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N.B. As an historical context for future readers, Q4 2020/21 was a quarter where the council workforce and the
country at large was dffected by the Co-Vid19 pandemic, and the associated government policies in relation to
this. The figures and comments in this report should be read with reflection on this. A number of measures have
not been reported on as the figures have not been available to staff (and therefore myself) due to Co-Vid.
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Performance report for Quarter 4 (2020/21) — Summaries

Measure worsening markedly

Assets

% of HRA repairs on time

A good increase from last quarter

% of HRA repairs recalled

Best quarter we have of the 12 recorded

% homes with gas inspection
within 12 months

Very slightly lower but still well within tolerance

% HRA blocks with Fire Risk
Assessments in date

100% as per the last three quarters

Chief Execs Office

FOI’s responded to on time

Pretty much exactly the same as last quarter

SAR’s responded to on time

Down from last quarter but the same as Q2

% of ombudsmen complaints
upheld

At zero as per the previous few quarters

Cultural Services

Leisure centre visits

Number of swimming lessons

Number of EA cards issued

Footfall in Pump Room complex

Spa Centre Box Office

Development Services

Building Control income

Building Control market share

No stats this quarter

No stats this quarter

No stats this quarter

No stats this quarter

No stats this quarter

- Decreased by 8%

Increased by 1%

No. planning apps on time

A small decrease this quarter following a sharp one from Q2 to Q3

Total CIL received or demanded

Huge increase, second highest quarter of the last 12

Finance

Ctax oldest work item vs items in
queue

. Oldest item in the work queue very old, work queue longest in 3 years

NNDR work item wait time

Age of items stabilised from last quarter

Benefits wait time for claim

Very little change in wait time

Paper vs Electronic claim forms

Paper claim numbers stable, e-claim figures up quite a bit

Total Credit Orders/Invoices

Large increase in the numbers processed for second quarter in a row

Revs/Bens/Switch calls taken

Revs/Bens calls up a shade, switchboard on par from last quarter
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Health & Community Protection

Service Requests response

Up slightly from last quarter and the two before

Service Requests completed
Crime observed by CCTV

Noise nuisance response time
Air quality vs national levels

Slight decrease from last quarter but same as Q2

Figures down significantly from last two quarters, although not sure if
this is “bad”

Longest response time of all the quarters on record

Air quality levels slightly worse in Q2 but still really, really good

Housing Services

No. of sleepers on the street

Down from 3 to 1

% rent arrears as total of debit

Slightly down from last quarter but not much

Average re-let time

Up by 16 days this quarter

Number of evictions

Zero as per the previous two quarters

% houses with stock survey with
5 years

Even by its own standards very a little change here

I.T.

Service Availability — Systems

Virtually the same as before

Service Availability - Telephones

Availability the same

Service Availability - Desktops

Availability up by a tiny amount

SLA Compliance Rates

Availability up by a tiny amount

Media

Increased number of re-tweets

Increased number of Twitter
followers

Facebook shares

Steady increase over the last two quarters

Quite a sharp decrease from last time

This figure is down slightly but not by much

% positive press coverage

Decreased a bit and under the tolerance

Neighbourhood Services

Contract officer response times

Figure up nicely since last quarter

Refuse and recycling collections

Both collection and re-collection rates slightly down this quarter

PCN response time

Response time immediate this quarter

Phone call abandonment rate

Slight increase this quarter
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% of HRA repair requests % of HRA repair requests
completed on time which were subject to a
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% OF FOI'S RESPONDED TO ON TIME
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% OF COMPLAINTS TO OMBUDSMAN UPHELD
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r leisure centres, Royal S gallery were closed for
is nothing to report.




Building Control income measures against annual budget & in comparison with
previous years
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Q1(2019/20) Q2 (2019/20) Q3 (2019/20) Q4 (2019/20) Q1 (2020/21) Q2 (2020/21) Q3 (2020/21) Q4 (2020/21)

Building Control Market Share (%)
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Q1 (2019/20)

5000000
4500000
4000000
3500000
3000000
2500000
2000000
1500000
1000000

500000

0

% of planning applications determined within the
statuatory timeframe

Q2 (2019/20)

Q3 (2019/20)

Q4 (2019/20)

Q1 (2020/21)

e\

"\

Q2 (2020/21)

Q3 (2020/21)

Section 106 contributions triggered and invoiced (£)
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Total amount of CIL received or demanded (£)

2956675
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Ctax process time vs items in queue
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[ Process times (days) == Number of items in work queue

Age of Oldest Item - NDR (Rolling 12 month average)
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Number of New Forms Received for Housing Benefit and Council Tax

Reduction
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Revs/Bens and Switchboard calls taken by CSC
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% OF SERVICE REQUESTS RECEIVED AND RESPONDED TO
WITHIN TARGET TIME
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At an average of 68 days to resolve the average noise complaint took 18 days longer to resolve than this time
last year and 14 longer than last quarter. It is the quarter with the highest wait of all 12 that we have recorded
on the system.

Average days taken to resolve noise complaints
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The 3rd quarter saw 5.36% of sites with higher pollution than national air quality standards. This is higher than
the previous two quarters and the same as Q4 last year. However, it is much, much lower than the previous
three Q3’s.

% of monitoring sites with pollution levels higher than national air
quality standards

Jun - Sep Oct - Dec Jan - Mar

s )017/18 e 2018/19 emmme?(019/20 emmm—?020/21
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Housing to end of Quarter 4 (2020/21)

The number of rough sleepers on the street is a measure that has not been recorded for on the performance
portal (Business Improvement Portal) before and has been included at the request of Head of Service. This
guarter has seen a reduction from Q3 and is lower than any of the other three quarters.

Number of rough sleepers on the street at period end
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Total current rent arrears as % of annual rent debit has fallen for the first time in 6 quarters and is the lowest
since Quarter 1 this year. Hopefully this is part of a continuing downwards trend when we come out of
lockdown and enforcement and continue apace.

Total current tenant rent arrears as a percentage of annual rent
debit

Q2 1920 Q3 1920 Q4 1920 Q1 2021 Q2 2021 Q3 2021 Q4 2021

15 |



The average time to re-let properties with quarter was 89 days. Whilst this is much worse that 4t quarter for
last year and the year it is better than during lockdowns 1 and 2. Hopefully with lockdown easing and people
moving more this figure will decrease again.

Average total relet time in days — excluding major works

Q2 1920 Q3 1920 Q4 1920 Q1 2021 Q2 2021 Q3 2021 Q4 2021

The below measure is one that has not been recorded on the performance portal (BIP) before and has been
included at the request of Head of Service. The number of evictions this year has been zero. It was agreed to
put this measure in my report to SMT before lockdown.

Number of evictions (rent arrears) Number of evictions (non-rent arrears)

mQl mQ2 mQ3 mQ4

The measure below has altered only 0.26% over the last 5 quarters and (less than 2%) over at least the last 11
quarters.

% HRA with stock condition survey info with last 5
CELS

88.60%

Q3 19/20 Q4 19/20 Q120/21 Q2 20/21 Q3 20/21 Q4 20/21




2020/21 Service Availability - Systems

100.00%

97.50%
Q1 Q2 Q3 Q4

. Availability 100.00% 99.90% 99.98% 100.00%
e Target 99.99% 99.99% 99.99% 99.99%
e Tolerance 99.49% 99.49% 99.49% 99.49%

2020/21 Service Availability - Corporate Telephones

100.00%

98.00%

97.50%
Q1 Q3 Q4

s Availability 99.93% 100.00% 100.00%
= Target 99.99% 99.99% 99.99%
e Tolerance 99.49% 99.49% 99.49%




2020/21 Service Availability - Virtual desktops
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98.00%

97.50%
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mm Virtual Desktops 100.00% 100.00%
e=—Target 99.99% 99.99%
e=Tolerance 99.49% 99.49%

ICT SLA COMPLIANCE RATES
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Increased Number of re-tweets

1 2 3 4

B Re-tweets e====Tgrget e=m=Tolerance

Facebook shares

1 2 3

EEEN Shares e====Target e====Tolerance

Increased Number of Twitter

Followers

1 2

N Number e=Target

3 4

e=Tolerance

% Positive Press Coverage

1 2

EE % Positive e====Target

3

e Tolerance
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Contract Officers to resolve customer requests within
5 working days

Q1 2019/20 Q2 2019/20 Q3 2019/20 Q4 2019/20 Q1 2020/21 Q2 2020/21 Q3 2020/21 Q4 2020/21

Refuse and recycling collections

Q12019/20 Q22019/20 Q32019/20 Q42019/20 Q12020/21 Q22020/21 Q32020/21 Q4 2020/21

mmmm Number of missed collections = %% rectified within timescale




Average time for PCN Challenges (days)

Q1 2019/20 Q2 2019/20 Q3 2019/20 Q4 2019/20 Q12020/21 Q2 2020/21 Q3 2020/21 Q4 2020/21

% of phone calls abandoned

6.6
4.4

3.9
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