e. not & survey year, or a new Performance Indicator).
N/av  Not available (l.e. no data reported)
*Bv Best Value Performance Indicator; CV = City Vision; LP = Local Performance Indicator
Draft Corporate Self assessment 39

C:\Wy Documents\bvpp 2003 130603.doc
17/06/2003



C%p;c:;aete n/av’ | Same BULI=R na/p ﬁ.zgf

1
1
1
2
= 2
1 1
=1 3
2
1
1
1 i
5 13
1
1
1
1
1
1 1
1
1
- 1
CM Total 7 2 1 49
Communities = 1
1
- 5
1
1
1 1
=| 1
1 1
1
2 2
1 5
1 1
1
1 1
1
1
1 3
1
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Corporate
Theme

Pl No

CO Total

Grand
Total

[
[{s]

Economic
Prosperity

CcV

=l

NiZa|e|e|(~|x]| »

LP 57

62

125

EP Total

ke |k |l | ok | |k | ek | ok | ek | sk

Health and
Wellbeing

BV 62

b
=

-k

63

—k

64

66

-k

74

- §

[

164 |=

166

—h

=i

183 |

184

P

ha

185

80

cv 12

14

_L_LH,J_L

16

17

LP 16

28

72

97

98

103

110

Draft Corporate Self assessment
C:\My Documents\bvpp 2003 130602.doc
17/06/2003

e Ed bad il I I N

41




C%‘Lﬁfa n/av? | Same BU[E-8 na/p ?r?t:?
2
2
1
HW Total 5 9 38
Infrastructure,
Environment & 2
Transport =
1
1
r
1
3
3
1
2 2
.
1
: 2
=] 1
8 8
1 1
3 3
1 1
LP - 1
1 2
2
1
1 1
IET Total 2 15 2 38
Grand Total 32 48 20 1 182
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Benchmark Data

Carlisle City Council has compared its performance with a Family Group of 20
similar District Councils plus the Cumbria District Councils using selected
performance indicators (PI's) from 2000/01 and 2001/02. The Family Group was
based on Audit Commission default criteria. The benchmarked quartile results
were grouped for the Council overall and by City Council Corporate Theme.
(Quartile data is produced by comparing our performance with other, similar,
authorities and working out our position in relation to them). In addition, the
provisional Pl results for 2002/03 were compared with 2001/02 Audit Commission
family group quartile data.

The following table shows that the overall Council score for 2002/03 fell within the
2nd quartile and has improved since 2001/02, for the indicators selected.

Year Overall City Council guartile position
2001-02 Quartile 3
2002-03 Quartile 2
Change Improved

The benchmark results for each Corporate Theme are given below.

Celebrating Quartile Quartle | 02103 Overal
Carlisle BVPI's | 2000/01 [ 2001/02| 200203 |Quartie Score
113170 = EE e ===
Quartile Quartile | 02/03 Overall
Council Mgt BVPI's i
g 2000001 | 2001/02] 2002/03 |Quartile Score
3 (survey) o4 e o4
4 (survey) Q3 Q3 o3
a8 03 IS0
11 a2 a2 o3
12 o3 o4 = =0
16 o4 o4 o3 a3
17 a3 o = o4
78a Q3 a3 Q3
78b o3 a3 o3
T8c = Q2 e
7Sa a2 04 oz
79b a2 Q3 o2
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Communities

2000001 | 2001102

2002/03

02/03 Overall
Quartile Score

2

118amg (survey)

119apas (survey)

118as! (survey)

118atch (survey)

128a

8|8|8|R|2(R

3|8|R|R[2|8

Health & Wellbeing
EVPI's

0
:

2000401 | 2001/02

02/03 Overall

62

64

G6a

80ia (survey)

80 i a (survey)

80 il a (survey)

80 v a (survey)

80 v a (survey)

80 vi a (survey)

Rl R 8| 8| R R R(8|R

Rl R 8] 8| R R 8(8|8

Quartile Score

Infra, Env &
Transport BVPI's

Cuartile

2000/01 | 2001/02

02/03 Qverall
Quartile Score

B2a

82b

84

86

B89 (survey)

90a (survey)

80b (survey)

21

106

107

109

111 (survey)

Qz
Q3
Q4

Q1 Top quartile (quartile 1)
il

2™ quartile
3™ quartile ;
Lower quartile (4™ quartile)
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Best Value Performance Indicators (PI's) 2002/2003

The following tables show the Council's performance indicators, including actual figures for 2001/02 and 2002/03, as well as targets
up until 2005/06. In some cases, targets for 2002/03 and 2003/04 have been revised in light of recent performance, and will differ
from those published previously in the 2001/02 Best Value Performance Plan. Also shown, where applicable, are the national top
quartile targets (denoted by #) and Audit Commission family group top quartiles (denoted by *).

j ' 2001/02|' 2002/03 Target Target Target Target Upper
D
m Uil 2002/03 || 2003/04 | 2004/05 | 2005/06 | Quartile| ©CMments
Celebrating Carlisle (CC)
Mew indicator for 2003/04 {amended from LP
MNumbar of Web Pages visitad 5 126). 2003/04 target based on two year's
il on the City Council wabsite. il fiiek fras e "m"_j““ sl it st o historical data. Further targets lo be set when
mora data availablo, i
Tha adoption by the authority New Community Sirategy 1o be developed
Produce | Implement | Implement ! g ot i
of a Local Gultural Strataqy, L : : i during 2003/04 which will include the main
BY112 | score on ‘Greating Opportunity'| | & %2 No No Raview thr:;rre ity Gmnstmmu”“f Ggrt‘;':;"a"'“'t? IVED1 | diarhants of the recammandiad Culiural
checklist . b ettt o Strategy,
Mlipber Sveity o e i AHICO bR B (84 LITR ivo
BV170a | per 1,_01][] pop {includas ] 4,066 8,879 5,400 5,600 G600 5,600 this, Increase belween 2001/02 and 2002/03
[ wabsite visils) fo [
due largely to wabsite visils.
Mumber of visils o those i Target is to maintain currant parformance,
BV170b | musaums in person per 1,000 ] e 2423.0 2,681.0 2,500 2,550 2,560 2,570 Additional resources are required to improve
pop this,
Number of pupils visiting [ i i I -E?Ft is llo maintain current qer:;:::'mpmre.
BV170c | mussums and galleries in ©G2 | ilndmeryfi a8 i3 2e0i I 1ai2a0 i i 1aias0l |ihinaiasalilhi aieoesl e Htinhe RS Sl R AR
i ' “Audit Commission family group lop quartila
Indicator to be reviewed during 2003/04 as the
The net cost per attendea for 8 f method of calculating costs has changed
LP102 | sonds Events Gla ) £084 ey 20,60 RS T R Rt et following the facility transfer, Targats to ba set
after new base dala colleclad.
“pl Parformance Indicator
"ap Mot applicable
* niav Mot avallable
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4 2001/02 |///2002/03 | Target Target Target || Target Upper
R ND i} fesCHEYOR Of Bl Theme| “Atiual | Actual | 2002/03 | 2003/04 | 200405 | 2005/06 | Quartile| GOMmMments
kil | Change In performance is due lo significant
Mat cost of visitfusage
LP124a KA g e Ay cca2 £5.81 £2.37 n/av n/av nay n/av _ :&actmase in wab sita wslts MNew targets to be
External funding for Musaums
LP124b | -0 ants in Garlisle GCC2 £82,000 | £109,640 n/av ey niav nfay MNaw targats 1o be sat,
o4 of tourisls who intend to f ' ! Target is to maintain the current high level of
be¥ies return lo Carlisla in the future i o 20,00 Ly i ol et parformance.
Uil | ] Data, provided by STEAM', is reporled a year
LP140 | Wumber of visitors to Carlisle | || CC3 2??3.56 278543 niav. niap nfap nfap in Arréars and is usad for monitoring trends.
Council Managemenl (CM)
' citizans satisfied with the . T8 @ oot 61825 101667 Data is from a postal survey in 2000/01 and
Bv3 ouarall service provided by Ch 61.00% 80:00%: nfav G8.60%: V0-00% a0 telephone survey in 2002/03. | Targels are
their authority it f hased on the average response,
24 of those making complaints B G0 e LR 6 e W 2 | s 53 i A Dala is from a postal survey in 2000/01 and
BvV4 zatisfied with the handling of G 42.00% AB. 005 n'av 44200 | 45.10%- A6 00% telephone survey in 2002/03. Targets are
those complaints based on the average rasponse, !
Maw Pl definition for 2002/03. Seven oul of
i i | f the top 5% earners (41 employees) were
BYAta, ||| LIRS nAIRIE thatare | oo | vap 17.40% | 17.00% | 19.00% | 19.00% | 20.00% nfav || women. Slow increase in performance
il ! I i pradicled as more women apply for senior
positions,
Action Plan will have minimal impact initially,
BY1bi [lire Dt aresatiareiion cM2 | nlap 0.00% | o000 | 000% | o000% | @ 050% nfav | 0.5% represents one appaintment at current
athnic minorities i
slaffing lavels.
High long-term sickness absanca has areatly
! I i influenced the overall lavel of working days
G I | B.30# | lostio sickpess. 10,67 1days lost for 815 full-
BvV12 Days sick par member of stalf GME 12.90 1310 11.00 [19.00 B.50 2100 8,93* | time equivalent employees.

#Mational top quartile targat
*Audit Commission family group top quartile

T STEAM = Scarborough Tourism Economic Activity Monitor (Tourism Information Report)
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'] 2001/02 | 2002/03 | ' Target Target Target | Target Upper
i iasecHption o2 Theme | “Actual |  Actual | 2002/03 | 2003/04 | 2004/05 | 2005/06 | Quartiie| SCMMents
et s More early retirements anticipated following
o.10 (Blos b organisational review, then back to 'normal’
BV14a | || Early retirements / staf oMz | 040% | o038% | 060% | 1.00% | a00% | o705 | 2N !;;g;bgham TS R Aty e e e 0
itMational top quartile target
*Audit Commission family group top quartile
There ware lawer retiremeants than expected
0 i {3} and a change of one or lwo retirements
BV15 Il health retirements / staffl cmM2 1.17% 0.61% 1.00% 1.00%% 1.00% 0.500% 0.30%# can significantly affect this indicator.
#Mational top quartile target is 0.3%.
2003/04 target changed from 2.0 to 2.2% as
per ravised Action Plan, A change of one or
ith disabiliti o i .+ | lwo people can significantly affect this
BV16Ga Staff with disabilities cMz2 0.90% 1.23% 1.10% 2.20% 2.50% 3.00%% A.80% indicator (10 employees have declared a
disahility),
*Audit Commission family group top quartile
Waorking age (18-65) peopla
BV16b With didabilitice CM2 14.40% 15.39% Y nfav nfap nfap Data from 2001 ansus.
Target is lo assume an increasa of ona parson
BV1Ta Staff from ethnic minoritias CM2 0.20% 0.25% 0.20% 0.40%% 0.70% 1.00% 1.13%" | par yaar,
*Audil Commission family group lop quartile
Waorking age (18:65) peopla
BV17b | from ethnic minorities in cM2 1,60% 0.92% nfay nfav nfap n/ap Data from 2001 Census,
authority area
No survay in 2002/03 and 2003/04 target
i i revised inlight of organisation restructure and
Legaa, | ettt tees it n At omat il ca 00% nav | || 65.00% | 5000% | Tobeset| Tobe sel axternalisation of Housing and Lelsure, Nexl
' ' survay is 2003/04, after which targats for
2004/5/6 will be set.
BV1a Community stralegy with LSP? | CM3 Yes Yes ‘s Yes Yes Yes Niap (a) Strategy to continue.
When will community stralegy T L Bl [ Ty o, ke [0 e ke {b) Review complated in March 2003, New
BY1b raview ba complatad? GMS Yes Nfap 31/3/03 fvap. mp. ﬁup. b targets 1o be sel and agread with partners,
¥ I_‘I |
BVic FE?E? a':j"'w Aeiaay Dracr=es i iiams Yes Miap nfay 313105 11-;‘45;‘!.35*- nlap Niap | (e} Progress lo be reported March 2005

" LSP = Local Strategic Partnership
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' 2001/02 [['2002/03 | Target | « Target Target | Target Upper
rrsarttlitwe bl Theme| “sctual | Actual | 2002/03 | 2003/04 | 2004/05 | 2005/06 | Quartiie| SOMMeNts
BvVid S LU S S CM3 Yes MNiav niav n'ap nfap nfap Miap (d) Mot applicable as Straleqy in place
will ba in place
Target is to maintain currant challenging lavel
Average time for processing 45,004 | of perlormance. I
BV78a | now claims ko i fiiid il A <l it 32.85° | #National top quartile targel.
“Audit Commission family group top quartile
Average time for processing Targat is to maintain and improva current
bt ; B.OO# | challenging leval of performance lo meeal
BV7Bh npl:hcat:uns of changes in CM5 19.00 16.00 16.00 8.00 8.00 8.00 B3 national top quartile target# (8 days),
e et *Audit Commission family group top quartile
Targat is to maintain and improve current
e renewal claims processed 82.00% [ ehallenging level ol performanca to meet
BVT78c i CM5 ¥2.00% ve.00% 75.00% B2.00% 82.00% 82.00% 90.06%" | national top quartile targett (B27).
“Audit Commission top quartile.
Targat is lor continuous improvement - new
%% cases henefil was accuratoly i F . | Trainee Assessment Olficer Scheme is in
BV79a | R CM5 95.00% 97.90% 97.00% 97.00% 98% 98.50% 98.20% place to improva accuracy over time,
*Audit Commission family group top guartile
' Target is to maintain current year-on-year
“a recoverabla overpayments il i’ ore | improvement inan area whera ILis very
BV O s year CM5 51.20% 55.40% 53.00% 55.00% 56.00% 56.50% 64.00% iUl th collent debly.
“Audit Commission family group top gquartile
% phona calls answared within AR 4 Target is to maintain current high standard of
LP95 target time CME 7.60% 97.00% 97.50% g7.50% | 87.50% parformance.
iR (e e wallane Target for 03/04 revisad for Customer Conlact
0 bbbl i L v i Rl e L Ganie. Targts 1 ba st folowingcomplto
. P L of Centre and initial baseline customer survey
customer contact service T
in 03/04.
The average cosl of handling a i W P A O g Targals increased by 4.5% annually to allow
Housing Benelit or Council Tax E'L'}ﬁ E*'E ® ['“ il for inflation and ovarhead costs, Mota: Cost
LP145 Banefit claim, taking into CMS5 £57.99 £49.94 £56.00 £54:00 £56:43 £b8:97" per claim might increase significantly
account the ditferences in tha dapending on the impact of pansion/working
lypas ol claim received cradits.
e sz 100.00% .
% undisputed invoices paid on B i #Stalutory national larget is 100% by 2002/03,
Bva& lima CM7 | 92505 89.04% 100.00% | 100.00% | 100.00% | 100.00% ) fm‘ *Audit Gommission Family Group top quartile.

Draft Corporale Sell assessment
CiMy Documentsibvpp 2003 130603, doc
17/06/2003

48



4 2001/02/|' 2002/03 | ' Target Target Target | Target Upper
s i it Jaane Actual | 2002/03 | 2003/04 | 2004/05 | 2005/06 | Quartile
Parformance has improved under currant
procedures and a Best Valua Review will be
I ! conducted in 2003/04, Mow looking al new
BvVS % Council Tax collectad CMm? 96.10% 96.30% 96,30% 96.50% 96.60% 86, 70% 88.00%# Post Office payment facility for 04/05, which
should improve parformance furthar, # top
guartile target is 98%.
Targets are based on improved performance
I i it during 2003/04 and realistic axpectalion for
BV10 ;a:ﬂaﬂlmﬁhﬁncggzgﬂm CM7 97.80% 98.60% 98.00% 88,30% 898.50% 88.50% 99,00%+# | 2003/04. The good result in 2002/03 may/nol
be a one-off. #Mational top quartile target is
99%.
Targat is to continua and maintain strategy to
BVTE Is thare a Fraud Strategy? CM7 Yas Yos Yas Yos Yes Yos nap lake account of bast practice in fraud
prevantion, detection and dalerrence.
Total net spending per haad of Targets are based on the Council's net budget
LP130 population CMT £121.40 £128.70 £127.20 £136.70 £140,20 | £147.00 requirements for Gouncil Tax purposes.
1 | Performance was beltter than expected and on
Bvisy | humber of ypes of interaction | ‘cme | s1.00% | s3.00% | 4400% | 64.00% | 82.00% [ 10000% track to achieve the national target of 100% by
i 2005/06. !
Communities (CO)
RELRLAC A LS Target is to increase salisfaction by 2% Next
BVY119a ;ﬁﬁ:ﬂ:ir;ﬂlr:ctmuas - CO 75.005% T5.005%% nfay T7.00% n/ap niap postal survey is Seplember 2003,
Salistaction with cullural and i
BV119b e T co n/ap n'ap n'av n/ap n/ap n/ap Mot applicable.
. %2100 T Target is to maintain customer satisfaction at
B ind | reseanibnl LAt it ol 5o ] b casell s i b 80 ﬂl};i n/a na IR 00O CRta e s
R S i I | P i survey and 2002/03 a lalephone survey. Next
g postal survaey is September 2003,
| Target is to increase customer satistaction by
Satislaction with cultural and
BY118d | recreational activiies - co | e7.00% | 78.00% | = wav | e9.00% | ' wap nap v [ U= DD T S B e
ABa i P e AR postal survay, 200203 a telephona survay.
Next postal survey is Seplember 2003,
Salisfaction with cultural and L r; Target is to maintain customer satisfaclion at
BV119e | recreational activities - parks | | co | | 77.00% | e300es | | rav | Freew | nap n/ap this g, (evel,) 2000/0T dala s fom & postel

and open space

survey and 2002/03 a telephone survey, Next
survey is Septembear 2003,
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2001/02 | 2002/03 Target Target Target Target Upper
m DestHiption b Be Theme| “actual | ‘Actual | 2002/03 | 2003/04 | 2004/05 | 2005/08 | Quartile| SOMments
Al fupe Woark : I i ! i i
Equality Standard for Local L‘-D""L'Tl i |eanre i . | Targels revised as per Business Unit Plan,
Bv2 Government Level b1 AT i tf:;rlﬂf Letvald b il iided 2 *Audit Commission Family Group top quartila.
Parformanca was batter than expected and
BV156 ;::r?lﬁltsgrilg hiﬁlr;g:i:;ilh cO1 20,70% 54,00% 29.70% 70.00% 70.00% 70.00% :1::1;?:'gg%ﬁﬂiﬁ:grﬁzﬁgﬁfﬁgﬂﬁ:ﬁ
rji 5 abilitias prendh | ! f I f { disabled access (lor example, listed
buildings). Twenty out of a total of 37
buildings currantly qualify.
% of respondents satisfied with First survey is 2003/04 (part of three-year user
Cv1 their neighbourhood as a place | CO1 n/awv nfap nfap nfap n/ap n/ap satistaction survey), Targets will ba based on
1o live survay resulls,
Mumber of limas a il
! ] MNow indicator for 2003/04 replaces LP 36(a).
LP36a(i}| Shopmobility whesalchair or co nfap nfap nfap 5,652 5672 5,692
AT Targels are based on axisting data,
Targel increase of two per year up to a
Mumber of wheelchairs maximum of 60, thereafter new stock will
LP36b | o vailable ok i B 22 il ot 0 replace old. Number limiled by availabla
funding and slorage space.
Level of user satistaction This is a three-year survey and tha target is
LP36c, || (Shoprobiity) GOT | ILS2I00 e D rvap it s kit et e o 955% user salisfaction.
Tha number of burglaries was lower than
expected, falling from 672 in 2001/02 1o 522 in
Domastic burglaries par 1,000 i 2002/03. Mew 4%:per annum reduction
BY126 | households e it liiBe i [t i et it largels are based on an avarage of the last
two years' parformance.
*Audit Commission family group top quartila
i i ray To be sel, i | {
BV127a :':t'fﬂn':;gi“;:ff ggg;g:;ﬂﬂ by | coz o 3,30 Pl 3.07 2,86 2.66 Niap | New Pl for 2003/04. Was BVPI 127
i amended changad it
! | n'av To ba sat, i
BV127h Vllﬂ:?:' ﬂ:::.ncg? :;{Ermm;m“ﬂd Hle coz2 Pl 6,11 Pl 5,69 5,20 492 MNfap New Pl for 2003/04. Was BVPI 127
P place par i, pop Amended changed
Violent olfences commitled in niay To ba sat, [
BV127c | connaction with licensad co2 Pl 1.15 Pl 1.07 1.00 0.93 N/ap New Pl for 2003/04. Was BVEI 127
pramisas par 1,000 pop amended changed
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2001/02/|  2002/03 | 'Target Target Target | Target Upper
m Ll A, Theme| 'Actual | Actual | 2002/03 | 2003/04 | 2004/05 | 2005/06 | Quartile
! ! niay To be sat,
By1a7d|fiidasntionentes dtimet il ons Pl 3.09 I 2.87 2,67 2.48 N/ap | New Pl for 2003/04, Was BVPI 127
under influence per 1,000 pop
ameanded changed
\BR=2 Targets for 2003/04 to 2005/06 revised in light
BV128 | Vehicle crimes per 1,000 pop co2 14.14 14.38 13.70 13:80- 13.50 13.10 8.50° of current parformance,
“Audit Commission family group top quartile
Racial incidents recordad by ' Target is to maintain current level of
L0 authority per 100,000 pop e e o 5 i o i perfarmance. I
% of those racial incidents T tig | i G
BV175 | requiring further action (cale | CO2 0 0 0 0 0 0 gkt ittt
from BV174) ' ko s
MNumber of domeslic violence Targat is likaly to ramain at zero until 2005/06
Ee refuge places ol 0 0 i 0 " ﬂ as all places are provided by olher agancies,
% authority expenditure on
BV177 ' | legal and advice services coz2 Yas 100% 100% 100%% 100% 100% Target is to maintain performance at 100%
awardad Quality Mark I I !
' Original targets for 2003/04 to 2005/06 have
cv4 Tg’gg:;g' recorded crimes per) cop |!l110,70 | 10s.87 [ 1046 | 10395 '| ga79| 9580 now been revised in light of current
! | parformance,
Pl dafinition for 2003/04 changed from
Numbaer of CCTV camaras *Mumber of CCTV camearas” (o Mumber of
LE3 | monitored by the Gity Council | %92 af 26 po ol Tl it CGTV cameras monitored by the Gty
Council.
o M s Tha lavel of incidents has continued to rise
Number of public disordar despite police measures, so largels for
LP134 1 incidents per 1,000 pop freil | s g0 kel R el W e 2003/04 to 2005/06 have been recalculated
Lising recant data. !
% residents who feal safe after TeUb e b Mext survey is 2003/04 (part of user
LP189a | oo co2 65,00% 65.00% | = mm_ 75.00% niap 80.00% satisfaction survey). Was BV 189(a)
% residents who feel safe in g Next survay is 2003/04 (part of user
LP189b | [ day coz2 88.00% 868.00% B8:00% 83.00% nfap 96.00% satisfaction survey). Was BV 189(b)

Economic Prosperity (EP)
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2001/02

2002/03

Target

Target
Besctiption of P Actual | ' Actual 2003/04 | 2004/05 | 2005/06 Commaine
{ M ; At i 2003/04 targaet amended from £135,000 to
Revanue generated into L k13 il lﬁl G £120,000, Mo targels sel for 2004/5/6
Carlisle Confarence Group : becausa performance is sensitive to external
cvay {CCGE) vanuas through the il ETRGEER inkI0S el bisRe8 L1 20,000 | £ b1d2,000 Nav inflluences, such as economic circumstances,
CCG ollica Target minimum is 10% per annum increasa
O previous year's ravenue,
=4 of unils lat as a % of total l b T o I Targels are set in line with the Asset
LP57 it R s el EF1 81.85% 90, 00% gL 93.00% 95.00% | 97.00% Managsfmant Plan,
R . . Data, provided by STEAM, is reported a year
LP125 | Visitor spand in Carlisle ER1 £99.78 £97.63 n/ay nfay n/ap nfap in arrears and is used for monitoring trends.
Parformance in 2003/04 exceeded
i | axpactations, and the new target (based on
LP62 Z‘:}gﬁg‘”ﬁﬁ:‘ oRYaLs EP2 | 430% | 63.00% | 4400% | 48.00% | s53.00% | 58.00% PrevioLs yaars) is 1 imparove paarmance by
g 10% a year, Annual Conlract targatis 40%
per year,
Health and Well Being (HW)
Benelil user satisfaction survey Target is to maintain current lavel of = § Ly
BVB0a | _ contact with the office H {=i004 20 n_'fﬂp IR0 [xap Ivap performance, as office location is fixed. 2, )
Benefit user satisfaction survay i Target is to improve r.'.uslnrner salisfaction wTﬁ
BvVBOb | | gl HW T8.00% 76.00% i niap B0.00% nfap nfap TP
. : ! Two axtra staff and a new iniliative are being
BVa0c Fi:;r?:ll:'lzﬁ:r;éﬂii:chm SUveY! Hw 668,000 68.00% rifap ¥0.00% rfap nfap employed to increase parformanca in an area
P thal is difficult to improve,
pvgod | Benefit user satisfaction survey | yw | gapgen | 82.00% n/ap 82,00% n/ap niap Target is 1o maintain current high standards
- staff in the office
Targat is to maintain current performance, | A
Benelit user satisfaction survay poor response is expected following the
Haee - forms HW o000 poitited n_Fap L e M Government's introduction of a new, lengthy,
and very unpopular claim form;
; i i Turnaround imes are improving so increased
Bvaor e CL U AR HW 62, 00% 6. 00%% nfap 65, (0% niap nfap customer salisfaction Is expacled. Howeaver,

- spaad of servica

user damand has increased,
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Mfay Mot available {e.g. Mo data available that year)

# Mational Top Quartile targets (source: Best Value Performance Indicators 2003/04, Office of the Depuly Prime Minister, January 2003, and Audit Commission Newsletler
No.22 {England), 2003,

‘Audil Commission Family Group® benchmarks; based on 20 similar districts plus Cumbnia districts, using 2001/2002 published dala on the website www,audit-
commission.gov.uk.
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New Best Value Performance Indictors for 2003/04

2001/02 || 2002/03 | | Target Target Target Target

' RedUce | godice
Proportion of relavant land Assess | | proparion | ikion o
BvV199 assessed across lour niap nfap n/ap E.’aTld Hiete um::‘;h’r heavily Fé:W Fl'l !':;r FF?E"M' Tgfrgrﬂlsrlu Ll
calegories of cleanliness SE;'E'BP;EY and by | 1itered and R R g
Tger || by15%
j Plan on Liah| Plan Blan Mew Pl for 2003704, Targels based on
BV200 | Plan-making niap nfap nfap 1st Enquiry. || adopted Business Plan and report to Executive
i Deposit {P.01/03)

Map Mot applicable (e.g. Pl not due to be reported that year)
MNiav Mat available (e.g. Mo data available that year)
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Deleted Performance Indlcturs (PI's) for 2003/04

2001/02 | | 2002/03 Target Target Target Target

Celebmling Carlisle

Establish a rapresenlaﬂve,
multi-agency parinership Pl deleted for 2003/04. No data recorded in
CV23 | identitying and progressinga | ©C! IRy av ey av ap nap | 2002/03.
clear image for Carlisla :
LP126 Use of Cily Council web site cC1 1,813,603 3,152,756| 3,000,000| 3,500,000 nfap n'ap Pl deleted for 2003/04. Now LP 126(a).
% people with positive
LP139 perception of Carlisle, locally, ce néay nfay niaw nfav nfap niap ;ég;:g;ed 1 20T ShICr LS A G o
nationally and internationally
% of population who feal it is : A
cvia aasy lo access cultural cc2 néay nfav niaw nfav nfap n'ap g{lmdg}gfddm L?C:gﬂégtl t? T{é?gg;g;mmg
activities, if thay want to Sk L i
Level of invastment in river Pl deleted for 2003/04 as it does not reflect
frontage in the Carlisle area for the Council's parformance - there is currently
aYe entertainment & leisura oGz nfav vay v nfav Tlp rap no budget for this work and, tharefore, no
PUrpOses investment from the Council,
Level of investment in Pl deleted for 2003/04, as it doas not reflect
Cva6 musaums & cultural sector S nigy riay nay niav wap n/ap the Council's parformance.
S TIN5 XU mVRiagae Pl deleted for 2003/04. A dedicated
i ol theatrefarts facility is currenthy being
Cvaa - learning city cc2 n/av néap néav niéaw n/ap rfap investigated via the Lonsdala Trust and the P
- dedicated thealre & arls :|'|.I'I|| he mmw_.'ud whan the Council's
facility involvement is known.
Customer satisfaction lavel for ::J:?:;Btgﬁfg%:mﬂﬁﬁmj E?La‘gﬂlgctad
LPa4 the mix, variety & quality of arts| CC2 niav niaw niav nfaw nfap niap . .
& enlertainment programme ?n':lr;:auﬁg:resd rljel-:-rzlal:gp iﬁt}:}m‘i and appropriate
Council Managament | it '
Score lor corporate o
LP1#1 R i ggpﬂrt of CPA CMI nfav niéaw Striving néaw nfap n'ap PI deleted for 2003/04.
% of respondents who fell they Pl deleted for 2003/04, as this is not a direct
el were part of the City of Carlisle i L ay vav i niap Reap measure of the Council's performance.
Pl Perfermance Indicator

Drail Corporate Sell assessment
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g 2001/02 | 2002/03 | Target Target Target Target
i P 00, ke Actual | 2002/03 | 2003/04 | 2004/05 | 2005/06 seOMmans
% of people who fell involved i Pl delated for 2003/04, as this is not a direct
G in decision making in the City Chia av i PRI ey hap i measure of the Council's performance,
Pl deleted for 2003/04 as this indicator is very
LP143 % turnout for local elections Ch4 nfay 31.70% 31.70% 38.00% nfap 38.70%* | hard to influence.38,70%
“Audit Commission Family Group top quartile
Pl deleted for 2003/04. Mot reported
% of latters replied to within authority-wide as data is collected by different
LP94 = 3 e i CMS a7.00% 90.12% 98.00% 98.50% n/ap niap systems, or reporied as part of other PI's,
tergel times within authority Business Units will continue 1o collect if
required,
Average score within
LP146 designated national Pl's CME 1.8 n/av 21 2.3 n'ap nfap Pl deleted for 2003/04.
% rasidenia aatifiad wilki i Pl delated lor 2003/04. PI very similar to BV 3
Lpa7 | o e cens SATSIECUTRTG | cme | 61.00% nfap 66.00% | 72.00% niap niap | (% citizens satisfied with overall service
il provided by the authorily),
Communitias _ i L s e |
Pl deeted for 2003/04, as it is not a useful
LP3Ga Membership of Shopmobility. co 3,265 3,847 Mone sel nfap nfap n/ap measure of performance. LP 36{a)(i) replaces
this PI.
Violent crimes committed per Pl amended for 2003/04, It is now reported as
BV127 | {000pop. SEEalsocvapl| €02 | 168 1347 a4 Il i Map | By 127 (a) (b) () and (d) for 2002/03.
D uss PI deleted for 2003/04 following transfer of
B - PR (conscl e et coz | 81.80% | 57.60% Nfav 83.00% n/ap nfap | housing stock. Results are for Apr to Dec
requiring action that were 2002 anl
Y.
resolved
Paosition in OTLR index of Pl deleted for 2003/04 as it is not a direct
Cvis deprivalion b Ty ik A JuRy nigh Ivép measure of the Council's performance.
Economic Prosperity e i il Il il e IR ; L
e e Pl deleted for 2003/04. Pl data supplied by
CV5 e d EP1 nfav n/av n/av n/ap nap n/ap Business Link has changed and is no longer a
amcraricalty suitable measure of parformanca,
% of worklorce employed in Pl deleted for 2003/04. This is a statistic and
EVE growlh sectors Ex n/av nray fay nrav nvep niap not a measure of the Council's performance.
% of population in salf Pl deleted lor 200:3/04. This is a stalistic and
¥ employment =l Lo LY gy ey oy g not a measure of the Council's performance.,
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Pl No | Descrintion of PI 2001/02 | 2002/03 ||  Target Target Target Target
- i Theme| “actual | ‘Actual | 200203 | 2003/04 | 2004/05 | 2005/08 omment
Pl deleted for 2003/04. This is not a useful
cvio Number of new businass start measure of the Council's performance and
IR nasy . AL ey Ay ey L ey eg does not include very small new business
starls.
0 : Pl deleted for 2003/04. More research
Perceptions of b L
cvii g i EP1 niay e n'av nfav nfap nfap needed to define and agree a uselul
support infrastruciure indi i
performance indicator for the Counil,
% of population with higher L -
cV7 | level qualifications (first EP2 | nfav nav niav niav nap ngp | Pl deleted for 2003/0d. Thi is & statietic and
degree) is not & measure of the Council's performance.
% of local College leavers who Pl daleted for 2003/04. This is a statistic and
cva B EP2 n 3 :
find jobs locally G ey VN e i ap nol a measure of the Council's performance,
Health and Well Being it At
cviz2 Standardised mortality ratios HWH1 nfav niaw nfav nay n'ap nfap Pl deleted for 2‘00:3#04, Bt B 18 DOLA irert
measura of council performance.
Gap in mortality between
cvia manual_gmupﬁ and the Pl deleted for 2003704, as it is not a direct
population as a whole (for H v i A Ly n/ap s measure of council performance.
childran under one year)
% participating in leisura,
spnrts_& fitness activities Pl deleted for 2003/04 in line with 'Sport
CV16a primarily as a mathod of HWA n'ap 29.00% niav niap nfap n/ap England’ core indicators, To be replaced by
exercising (a) excluding CV 16.
walking
%a participating in leisura, . .
sports & fitness activities : Pl deleted for ?0[}31134 in lime with ‘Sport
C\V16b primarily as a method of HW1 n/ap 45,00% rfay nfap nfap n/ap Ezgiand' core indicators, To be replaced by
exercising {b) walking GV 16.
% of population who feel it is Pl deleted for 2003/04. New, more
easy 10 access laisure, sports appropriate, ‘Sport England cora Pl's ara to
SRgAT & fitness facilities, if they want L, e RERL ey Lo nieg niap be used instead. Mo data recorded for
lo 2002/03,
Customer salisfaction level lor
the activities and the standards
LP16 ol sport, recreation, health and | HW1 n/av 40.00% nfav nfap n/ap n/ap Pl deleted for 2003/04. Mow LP 16(a)

fitness service. Descriplion
amended to LP 16(a){i)
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8 2001/02 | 2002/03 | Target Target Target Target
RlihoiiiRescrpHon of El Theme| Tactual | Actual | 2002/03 | 2003/04 | 2004/05 | 2005/06 Commants
Average Standard Assessment Pl deleted for 2003/04 lollowing transfer of
BVE3 Procedure (SAF) rating of local | HW2 n'a néav nfav nfap nfap 63.45" housing stock.
authority owned dwellings *Audit Commission family group top quartile
Pl daleted lor 2003/04 following transfer of
BV6Ga | Rent collection and arrears Hwe2 | 9670% | osesw | 97.40% | o765% | nap | 98.50% ';ﬁl“f'“g stock. Resulis are Apr 1o Dec 2002
*Audit Commission lamily group top quartile
, : Pl deleted for 2003/04 following transfer of
BV74a Z::ch“; satisfaction - overall | puyo | 74000 | 74.00% nfa 80.00% nfap nfap | housing stock. Resulls are Apr to Dec 2002
only.
Owverall service with landlord - ;
BV74b black & minority athnic lenant HwW2 n/ap n/ap Mfav n/ap nfap n/ap ELS;II_EI“H;‘:ELZWMJi following transfer of
satisfaction 4 ;
Owverall service with landlord - :
BVTdc non black & minority elhnic Hw2 nfap n/ap T4,00% n/ap nap nfap :ngluta;g':zmw{}d following transfer of
tenant salislaction n '
CRE code & Good Praclice :
BV164 | Standards on tackling racial | HW2 No No No Yes n/ap niap E;j;"“eftgfmm following tranafar of
harassmant in rented housing b V
Proportion of local authority Pl deleted for 2003/04 following transfer of
BY184a homes non-decent al 1.4.02 Fe i Lo L et nep ey housing stock.
% changa in proportion of non- Pl deleted for 2003/04 following transfar of
BViab dacent homes 1.4.02 to 1.4.03 HW2 Tiay niay L L niap nigp housing stock.
“h rESpONSive repairs (non- Pl daletad for 2003/04 following transfer of
BYV185 emeargency) in 02-03, appls HwW2 99.80% 100.00% 99,90% 100.00% n/ap niap housing stock. Resulls are for Apr to Dec
made & kepl 2002 only.
The proportion of repairs Pl deleted for 2003/04 following transfer of
LP72 carried out within local priority | HW2 BO0.50%: 75.00% 90.00% 95.00% nfap n/ap housing stock. Resulls are for Apr- Dec 2002
time scales only.
Average rolet times (o Pl deleted for 2003/04 following transier of
LP135a | dwellings let (days): (a) all HW2 111 120 96 80 nfap nfap housing stock. Results are for April to Dec
properties 2002 anly.
mﬁﬁ“;mﬂ&mﬁ_ f[‘;';} PI deleted for 2003/04 following transfer of
LP135b o ys): HW2 84 a1 67 60 niap nap | housing stock. Results are for April to Dec
properties excluding 2002 onl
Bolcherby/Raffles Y.
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Descrintion of Pl 2001/02 | 12002/03 || Target Target Target Target
P Actual | Actual | 2002/03 | 2003/04 | 2004/05 | 2005/06 Eommense
it Percentage of rent lost through Pl deleted for 2003/04 following transfer of
a6 LT Ioctal authority's dwellings G.00% 5.70% n'ap nfap housing stock, Results are for April 1o Dec
coming vacant 2002 only.
Infrastructure, Environment and Transport il
Biodiversity: Length of Pl deleted for 2003/04 as there is no available
CV20a hedgerows a) planted IET1 niay nfav niay nfav nfap nfap data to report. Pl 1o be reviewed during
2003704,
Biodiversity: Length of PI delated for 2003/04, as there is no available
CV20b hedgerows b) restorad IET1 nfav nfav nfav nfav nfap nfap data to raport, Pl to be reviewed during
200304,
Bladiversity: Length of FI deleted for 2002/04 as there is no available
Cv20c hadgermusyc} Insgt“ IET1 néay nfav n'ay nfav n/ap n/ap data to report. Pl to be reviewed during
2003/04,
Reductions in the tonnage of Pl deletad for 2003/04. PI
02 amitted as a result of eled for 2003/04, to ba reviewed
cv21 energy efficiency measures IET1 3,000 3,837 3,250 3,500 nfap nfap during 2003/04 to eslablish more appropriate
installad measura(s) of the Council's parformanca.
LP112b Cosl of street cleaning IET1 i
b} Per km of highway 491.62 £524.70 £508.83 £526.64 nfap nfap Pl deleted for 2003/04,
How easy is it gel 1o the Pl deleted for 2003/04, as il is nol a diract
CV13a following using your usual lorm | 1ET2 n/a n/av niay n 2 MEsated he LammcEsparermance: Mo data
of transport? a) corner shop P 4 n/ap Hep recorded for 2002/03, but part of County
survey in 200304,
How easy is it get to the Pl deleted for 2003/04, as it is not a direct
CV13b | following using your usual form | 1ET2 o rilii 7 I measure the Council's performance. Mo data
alraABAIIE B) eies ket P i Iy rap 3P | racorded for 2002/03, but this P! is part of the
County survey in 2003/04,
How easy is it get ta the Pl daletad for 2003/04, as it is not a direct
CV13c following using your usual form | IET2 e niay n'a ' /| measure Ihe Gouncil's performance. No dala
of transport? ¢) post office 2 ¥, L FleLTES niap recorded for 2002/03, but this Pl is part of the
County survey in 2003/04,
How easy is it get to the Pl deleted for 200304, as it is not a direct
cViad following using your usual form | IET2 e Hfars ik - : maeasura the Council's performance. Mo data
of iransnort? o doctor p ¥ L MaP | racordad for 2002/03, but this Pl is part of the
County survey in 2003/04.
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2001/02 | 2002/03

9 Target
PI" No | Description of PI Theme| “5 iual Actual 2003/04 Comments
HEF Pl deleted for 2003/04, as il is nol a direct
How easy is it gel 1o tha &
: : measure the Council's performance. Mo data
CV13e L‘;':‘::‘r;:g;‘rf","gﬁg‘;;fmﬁ T‘i’tLT [=T2 | :piap R e niEw il nap | recorded for 2002/03, but this Pl is part of the
ANERE: P County survey in 2003/04.
How easy is it get to the Pl deleted for 2003/04, as it is not a direct
Tollowing using your usual form - measure the Council's performance. Mo data
CVI3L | i transport? 1) public IET2 ap Wav n/av v nfap nap | recorded for 2002/03, but this Pl is part of the
transport lacility County survey in 2003/04.
How easy is it get to the Pl deleted for 2003/04, as it is nol a direct
following using your usual form measure lhe Council's performance, Mo data
CV139 | o iransport? g) recyeling LiE: vap Riav i reay nfep Wap | ecordad for 2002/03, but this Pl is part of the
facility County survey in 200304,
How easy is it get to tha Pl deleted for 2003/04, as it is not a direct
following using your usual form maeasura the Council's performance. Mo data
s of transport? h) leisure IST2 IvAp o N Ry L2 nap recorded for 2002/03, but this Pl is part of the
facilities County survay in 2003/04,
% of respondents who feal that PI deleted for 2003/04, as this is very difficult
cvig the local infrastructure meels IET2 nfav nfav niay nfav rfap nfap to influence directly. Mo data recorded lor
their neacds 2002/03.
Pl delated tor 2003/04, as this does not reflect
LP138 ffﬁ;lﬂggﬂﬂgﬁﬂfmﬁg““ ol etz | eoaz £0.32 £0.39 £0.41 nlap nap | the Council's performance. The Council has
s no confrol over this Pl

Miap Mot applicable (e.g. Pl not due to be reporled thal year)
Miay Mot available (e.g. Mo data available that year)
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