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Result
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Year on Year

BIT019i
BIT019i: % all contact carried out online

Helen Bishop

38.5%

40.0%
37.0%

40.0%

A
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Overall performance (year to date) was 37.0%, with in-month performance for December at 40.5%
December saw a seasonal drop in overall contact volumes of 28.3% from November. 
For online transactions there was a drop of 11%. However, volumes were 16.5% higher than in December 2017, largely due to more webform submissions and online payments.
Seasonal drops in volumes for telephones (-28.3%) and face-to-face (-27.3%) were also seen, but with face to face having a higher volume than in December 2017
WR001
WR001: Number of people moved into work by the Welfare Reform Programme
Paul Wilding

65

 Number

31 Number
29
Number

42 
Number

A
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We remain on track to achieve our into work target this year.
BV009
BV009: Percentage of Council Tax collected

Tanya Bandekar

97.79%

85.00%
84.373%

98.00%

A
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The position remains as it was at the end of Nov. We are collecting more money than in 17/18, but due to the 5.7% tax rise from 01/04/18 and the fact that we now have more dwellings our collection rate is down on the 17/18 equivalent. As at 31/12 we were some £549k short of the monthly target. Revenues managers are concentrating resources on collection of all overdue amounts and we hope to get collection back on track before year end.
BI001
BI001: The % of Council spend with local business

Amanda Durnan

59.80%

54.00%
59.35%
54.00%

G
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This was originally submitted with some DS figures missing which have now been updated.  We’re continuing to watch this KPI to see how DS impacts the %.
Measure

Owner

Result 2017/18
Latest Data

Year End Target 2018/19
RAG

Trends

Comments

Ref

Target
Result

Prd

Year on Year

CS025
CS025: Percentage of Business Rates Collected

Tanya Bandekar

96.40%

84.00%
83.48%
98.50%

A
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December saw positive improvement in collection of the 18/19 debit. At the start of the month we were 768k short of the profiled target but this had reduced to £553k by the end of Dec. We collected 9.2% of the year's debit in Dec compared to 8.44% and 8.70% in the previous 2 months. Every effort is being made to get collection fully back on track by the end of the financial year.
CS054
CS054: Time taken to determine DHP applications

Paul Wilding

11 Working Days
10 Working Days
12 Working Days

10 Working Days

A
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The average assessment time for the year continues to drop now we are fully staffed. With the month average for December being just 5 days. We are set to be back within target by EOY.
CH001

CH001: Days lost to sickness

Paul Adams

8.69 

days

5.22 

days
5.31 

days
7.00 

days 

A
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The projected sickness absence across all service areas remains above the Council target rate for 2018/19. In addition to out-turn absence rates for a number of service areas being expected to remain above the target rate figure, detailed analysis of absence data for the same period in 2017/18 has also been completed. This process has revealed that the number of days lost to long-term sickness is substantially higher, but short-term absence is lower. In addition the number days lost to stress, depression, anxiety and mental health is significantly higher than for same period in 2017/18. HR Business Partners are meeting with relevant line managers in each of these service areas to review sickness absence casework and agree management interventions (including OHS referral and return to work arrangements) to reduce sickness absence levels. It is also anticipated that the recently launched Mental Health and Wellbeing Programme will, in time, have a positive impact on reducing absence due to mental health related absence as well as create internal resource and capacity to provide supplementary support at service level.
Measure

Owner

Result 

Latest Data

Year End Target 2018/19
RAG

Trends

Comments

Ref

2017/18
Target
Result
Prd

Year on Year

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

Paul Robinson
461  Tonnes
360 Tonnes
381 Tonnes
429  Tonnes
G
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Completion of SAC first floor wireless TRV project - estimated to reduce CO2 emissions by 2tCO2/yr

Various Salix funded and other CO2 reduction projects in process - Solar Car port at Leys pools, microCHP fuel cell installations, LED lighting project being developed for Town Hall misc conservation sensitive areas. Closed billing validation queries - year to date - 172 successfully closed queries equivalent to avoided spend of £28,942.89 -
LP119
LP119: The number people taking part in our youth ambition programme

Ian Brooke

6,022 Number

4,500 Number
4,848  Number

6,000 Number

G
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We are currently on target and have had a successful summer which is in part due to the good weather and improved promotion. The holiday activities / YA final figures for summer have now all been received and this has helped to show an increase on last year’s performance to date. The numbers in December generally reduce at this time of year.
CS003

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

Helen Bishop

95.49%

95.00%

94.19%

95.00%

A
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Compared to November the number of calls received reduced by 5207 although in general December is a quieter month due to the bank holidays. We continued to have resource challenges throughout December as we looked to recruit to 2 vacant posts. In addition from October, due to the implementation of Bartec the missed bins automated line no longer worked which meant an additional 15-20 calls per day have been routed into the Contact Centre. Our telephony provider Netcall are working closely with Bartec to resolve this issue with a planned completion date of Feb19.
Measure

Owner

Result
2017/18
Latest Data

Year End Target 2018/19

Rag

Trends

Comments

Ref

Description

Target

Result

Prd
Year On Year
FN045

Percentage of overpaid Housing Benefit collected
Tanya Bandekar
Not Recorded
83%
77%
83%
R
 SHAPE  \* MERGEFORMAT 



As expected Dec was a difficult month for collection. New overpayments identified totalled £222k whilst overpayments recovered, either by deductions of Housing Benefit, or by actual payments received, totalled £170k. The Dec result was thus 76.2%, down on the challenging target of 83%. The year to date result is currently 77.1%. Every attempt will be made over the three remaining months of the period to improve that result.
LP220

LP220: Number of people from our target groups using our leisure facilities
Ian Brooke
992,316 Number
440,215 Number
587,146 Number
586, 953 Number
G
 SHAPE  \* MERGEFORMAT 



 SHAPE  \* MERGEFORMAT 



Our leisure provider is continuing to report strong month on month growth for active participation visits and increased overall visits YOY. Fusion has pushed debtor collection & raising of invoices, continued to increase attention to gate access, reviewed block bookings numbers & there has been an increase in members usage; These have increased capture of data for usage.
CS004

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

94.48%

100.00%

94.10%

100.00%

R
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Again we were very strong in resolution of calls 1st time in December which meant that this would reduce the number of repeat calls from customers chasing resolution of their queries.
CoS031

CoS031: Effective delivery of the capital programme
Ian 

Brooke

Not Recorded

82%

81%
82%

A
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 The section 278 agreement is now with the County for approval. The approval of this will enable the final road junction works to be completed at site.

We are working through final feasibility on Bullingdon community centre until May 2019. Will be looking to go to CEB by September 2019.
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