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Report of  Strategy Manager 5

Subject Quarter 4 2016 - 17 performance report

Purpose

To report progress against the delivery of the corporate plan priorities and key
performance measures for quarter 4 of 2016 - 17.

Recommendations

To:

1) consider progress against the corporate plan priorities; and,

2) suggest future actions and / or reports to address any areas of concern.

Corporate and service priorities

The report helps to meet the corporate priority of achieving value for money
services.

Financial implications

The direct financial consequences of this report are none.
Ward/s All wards

Cabinet member Councillor Waters - Leader

Contact officers

Adam Clark 01603 212273

Background documents

None



Report
Introduction

1. This report sets out progress against the key performance measures that are
designed to track delivery of the corporate plan priorities. This is the eighth
quarterly performance report for the corporate plan 2015-2020.

2. The corporate plan 2015-20 established five priorities. Progress with achieving
these is tracked by forty five key performance measures. It is these
performance measures which form the basis of this report. Most of the
performance measures are available quarterly while some are reported six
monthly or annually to show general outcomes for residents.

3. Performance status for each of the performance measures is then combined
for each priority to show at a glance high level performance. This should
enable members to see where performance is improving or falling.

4. Performance is based around a traffic light concept where green is on target,
red is at a point where intervention may be necessary and amber a point in
between these two.

5. A copy of the full performance report can be found at appendix A.
Headlines

6. Overall performance this quarter shows a similar picture to last quarter with
four council priorities green and one amber. There are some areas where the
council is performing well and exceeding its targets. For example, all but one
‘Value for Money services’ indicators are green. Each of the performance
measures are provided within the relevant section of the performance report at
appendix A.

7. The following areas of performance are brought to your attention:

a) Atthe end of quarter 4, the timely processing of benefits measure remains
at 100%, maintaining the last two quarter’s strong performance.

b) There remains a high level of tenant satisfaction with the housing service,
standing at 86% against a target of 77%.

c) 100% of people who responded to surveys from the Money and Budgeting
Service agreed that their debt issues had become more manageable.

d) The % of residents feeling safe remained below target at 72.5%, against a
target of 77%. Although not always possible to identify causes of increases
or decreases in people’s feeling of safety, police data show that all
categories of crime within Norwich have been rising recently.

e) 93.9% of those surveyed were satisfied with their recent visit to a Norwich
park or open space.



f)

g)

h)

325 new jobs have been created or supported via council funded activity
during 2016/17.

Throughout 2016/17, 336 new businesses were created via local publically
funded schemes.

In quarter 4, the average number of days taken to re-let council homes
was 19 days, not meeting our target of 16 days. Performance was lowest
in January, with the effects of the Christmas closure taking effect, but
recovered in later months.

453 accident casualties on Norwich roads were recorded in the year to the
end of December, a further increase to last quarter. This is higher than the
anticipated level of 400.
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Integrated impact assessment

Report author to complete

Committee: Cabinet

Committee date: 15 March 2017

Head of service: Adam Clark

Report subject: Quarter 3 performance report 2016/17

Date assessed: March 2017

Description: This report sets out progress against the key performance measures that are designed to track
delivery of the Corporate Plan priorities for quarter 3 of 2016/17.




Impact

Economic Neutral | Positive | Negative Comments
(please add an ‘x’ as appropriate)

Finance (value for money) % D D

Other departments and services

e.g. office facilities, customer & D D

contact

ICT services |X| D D

Economic development % D D

Financial inclusion & D D

Social Neutral | Positive | Negative Comments
(please add an ‘x’ as appropriate)

Safeguarding children and adults % D D

S17 crime and disorder act 1998 |X| D D

Human Rights Act 1998 X [ ] [ ]

Health and well being |Z| D D

Equality and diversity Neutral Positive Negative Comments

(please add an ‘x’ as appropriate)

Relations between groups
(cohesion)

B

[]

[]



http://www.community-safety.info/48.html

Impact

Eliminating discrimination &
harassment

X

[]

[]

Advancing equality of opportunity

Environmental

(please add an ‘x’ as appropriate)

Transportation

X

[]

[]

Neutral

Positive

Negative

Comments

Natural and built environment

Waste minimisation & resource
use

Pollution

Sustainable procurement

Energy and climate change

(Please add an ‘x’ as appropriate)

Risk management

XX | XXX

L O O

L O O

Neutral

Positive

Negative

Comments

X

[ ]

[ ]




Recommendations from impact assessment

Positive

Negative

Neutral

Issues

The range of council activity represented by this report means that it is not possible to identify the aggregate impact; this is covered by the
individual impact assessments that are conducted as part of routine council business
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Comments

This quarter completes the 2016-17 performance reporting. As with last gquarter, 4 of 5 corporate pricrities are on track overall, with just 'safe, clean and low carbon’ city showing amber. This means
that we are performing well across the vast majority of our services, despite resource challenges; for example, all but one measure under "value for monay services' is green and new jobs and
business figures show that the city continues to thrive economically.

At the same time, most of our key indicators that relate to vulnerable residents, such as preventing homelessness, timely processing of benefits and increases in wellbeing due to money advice are
also performing well. Of course there are big challenges faced by many of our public sector partners so we will continue to keep an eye out for how those service reductions impact on our residents.

Clearly the recent increase in road accident casualties is something we need to continue to address with partners, as is the reduction in levels of feeling safe in the city. However, reductions in CO2
emissions and satisfaction levels with parks continue to be very positive.

Green is on target, amber between target and cause for concern and red is cause for concern.
For more information please contact the Strategy & Transformation team on ext 2535 or email strategy@norwich.gov.uk
Key to tables (following pages) :

RAG - Red, Amber, Green; DoT - Direction of Travel: a green upward arrow signifies an improvement in performance compared with the previous reporting period, a red downward
arrow shows a drop in performance and a blue horizontal arrow shows no change. YTD - data shown is for the (financial) year to date
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RAG Actual Target RAG
Measure Actual « Target Status DoT YTD YTD YTD Date Measured

21.5% 25.0% A o 21.5% 25.0% A 04/16

Comments: We have seen an increase from 17.7% in 2010/2011 to 21.5% in 2014/15 meaning that we have nisen from 10th to 7th in the national ranking of local authonties on this measure. The percentage of

adults cyeling for utility purposes at least three times a week has shown an increase from 6.7% in 2012/13 to 12% in 2014/15, raising us from 11th to 5th highest local authority on that measure. We have also

seen a significant increase in cycling at the count locations across the city councils area. This information was gathered before the completion of the pink pedalway or the publication of the second edition of the

cycle map, which we expect will further boost the figures, bringing us closer to our ambitious target for next year. The extra monitoring infrastructure that is being installed through the cycling ambition programme

will allow us to improve the performance measure for the next reporting period.
o ay ~ ) ~ . y

fgllégﬁg..:- of people satisfied with waste 85 0% A « 73.4% 35.0% A 0317

Comments: The number of responses is still too low (10) for the results to have any signiﬁcance. We are looking to add a link to the survey on the new online reporting tool (Jadu), which has just gone live.
SCLO7 Number of accident casualties on
Y — 400 Fy B 453 400 A 0317

Comments: It is disappointing to see a slight rise in the number of casualties since September 2016 which is being closely monitored. At present there remains an overall downward trend in the number of
casualties.

Council's area

- Measure Actual Target I;i?aﬁls DoT #Tcltjual :-?-Elet ETAE); Date Measured
- BCLO1% of streets found clean on inspection ~ 920% 94.0% [ L4 90.9% 94.0% - 0317
Comments:

In all 306 sites across the city were surveyed in March 2017, With regard to littering three transects were graded C- (Morello Close, Morello Close alleyway and Morthfields) and five sites were graded C.

The survey revealed that the areas with the highest percentage of detritus were In areas with prevalence for parked cars and other highways. Of the sites surveyed, one was graded at D this was Northfields.
Twelve sites were graded at C and seven graded at C- .

QOut of the 24 transects that failed for either detritus or litter, all bar 4 sites have now been cleaned and brought back up to an A grade standard- the remaining four sites are due for cleaning within the next 14
days.

+ SCLO3 % of people feelingsafe ~ 725% 77.0% e L 75.0% 77.0% [ 03/17
Comments: The % of people feeling safe remains under target this quarter. Norfolk Police report that crime in Morwich has risen and across all categories. While this increase remains within police expected
levels, this will be reflected in people's perceptions of safety. Operation Gravity, the police and partners' response to organised drug related activity in Morfolk, remains active and receives regular coverage in the
media. While the publicity highlights Operation Gravity successes, the high profile nature of increased criminal activity will also impact on people's feelings of safety.

- 99.0 ® | 407.7 402.0 & 0317

We are working together with the Morfolk Waste Partnership to increase awareness of the costs of waste and to promote the 'Reduce, Re-use, Recycle’ agenda.

Comments: N.B the figures reported are for Q3.

We cannct 'buck’ the national trend in higher levels of waste but our actions do contribute to alleviating the overall effects.

Since we last measured this indicator we have seen a seasonal rise in waste levels.



RAG Actual Target RAG

+ Measure Actual Target Status DoT YTD YTD YTD Date Measured
SCLO5 % of food businesses achieving safety 96.0% 90.0% o «~ 96 0% 90.0% & 0317
compliance b0 . ! I

Comments:

The hygiene standard of food premises in the City remains steady at approximately 36%.

Q 1 1 o

El{rlel_e[iﬁ ¥ of residential homes on a 20mph 39.3% 38.0% o - 39 3% 38.0% e 0317

Comments: The target for the number of households included in a 20mph area has been exceeded. Work continues to include yet more streets within a 20mph area
SCLO9 CO2 emissions for the local area 13 5% 2.4% ' L 13.5% 2.4% - 04/16

Comments:

SCL10 CO2 emissions from local authority 87% 2 99, e P 8.7% 2 99, e 04116

operations
Comments: Using the 2015 DEFRA conversion factors, Norwich City Council has made an additional 8.7% reduction in its carbon emissions taking the total reduction to 39.5% saving against its target of 40% by
2019.
EI%I‘:L ‘L ‘;;":Q ?f people satisfied with parks & open 75.0% a & 92 1% 75 0% N 0317
Comments: We are continually working collaboratively with joint ventures to look at improvements and efficiencies. We are also working with and developing relationship with Friends groups to improve what is
delivered.

SCL12 Percentage of people satisfied with their 78.0% N po ac 39, 75.0% N 0317

local environment
Comments: People's satisfaction with the lecal environment continues to be above target and has increased for the third quarter in a row which is very positive.
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Actual Target RAG
Smtus DoT YTD YTD YTD Date Measured

60% & k| 70% 60% L a3nT

Comments: 18 green, & amber. In & cases this is due to overspend, in one case this is due to delayed completion of project, and in the other case due to on-going contractual dispute with a supplier over the final
cost of works.

Comments: We continue to make progress with the implementation of the Heritage Investment Strategy. The officer implementation group is meeting more regularly (policy 1), historic building training for Morfolk
Museums Service staff has been provided by NPS and is being organised for NP3 staff and council managers (policy 2, 5 and 6), asset registers held by NPS will be updated with the stewardship status of certain
buildings (policy 4), community infrastructure lavy funding is almost secure for Castle Gardens (project 1), a feasibility study has been commissioned for the Halls (policy 5), Mile Cross Gardens landscape project
is progressing well (project 8) and the Waterloo Park Pavilion will soon be occupied by Britannia Enterprises. Funding for condition surveys and less urgent repairs remains tight.

+ Measure Actual Target

RAG Actual Target RAG
- Measure Actual Target Status DoT YTD YTD YTD Date Measured

- 5 2
by council funded activi 200 -« - 325 300 -« o3t

Comments: The two teams in the council which, in the main, contributed to this target are Economic Development and Planning through advice andfor, relationship management.
The target is 300 so this has been achieved. The local economy has performed well in the past year unemployment has fallen and employment has increased.

PVC1 Mumber of new jobs created/ supported

PVC3 Amount of funding secured by the council

for regeneration activity (£ thousands ZEl - ad = Ll - Leil

Comments: £4.166M in total for 2016/7. Funding is from DfT through the Cycle City Ambition Grant. This funding has already been received.

There is the Local Growth Funding allocated to the Westlegate/Golden Ball Street project and other projects in the Transport for Norwich programme . The funds have been allocated to county but are funding
regeneration activity within the city’s boundary but have not been included in the total.

100 x L 336 100 x 0317
Comments: 336 new businesses have started through local publicly funded schemes delivered by both the Mew Anglia Growth hub and NWES.

100% x L 100% 100% x 0317
Comments:

PVCE Planning service quality measure 83% - ¥ 91% 83% Py 0317
Comments: We aim to be able to report on the planning service quality measure during 2017-18 once the system to monitor planning service quality developed by PAS (Planning Advisory Service) has been
confirmed as still supported and is configured for our use. The result reported here is a proxy using the planning performance measures reported to central government i.e. speed of processing of Major, Minor
and Other applications. It is hoped that outputs later in 2017-18 will appear in a different format and will include measurements of speed, as part of a broader measure. However, this will be dependent on the
receipt of information which is outside the council's full control as information will be processed via PAS and the successful operation of the new guality measures.

PVC8 % of people satisfied with leisure and

cultural facilities 90.0% - L4 95.4% 90.0% - 0317

Comments: Riverside Leisure Centre has maintained "Quest Excellent”, the UK guality scheme award for sport and leisure and the Norman Centre was awarded UK Active Code of practice accreditation.
11,200,000 x . ] 11,405,800 11,200,000 x 04116
Comments: Figure includes day trip visitors as well as staying visitors. Norwich continues to do well as a tourist destination as brand and identity awareness rise due to a combination of successful marketing
campaigns and PR via VisitMorwich and Visit Morfolk over the last few years. The number of staying visitors is decreasing but this could be attributed to the relatively low numbers of accommaodation rooms within
the city council area, and the high occupancy levels attnbutable to business stays in the city (not counted in tounsm figures).
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Actual Target RAG

+ Measure Actual Target DoT YTD YTD YTD Date Measured

Smtus
-95% 12.0% A # -95% 12.0% A 0317

Comments We are able to confirm that all contracinrs are Living Wage compliant and two Commissioning partners are working towards paying 100% of their employees the Living Wage. The emphasis of the
Council's work in this area is now shifting to that of encouraging other employers in the City to become Living Wage accredited employers by working with Community Leaders across the City and wider environs.
The current indicator is calculated using absolute numbers of suppliers, but as the number of suppliers has decreased, this has led to an decrease in the number paying a living wage. The calculation method for
next year has been amended.

RAG Actual Target RAG
» Measure Actual Target Status DoT YTD YTD YTD Date Measured

- 100% & . | 93% 100% @ 0317

Comments: The reducing inequalities action plan themes around social value, locality working and addressing financial exclusion have been largely delivered, with some slippage in other areas due to resource,
hence an amber status. However, the collaborative approach to the programme, has realised additional opportunities during the year, such as our successful work around pupil premium take-up in Lakenham.

RAG Actual Target RAG

+ Measure Actual Target Status DoT YTD YTD YTD Date Measured
FAC2 % of people saying debt issues had
become manageable following face to face 100.0% 86.0% r L 100.0% 86.0% P 4 a3nv
advice

Comments: The statistics show clearly that there has been a 100% increase in people reporting an improvement in their wellbeing after receiving advice and assistance with managing their problem debts. Money
Advise and Budgeting Service (MABS) manner of working is close and intensive work with individuals which, as they gather confidence over time can be reduced. By its nature it can therefore show a low number
of clients but very successful.

This will be the last time we will be using this exact measure as MABS are the only group we are specifically funding to deal with debt agencies and we are therefore extending this to increase the base which we
£an measure.

FAC3 Delivery of the digital inclusion action 60% - & 65% 60% o 0317
Comments: Performance is on target. We have launched new Digital Hubs to join our existing network and have promoted them on our website and through our Citizen and TLC magazines. Volunteer recruitment
is strong and consistent, with new volunteers being trained regularly. Volunteers are placed in the community supporting a wide range of learners with individual needs. We have worked with our colleagues in
Sheltered Housing to make more communal rooms connected, and ensure that regular support is available for tenants and people living locally. This offer will be developed throughout the year. We are beginning
to work with more of our staff to promote the sharing of digital knowledge and skills in the community through a roll-out of digital skills coaching training, which will be delivered throughout 2017/18. And we
participated in a successful Jobs and Skills Fair in the city through cocrdinating a Digital Zone where we supported people to job search and apply online.

100.0% x b 100.0% 100.0% x 0317
Comments: Claimants still face pressures from welfare reforms and other economic factors and processing housing benefit within target helps to support those claimants. Performance has been strong this year
processing new claims and changes in a timely manner as well as ensuring discretionary housing payments are well managed and support provided to those in need. Appeals are also turned around promptly to
ensure there is certainty provided at the earliest opportunity.

FAC5 No of private sector homes where council 434 150

4 | 434 150 - 037

proved energy efficiency (YTD
Comments: In quarter 4, private households were helped with 111 energy efficiency measures for their homes. This constituted completed cavity wall insulation, loft insulation, energy performance certificates and
boiler repairs. In addition to this we gave out 100 winter wellbeing packs to vulnerable customers which contained small insulation measures such as draught proofing tape and radiator foil
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DoT Actual Target

Measure Actual Target Status ¥YTD ¥YTD ‘I’TD Date Measured

180 A L 38 1580 A 037

Comments: We are on our way to meeting the five year target but delivery is not linear. Work has begun on 105 new dwellings at Goldsmith Street and will commence soon on 18 at Threescore. 39 further units
are planned for Threescore subject to a decision by Norwich Regeneration Ltd on how it wishes to proceed with later phases. 10 new units have just been accepted at Hansard Close and a further 12 units are
being purchased on a site in Northumberland Street. The programme is therefore well on its way to achieving the cumulative target.

RAG Actual Target RAG
- Measure Actual Target Status DoT YTD YTD YTD Date Measured

100% @ k| 9% 100% @ 0317

Comments: We have maintained our commitment to the Healthy Norwich partnership with the Clinical Commissioning Group and county council partners. This has resulted in successful delivery of projects to

tackle smoking, unhealthy lifestyles and fuel poverty, with a focus on health inequalities. Although we have not delivered everything in the year's action plan, other additional initiatives (such as our "Social
Prescnbing’ pilot) have ansen during the course of the year, which support the wider agenda.

+ HCH2Relettimesforcouncilhousng 19 6 ® N 16 o & 037

Comments:
211 homes were let in the fourth guarter, taking the total number of relets to 1086 for the year 2016-17. The average relet time for the quarter was just over 18 days for both general needs and sheltered. The
lowest performance was in January, with the Christmas closure being a factor, followed by performance recovering in February and being back on target in March. The average relet time for the year as a whole is

16 days, meaning that target has been achieved.
- ® e . o © e o7

RAG Actual Target RAG
- Measure Actual Target Status DoT YTD YTD YTD Date Measured

HCHO3 No of empty homes brought back into 4 4

Comments: Annual target exceeded

Comments: Slightly below the target of 90% but not of concern.

HCH5 Preventing homelessness 60.3% 55.0% - & 62 2% 55.0% I 4 0317
Comments:

While external facters such as cuts to other services are undoubtedly creating pressure en our housing options team, our prevention-focused approach continues to meet and, in this instance, exceed target.
Future challenges such as the introduction of Universal Credit, the Homelessness Reduction Bill and cuts to support services will cause further pressure on our limited resources in the near future and in this
environment, such high performance may be difficult to maintain.

HCHT % of council properties meeting Norwich 97 7% 97 0% - & 97 7% 97 0% - 0317
standard =8 ’ - : : -

Comments:

Since the start of the Joint Venture, NPS Morwich and its contractors have installed 6979 new kitchens, 5037 new bathrooms, 4569 new heating systems, and rewired 2212 homes. We have also installed new

uPVC doors at nearly S000 properties. At the end of the year, 97.7% of the Council's housing stock met the Norwich Standard. ahead of the target set back in 2015. Waork, of course, continues and the remaining
few elements are already programmed for the coming financial years.

HCHB % of tenants satisfied with the housing 779 x - 26% S o 0317
service

Comments:

939 housing tenants have responded in the last 12 months to this quarterly local area survey run by customer contact. After a slight decrease in satisfaction in Q2 of 2016-17, there have been two quarters of
very strang performance, with satisfaction being well in excess of 87%. Rolling year-to-date figures also show a trend of improvement. This is a very pleasing and encouraging result.

HCH3 No of private sector homes made safe 100 x F ] 105 100 & a3/17
Comments: Annual target exceeded.
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RAG Actual Target RAG
Measure Actual « Target Status DoT YTD YT[SIIJ YTD Date Measured
VFM4 Avoidable contact levels 15.0% A L 30.2% 15.0% A E
Comments: We are continuing work with service areas to monitor and use the data captured in this measure and have seen an improvement in the levels of avoidable contact for this quarter. This quarter
represents the best for the year which is encouraging for the future. The target for next year has been increased to be more realistic and help support the work being done to improve the guarterly outturn. Other
work being developed around customer access and contact channels will ensure that the performance target set is appropriate and realistic.

RAG DoT Actual Target RAG
Status YTD YTD YTD

o . .
they received from the council i L - ¥ Bt Sl - Ll

Comments: The current methodology continues to deliver extremely high levels of satisfaction with improvement again in the latest quarter. In order to drive continucus improvement and identify areas for
transformation and savings it has been agreed that we will change the methodology of this measure for the coming year starting in Q1 17/18.

VFM2 Council achieves savings targets 2,300, ... i =9 2,300, ... 2,300, ... i 0317
Comments:
We successfully delivered a package of general fund savings of £2.3 million for 2016/17 achieving the target

Date Measured

- Measure Actual Target
VFM1 % of residents satisfied with the service

VM3 % of council pariners satisfied with the A A
opportunities to E.an;E with the council 84.0% 80.0% ol ~ 84.0% 80.0% ol 0317
Comments: We have continued to actively engage with a range of partners across all sectors in the city and are again above target on this annual measure of parinership satisfaction. The list of partners we invite
to take part in the survey is reviewed each year to ensure that it reflects those we have engaged with in the previcus 12 months
& VFM5 Channel shift measure 10.00% - : | 14.05% 8.00% - 0317
Comments: Work developing online self-serve forms and methods of contact have continued thls guarter and will see significant promotion in 17/18 in order to meet the stretched targets that have been set.
& VFMB % of income owed fo the council collected 95.0% o r 97.4% 95.0% o 0317
Comments: Ensuring timely collection of income due to the council is vital to support the ﬁnanmal pressure the council faces. Performance in this area has been good ensuring that income owed to the council is
collected when it is due.
VFMY % of income generated by the council . -
compared to ex) n-engiture ¢ —— ol ¢ 200 —— ol Lat
Comments: The quarter 4 outturn general fund income for 2016/17 financial year is forecast to equate to 49.6% of expenditure which is above the target of 44 2%. These are provisional figures pending the
finalisation of the accounts in June.
VFMS % of customers satisfied with the

63% 52% 4 +# 59% 52% 4 0317

I

opportunities to engage with the council
Comments: People's satisfaction with the opportunities to engage with the council continues to be above target and has increased for the third quarter in a row which is very positive.

VFM3 Delivery of local democracy engagement A -
plan 2 2 4 = 2 2 ” | a3y

Comments: Local democracy is vital to the democratic process. Local democracy week is a key feature in this indicator and giving local people the opportunity to find out more about the democratic process,
councillors and the council. The plan for this was successfully delivered.
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