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Compiled by Corporate Governance Team; Business Improvement  
 

RESPONSES TO RECOMMENDATIONS FOR Q1 PERFORMANCE REPORT 

Additional commentary from Cllr Fry in red text 

 
 
A. RECOMMENDATION 1 
 

There should be clarification about which, if any, of the corporate 
performance indicators include data from Oxford Direct Services or 
Oxford City Housing Limited and the way in which these were used, 
particularly in reference to whether under measure BI001 (percentage of 
Council spend with local businesses) Oxford Direct Services is recorded 
as a recipient of Council spend, a contributor to Council spend or both? 

 

Response from Caterina Abrusci 
 
The figure BI001 records the Council spend with local business and this does 
include the spending with Oxford Direct Services. 

Supplementary Question Submitted by Councillor James Fry 
 

BI001 – Are Council Companies considered to be local businesses in these 
figures? If so, it would be good to know how much of this figure is represented 
by ODS and the Housing Company. 

  
 Response from Caterina Abrusci: 
  

The total spend of the Council with local businesses for November 2019 
is 73.18%. This figure includes ODS, ODSTL and OCHL. Taking out these 
clients, the total spend of Oxford City Council with local business is 
31.37%. 

Further response from Councillor James Fry 

I recommend that we request separate targets (a) for all local 
businesses (including Council companies, as now) and (b) for other 
local businesses, i.e., a target higher than the 31.37% stated here for this 
group. 

 
B. RECOMMENDATION 2  
 

That the wording of measure ED002 (Implementation of measures to 
reduce the City Council’s carbon footprint by 5% each year) should be 
reviewed and that information on the methodology for calculating the 
Council’s anticipated carbon footprint be made available to members of 
the Scrutiny Committee. 
 
Response from Paul Robinson 
 
The carbon data we report, and measures we implement to reduce carbon 
under ED002, cover the estate and operational work of the main Council and 
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ODSL and OCHL (emissions associated with office, vehicle, and plant use in 
the main). 
 
Recommendation: Change measure wording from 
 
ED002 (Implementation of measures to reduce the City Council’s carbon 
footprint by 5% each year) 

to 
 

ED002 (Implementation of measures calculated to reduce the City Council’s 
carbon footprint by 5% each year below what it would otherwise have been). 
 
On the further comments about the methodology, I think that the Procedure 
Note with reference to the latest Carbon Management Plan (CMP link is 
included within the Proc Note document) does fully explain the methodology 
employed.  
 
However the existing CMP link is to a file on the M:\ drive, which Councillors 
may not be able to access. Access by Councillors could be ensured by 
changing the link to the version of the report on Council public website – 
which is available for anyone to view….. 
https://www.oxford.gov.uk/downloads/download/552/carbon_management_str
ategy 

 
With access to the CMP then the methodology used for ED002 is explained 
fully I think. 
 
It is important to note that reporting on actual greenhouse gas emissions 
arising each year from Oxford City Council energy and fuel use from its estate 
and operations is reported annually, separately. This is done according to a 
statutory duty placed on the Council from central government since 2014. 
Reports on 17/18 and previous years can be found here…  
 
https://www.oxford.gov.uk/info/20062/carbon_reduction_and_energy_saving/9
73/greenhouse_gas_ghg_emissions_report 
 

Further response from Councillor James Fry 

My view may be controversial, but a 2% premium seems a very low incentive 
to encourage more renewable power generation. Are we getting the return we 
are assuming in terms of generating extra supplies of renewable electricity 
from this payment?   
 

C. RECOMMENDATION 3 
 

That indicator LP220 (The number of people from the Council’s target 
groups using its leisure facilities) be supplemented with two further 
measures: i) revenue vs previous periods, and ii) progress against 
maintenance targets.  
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Response from Lucy Cherry: 
 

Measure LP220 (The number of people from the Council’s target groups 
using its leisure facilities) 
The organisation agreed for this to be retained as a corporate measure for the 
reporting period 2019/20. The Council has strong baseline data that supports 
visualising direction of travel (+ / -) and (where needed) to challenge 
improvement by Fusion. The measure should remain in 19/20.  
 
Consideration could be given to place this as a Service Measure in 2020/21. 
However, this would be an organisational decision and should also consider 
and reflect wider contractual KPI requirements. 

 
Progress against maintenance targets 
A prudent output KPI and the Council would need to agree with Fusion how 
this could be measured and reported (self-reporting by Fusion). 
The Agreement for the continuous development, management and operation 
of leisure services in Oxford could be reviewed to consider alternative 
opportunity for KPI amendment.  
 
If there is desire to progress this approach this may require a contractual 
variation. As such, it would be prudent to consider any impact on the contract 
financial schedule. 
Satisfaction elements do currently include building condition and cleanliness, 
which is already a helpful and industry wide KPI. 

 
Further response from Councillor James Fry 

Even if maintenance does not specifically come into the contract, it would be 
good to have some indication of progress made with maintenance, since the 
quality of service is a very important aspect of competition with rival gyms and 
swimming pools. 
 
Could we not request, for example, rather like NHS waiting times, an indication 
of the waiting times for maintenance items flagged up for attention by the 
centres, i.e., x% of items waiting over 1 month; 3 months; 6 months; and over 
12 months for attention?  

 
Revenue vs previous periods 
Under the principles of the contract revenue is a risk for Fusion, they also 
retain all revenue under the terms of the contract. It is an output based KPI 
and the Council should be encouraging measures for outcomes. This 
suggests there is no added value of having Revenue vs previous periods as a 
KPI. 
 
Furthermore, a measure of this type would be public information and as such 
may breach the contract Commercial Sensitivity clause. 
The current contract is very input versus output based. However as part of the 
work for Fusions 2020/21 Service Plan and through the Leisure Partnership 
Board, the Council could perhaps look to work with Fusion to agree more 
outcome based KPI’s (at no additional cost to either partner). 
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Further response from Councillor James Fry 

In view of the fairly recent experience where user numbers were reported as 
having soared while revenues changed little, due to a change in the 
measurement of numbers of users, it would be good to have an overall idea of 
revenue growth year-on-year vs. the growth in numbers, to give greater 
reassurance about the robustness and reliability of the user data. 
 
In view of the fairly recent experience where user numbers were reported as 
having soared while revenues changed little, due to a change in the 
measurement of numbers of users, it would be good to have an overall idea of 
revenue growth year-on-year vs. the growth in numbers, to give greater 
reassurance about the robustness and reliability of the user data. 
 
D. RECOMMENDATION 4 

 
That measure CoS031 (Effective delivery of the capital programme) be 
changed to either i) disbursements, or ii) contractual commitments as a 
percentage of budgetary targets.  

 
Response from Hagan Lewisman 

 
We had recently discussed this measure in the service area managers 
meeting and we were potentially looking to discontinue this given that there is 
now a corporate PMO office in the Council monitoring projects. 
It does reflect milestones and I will follow this up. 
 
Response from Nigel Kennedy:   
To be clear the measure CoS031 is just in relation to Community 
Services and is not a target for the corporate capital programme.  In this 
respect Hagan’s response to the original recommendation is accurate in 
that the PMO will be picking this up. 

 
If Cllr Fry is referring to the Corporate measure agreed by the Finance 
Panel of 80% of original Capital Budget to be spent.  This is reported 
quarterly to the Cabinet and Finance Panel. 
  

Further response from Councillor James Fry 

Given the priority attached to getting realistic estimates of capital spending 
within the Budget, to avoid large “positive variance” from delayed projects, I 
suggest that performance against the 80% corporate measure mentioned by 
Nigel is also included in the Quarterly Performance Report to ensure that it is 
known by the Scrutiny Committee. 

 
E. RECOMMENDATION 5 

That in light of the challenges facing the Welfare Reform team, WR001 
(Number of people moved into work by the Welfare Reform Programme) 
is no longer realistic and that a revised target be agreed. 
 
Response from Paul Wilding 
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Recommendation: To reduce the WR001 target by 25% to reflect the 
reduction in staffing.  

 
F. RECOMMENDATION 6 

That in light of the growth of Universal Credit and the increasing 
influence factors external to the Council have on the delivery of this 
criterion that Cabinet considers whether indicator CS054 (Time taken to 
determine DHP applications) remains fit for purpose 
 
Response from Paul Wilding 
 
Recommendation: To leave the CS054 target as it is for the remainder of the 
year, but to use the narrative to the measure to show the different assessment 
times for Universal Credit cases and Housing Benefit cases. I would propose 
to change this measure for next year, effectively splitting it in two. 
 

Supplementary Question Submitted by Councillor James Fry 
 

I can understand Paul’s comment, but was going to ask whether we face any 
penalties for moving above 10 days, other than having more worried 
applicants? Since this is a non-Statutory duty (as far as I know), I imagine that 
there is no penalty. 
 
Response from Paul Wilding: 
 
There are no penalties applied for going over 10 days 
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Performance Summary Quarter 2 
Green = target met Scrutiny Committee Trends compare relative performance with 

Amber = within tolerance Prd: previous month 

Red = outside tolerance  Prev Year End: previous March 

September-2019 Year on Year: the same period from the previous year 

Measure Owner Result 
2018/19 

Latest Data Year End 
Target 
2019/20 

RAG Trends Comments 

Ref Description Target Result Prd 
Year 
on 

Year 

BIT019i BIT019i: % all contact 
carried out online 

Helen 
Bishop 

37.1% 38.0% 43.4% 38% G On target. 

WR001 WR001: Number of 
people moved into 
work by the Welfare 
Reform Programme 

Paul 
Wilding 

44 
 Number 

25 
Number 

23 
Number 

50 
Number 

A The target for this measure is currently being 
looked at and may be reduced for the next 
quarter to a more realistic figure.  

BV009 BV009: Percentage of 
Council Tax collected 

Tanya 
Bandekar 

97.72% 48.87% 56.52% 97.75% G As at 30/09 we were a little over £1m short of 
the profiled collection target. However it is the 
time of year when the debit is at its peak due to 
exemptions being low. When the new academic 
year students are registered for Council Tax, 
exemptions will rise and the debit fall. We 
remain ahead of last year's collection rate that 
was 56.44% at this time. 

BI001 BI001: The % of 
Council spend with 
local business 

Amanda 
Durnan 

67.34% 9.00% 74.67% 54% G We have exceeded our requirements for this 
quarter. We continue to try to increase local 
spend by requesting stakeholders to include a 
local supplier when tendering, however, this is 
dependent on the requirements, and the locality 
of the head office of the Supplier. 

CS004 CS004: Enquiries 
resolved by customer 
service centre without 
hand off Helen 

Bishop 
94.44% 90.00% 94.45% 90% G 

On target. 
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See my comments on this issue in the 
Q1 report; however, I take the point 
about defining what is local.

Commentary from Cllr Fry in red text
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Measure Owner Result 
2018/19 

Latest Data Year End 
Target 
2019/20 

RAG Trends Comments 

Ref 
Description 

Target Result Prd Year 
on 

Year 

CH001 CH001: Days lost to 
sickness 

Paul 
Adams 

7.60 
days 

3.25 
days 

3.43 
days 

6.50 
Days 

A The year-end projection of absence per FTE 
across all service areas remains slightly above 
the Council target absence rate for 2019/20 of 
6.5 days per FTE, with 4 service areas having 
higher projected out-turn absence rates: 
Business Improvement; Community Services; 
Financial Services and Housing Services. The 
HR Business Partners continue to work with the 
relevant line managers to review absence cases 
to ensure that appropriate management 
interventions are in place to effect an early 
return to work, and reviewed to ensure the plans 
have been effective. In addition a further training 
course for line managers (Absence 
Management in iTrent) is scheduled for October, 
following the good feedback from line managers 
that attended earlier sessions. This intervention 
will be supplemented by training for line 
managers that will be focused on applying the 
Council’s sickness absence policy/procedures 
as well as the effective use of the occupational 
health services provided by PAM Limited. This 
training will be developed early in the New Year 
for roll-out towards the end of Q4.  

CS054 CS054: Time taken to 
determine DHP 
applications 

Paul 
Wilding 

12 
Working 

Days 

10 
Working 

Days 

12 
Working 

Days 

10  
Working Days 

R This measure is currently being looked at and 
may be replaced with a more helpful measure 
that reflects the growing complexity of the cases 
we are required to assess. 

CS025 CS025: Percentage of 
Business Rates 
Collected 

Tanya 
Bandekar 

98.14% 49.25% 58.50% 98.5% G Collection of current year Business Rates 
continues to be comfortably in excess of the 
profiled targets. By 30/09 we had collected 
£62.8m that equates to 58.05% of the £107.1m 
debit for the year. We had collected £1.5m in 
excess of the 30/09 profiled target and were well 
up on last year's equivalent result of 57.14%. 
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A good suggestion
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Measure Owner Result Latest Data Year End 
Target 
2019/20 

RAG Trends Comments 

Ref 
Description 

2018/19 Target Result Prd Year 
on 

Year 

ED002 ED002:Implementation 
of measures to reduce 
the city council’s 
carbon footprint by 5% 
each year 

Jo 
Colwell 

446  
Tonnes 

150 
 Tonnes 

191 
Tonnes 

408 Number G REGO certified green electricity purchased at 
prevailing grid intensity for 2019/20 - annualised 
figure = ca 107tCO2. Solar Car port project at 
Leys Pools - contract close to signature - and 
pending start date for recommencing project. 
Avoided energy overspend from energy billing 
checks/in-house energy bureau. 55 closed 
queries with a total value of £10,628.45 for the 
financial year to date. 

LP119 LP119: The number 
people taking part in 
our youth ambition 
programme 

Ian 
Brooke 

6,155 
Number 

3,000 
Number 

3,012 
Number 

6,000 Number G The holiday activities data is now mostly 
confirmed. The results over the summer period 
have been quite strong which means we are 
now aligning with our cumulative target. It is 
important that the team focus on the positive 
work around the CIZ and capacity building 
through the various funding pots to ensure we 
continue maximise our impact. 

CS003 
CS003: Customer 
calls answered on the 
council’s main 
telephone service lines 
without hanging up 

Helen 
Bishop 

94.10% 95.00% 94.41% 95% 
A 3 

Our performance in September was strong, 
answering 94.41% of calls, only just missing our 
95% target. Compared to August the number of 
calls received increased by 2397. Our 
automated missed bins service answered 486 of 
these without the customer needing to speak to 
a Customer Service Officer. ODS tightened up 
on their bins process, refusing to collect any 
bins that were classed as contaminated. This 
increased our call volumes for the 1st few 
weeks of September whilst this process bedded 
in. 
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Measure Owner Result 
2018/19 

Latest Data Year End 
Target 
2019/20 

Rag Trends Comments 

Ref Description Target Result Prd Year 
On 

Year 

FN045 Percentage of 
overpaid Housing 
Benefit collected 

Tanya 
Bandekar 

Not 
Recorded 

1,500,000 
% 

1,293,902 
% 

3,000,000 
% A 

In Sept we collected £224k of overpaid Housing 
Benefit. The majority of this was by deductions / 
offsets of Housing Benefit.  Our year to date 
cumulative result is a little under £1.3m. 

LP220 LP220: Number of 
people from our target 
groups using our 
leisure facilities 

Ian 
Brooke 

775,703 
Number 

399,500 
Number 

374,439 
Number 

798,970 
Number R 

Targets set for the reporting year were 
ambitious the leisure market remains highly 
competitive with a number budget and boutique 
gyms. The Council are working closely with 
Fusion Lifestyle to continuously improve their 
targeted outreach work across the city's 
communities. This includes the introduction of 
additional partnership work and marketing and 
Communications Steering Groups. 
The Sport England Active Lives survey shows 
that Oxford has gone from being one the least 
active places in the country to one of the most 
active. This is down to very strong leadership by 
the City Council, effective partnership working, 
well-coordinated activities and improved 
facilities. 
The work of the Vibrant Active Communities 
steering group and effective community 
engagement will help further inform what and 
how services are provided. 

CoS031 CoS031: Effective 
delivery of the capital 
programme 

Ian 
Brooke 

Not 
Recorded 

82% 82% 

 This measure is currently being looked at given 
that there is now a corporate PMO office in the 
Council monitoring projects.  
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See comments in the Q1 report 
dialogue regarding general 
delivery of the capital programme. 
This CoS031 measure that refers 
specifically to Communities can 
probably be dropped.
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