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  Page No 

 

1.  MINUTES  
 

 

 To confirm the minutes of the meetings held on 26 February and 26 May 2015 
(SC.17 - SC.18 and SC.1 – SC.2), previously circulated. 
 

 

2.  APOLOGIES FOR ABSENCE  
 

 

3.  COUNCIL PERFORMANCE - QUARTER 4  
 

1 - 26 

 Report of the Director of Support Services and Deputy Chief Executive 
 

 

4.  MATTERS OF URGENCY  
 

 

 Any other business of which not less than 24 hours’ prior notice, preferably in 
writing, has been given to the Chief Executive and which the Chairman decides 
is urgent. 
 

 

 



 

HAMBLETON DISTRICT COUNCIL 
 
Report To: Scrutiny Committee 
  11 June 2015 
 
Subject: COUNCIL PERFORMANCE 2014/15 (QUARTER 4) 

All Wards 
 
 
1.0 PURPOSE AND BACKGROUND:     
 
1.1 The Council Plan which sets out the direction for the Council until May 2015 was updated at 

Cabinet in September 2014 as a result of the Council restructure and the changing needs of 
the community.  The Plan shows the Council’s goals and gives measurable outcomes in the 
form of the newly devised Council Key Performance Indicators (KPIs).  The Council’s 
approach to performance management is designed to ensure that priorities are effectively 
implemented, monitored and managed to achieve real improvements in the quality of life in 
the local community.   
 

1.2 The Council Plan for 2015-2019 is currently being developed for discussion with Members 
following the elections in May 2015.  It is expected that the revised edition will be submitted 
to Cabinet for approval in autumn 2015.  Appropriate strategic KPIs will also be developed 
to reflect the new Council aims and priorities.   
 

1.3 Cabinet agreed in March that, until the new Council Plan is approved, the existing plan 
should continue to operate, ensuring that priorities are effectively implemented and 
performance can continue to be monitored.   
 

1.4 This report provides the Scrutiny Committee with details on progress towards the Council’s 
aims together with information on actions to address areas of under-performance at Quarter 
4 2014/15.  The public has access to this information through these quarterly performance 
reports. 
 

1.5 The Council’s Performance and Risks are also reported quarterly to the Extended 
Management Team.   
 

1.6 The Annual Council Performance Report 2014/15 will be presented to Scrutiny on 9 July 
2015. 

 
2.0 LINK TO COUNCIL PRIORITIES:    
 
2.1 An overview of performance against each Council Priority is attached at Annex ‘A’.   
  
2.2 In summary, performance at Quarter 4, some 77% of measurable KPIs have performed on 

or above target for the year, with a further 18% performing within tolerance and just 5% 
falling below target.   

 
2.3 The KPIs not meeting performance in Q4 are:  
 

2.3.1 Increase resolution of enquires at first point of contact: Telephone 
 
 Whilst Customer Services achieved over 80% successful first point resolution for 

face to face enquiries in each quarter this year, an average of just 28.4% telephone 
enquiries were resolved towards a target of 50%.  With an average of 7,200 enquiry 
calls per quarter service demand continues at similar levels to 2013/14.   
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 Work is ongoing to increase first point resolution by the use of improved technology 

and task analysis to expand the number of services provided through the Contact 
Centre however, as reported previously, this will take some time to show results in 
the performance analysis.  Work continues into 2015/16. 

 
2.3.2  Undertake a fundamental review of all 15 HDC Services and report progress 
 
 Service process reviews are being undertaken in conjunction with Customer 

Records Management (CRM) and the project is now 35% complete.  Work has 
included the upgrade of the e-forms system and a thorough review, rationalisation 
and improvement to the forms in use (for example Leisure, Dog Wardens).   

 
 In 2015/16 the reviews will start to engage services in understanding the customer 

excellence culture and assessing current resource utilisation to achieve more 
efficient and effective transactions. 

 
2.3.3  Approve 12 hectares of employment land by March 2015  
 
 A cumulative total of 4.9 ha were delivered by the end of the year.    Performance 

against this target is demand driven and is entirely dependent upon the number of 
applications received.   

 
 What appears to be a failure to perform is a reflection of local demand.  The Council 

continues to encourage economic growth within the district and discussions with 
developers continue on an ongoing basis.   

 
2.3.4 Monitor tonnage by kerbside weight – plastic & cans  
 
 Although final exact figures are not yet available, estimates suggest that kerbside 

weights of plastic and cans collected this year have not achieved the target.   
 
 Customer confusion appears to impact this category with some uncertainty as to 

which type of plastics can be included in the collection and which can’t.  At present 
only plastic bottles are permitted.  This will be addressed with the new collection 
system from February 2016. 

 
2.3.5 Take that Step 
 
 A new partnership with Public Health and Hambleton, Richmondshire and Whitby 

Clinical Commissioning Group was created which has seen remarkable success 
with the establishment of ‘Take That Step’ Lifestyle Referral service.  The scheme, 
driven by the Communities Service area, works with people with health conditions 
and referred by a Health Professional, and received a remarkable 352 referrals in 
the first 7 months of delivery.   

 
 This initiative has been so successful it is being embedded into the coming year’s 

schedule of key Communities’ health programmes. 
 

3.0 CONCLUSIONS:  
 
3.1 Performance against the revised Council Plan key priorities are being managed and action 

plans have been developed to address areas of weaker performance to assist the Council 
to progress to meet the priorities.   
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4.0 RECOMMENDATION:      
 
4.1 It is recommended that the Scrutiny Committee considers the progress made at Q4 against 

the Council Plan for the year 2014/15, as detailed in Annex ‘A’. 
 
 
 
 
 
JUSTIN IVES 
 
Background papers:  Extended Management Team Report 2014/15 Quarter 4  
 
Contact:   Justin Ives  

Director of Support Services & Deputy Chief Executive 
    Direct Line No: (01609) 767022 
     
Author ref:   Louise Branford-White 

Head of Resources  
Direct Line No: (01609) 767024 
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