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Purpose  

To report progress against the delivery of the corporate plan priorities and key 
performance measures for quarter 1 of 2018–19. 

Recommendations  

To: 

1) consider progress against the corporate plan priorities for quarter 1 of 2018-
19; 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, Strategy Manager 

Ruth Newton, Senior Strategy Officer 

01603 212273 

01603 212368 
  

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 thirteenth 
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 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. Methodological changes for some survey derived measures have been 

included to improve the robustness of the results as agreed at cabinet on 8 
November 2017. These include a new methodology and the weighting of 
measures that are derived from the Local Area Survey and a new text based 
methodology for overall satisfaction with council services. These improve 
accuracy but have an impact on reported performance, as can be seen from 
this quarter and previous quarters’ performance. 

 
4. The target that was agreed at the cabinet meeting of 13th June for ‘VFM8 – 

Percentage of customers satisfied with the opportunities to engage with the 
council’ was established based on erroneous 2017/18 data. However, after 
reviewing the correct data, a target of 54% would be more suitable for the 
indicator. This is the target included in the report at Appendix A. 

 
5. Performance status for each of the performance measures is combined for 

each priority to show at a glance high level performance. This should enable 
members to see where performance is improving or falling. 

 
6. 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. 

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

 

Headlines for quarter 1 performance  

8. Overall performance this quarter has decreased slightly since last quarter’s 
with two of the council priorities now showing amber (Safe, clean and low 
carbon city and Healthy city with good housing).However, there are still some 
specific areas where the council is performing well and exceeding its targets 
but there are some specific issues highlighted below. Each of the performance 
measures are provided within the relevant section of the performance report at 
appendix A. 
 

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



a) Accident casualties on Norwich roads has fallen even further this quarter 
following a period where they have remained high; efforts are underway 
with partners to consolidate this reduction. However, further data validation 
will take place to better understand why this reduction in incidents has 
occurred.   

b) There has been a decrease in performance on a number of customer 
satisfaction indicators, including satisfaction with parks and open spaces, 
with the local environment and satisfaction with opportunities to engage 
with the Council.  These remain under target following the change in 
methodology to a text survey. These will continue to be monitored to 
further understand any trends.  

c) There has been a gradual decrease over the last few quarters with 
residents satisfied with opportunities to engage with the Council and is at 
28% for Q1 2018/19. This is despite extensive engagement and 
consultation activity that the council has undertaken including the Norwich 
City 2040 vision, seeking views on various transportation schemes and the 
on-going work to involve council tenants in the work of the housing service.  
The data will be analysed to identify further opportunities to better engage 
with residents.  

d) One customer satisfaction indicator which is above target for the quarter is 
the percentage of people feeling safe. This indicator has had its target 
revised from 78% in 2017/18 to 60% for 2018/19. It was revised after 
reviewing a year’s worth of data using the new methodology to establish 
an appropriate target for 2018/19.  

e) The percentage of residential homes on a 20 mph street has not reached 
its target for this quarter. However, the number of homes in a 20mph area 
is still due to be met by the end of the year as a consultation is currently 
underway for speed restrictions in the northern suburbs, in Eaton and 
around Lakenham.  

f) This was the first quarter of the Digital Inclusion plan for 2018-20, and is on 
target for the year. This quarter saw the start of the Digital Hub at Norwich 
Job Centre Plus, offering popular weekly drop-in sessions and our main 
partner Voluntary Norfolk, has agreed to increase the targets for the 
number of learners and case studies as part of the program.  

g) Norwich City Council area has the joint lowest per capita C02 emissions 
(with Great Yarmouth) of any local authority in Norfolk at a level of 3.80 
tonnes per capita. This is an 11.6% reduction from the previous year.  

h) The number of visitors at Council run events continues to exceed the 
target and this is despite poor weather last year which impacted upon 
some events.  

i) Tenant satisfaction with the housing service is above target for the quarter. 
The survey is now a rolling survey done quarterly and will now offer a more 
timely assessment of tenant satisfaction.  



j) The number of private sector homes brought back into use has not 
reached its quarterly target for Q1. However, delivery is not linear and it is 
anticipated to meet the target in the coming quarters.  

k) The percentage of upgrades complete is below target for the quarter and 
this was because fewer heating, kitchen and composite door upgrades 
were completed than anticipated. These issues have been resolved and so 
better performance is expected in Q2 2018/19.  

l) Performance on the channel shift indicator is above target for Q1 but the 
indicator is currently being reviewed to help ensure the measure is as 
sustainable and as relevant as possible, to continue to deliver value for 
money and improve the customer experience.  

 

 

 



  

Integrated impact assessment  

 

 

Report author to complete  

Committee: Cabinet 

Committee date: 12 September 

Head of service: Adam Clark 

Report subject: Quarter 1 performance report 2018/19 

Date assessed: August 2018 

Description:  This report sets out progress against the key performance measures that are designed to track 
delivery of the Corporate Plan priorities for quarter 1 of 2018/19.  

 



  

 Impact  

Economic  
(please add an ‘x’ as appropriate) 

Neutral Positive Negative Comments 

Finance (value for money)          

Other departments and services 
e.g. office facilities, customer 
contact 

         

ICT services          

Economic development          

Financial inclusion          

Social 
(please add an ‘x’ as appropriate) 

Neutral Positive Negative Comments 

Safeguarding children and adults          

S17 crime and disorder act 1998          

Human Rights Act 1998           

Health and well being           

Equality and diversity 
(please add an ‘x’ as appropriate) 

Neutral Positive Negative Comments 

Relations between groups 
(cohesion)               

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


  

 Impact  

Eliminating discrimination & 
harassment           

Advancing equality of opportunity          

Environmental 
(please add an ‘x’ as appropriate) 

Neutral Positive Negative Comments 

Transportation          

Natural and built environment          

Waste minimisation & resource 
use          

Pollution          

Sustainable procurement          

Energy and climate change          

(Please add an ‘x’ as appropriate) Neutral Positive Negative Comments 

Risk management          
 



  

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 

 

 

 

 

 

 
 



APPENDIX A
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