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REPORT OF ASSISTANT CHIEF EXECUTIVE
1. Purpose


1.1. To set out 2009/10 performance against the Council’s corporate priorities as measured by local and statutory performance indicators and to support the identification of areas/issues to be considered for specific and targeted improvement activity.
2. Recommendations

2.1. That:

· consideration is given to the overview of the Council’s 2009/10 performance
· areas/issues are identified for targeted improvement activity or which require further analysis of current performance
3. Information

3.1. To support the transition to the Council’s new priorities, performance indicators in the corporate framework have been aligned to these priorities for the 2009/10 end of year performance report.
3.2. For 2009/10 there are 398 indicators in the corporate performance framework made up of NIS, LAA and local indicators. The development of the Council’s new Priority Plans has delivered a reduction in the total number of indicators in the corporate performance framework for 2010/11 to around 260 indicators - composed of 180 indictors in the new Priority Plans plus 87 NIS indicators which we are required to monitor. For 2010/11, 18 NIS indicators have been deleted – these are highlighted in Appendix 1.

3.3. As well the indicators in the Priority Plans, we will corporately monitor and report progress against the actions within the Plans. A 2010/11 timetable for reporting against this framework is provided as Appendix 2.

3.4. In the current performance framework there are a number of indicators which rely upon the results of the 2009 Citizen Survey. A brief overview of the key findings of this survey are presented in Appendix 3.

3.5. As we are now at year end, internal audit will be undertaking their annual assessment of performance data using a risk based approach. The internal audits are due to take place in mid June in preparation for external audit at the end of June. The indicators that will be audited by external audit have not yet been identified.

4. Summary of performance for 2009/10


4.1
The key messages described below are based on the indicators monitored as part of the corporate monitoring framework in 2009/10.  A full copy of the Corporate Performance Health Check is available at http://www.telford.gov.uk/Council+democracy/Council+performance/
4.2
Currently, 232 out of 398 indicators have performance data and targets available.  There are a number of reasons for indicators not having either performance figures and/or targets with a significant number that are:
a. Survey indicators - for which targets were not set

b. Indicator where no data was available in 2009/10, and therefore no targets were set

c. Indicators where the production of the 2009/10 figure is later in the year and therefore not available at the time of producing this report, including partner indicators, such as PCT indicators.
4.3
Of the 232 indicators, we have achieved 53% of our targets (124 indicators).  57% of indicators improved performance (133 indicators) compared to 56% in 2008/09 and 30% indicators (69 indicators) deteriorated in performance.

4.4
Breaking this down further:

	Theme
	Targets met at year end 
	Improved at year end
	Deteriorated at year end

	LAA
	50% (15 out of 30)
	80% (24 out of 30)
	17% (5 out of 30%

	Priority Plan
	54% (96 out of 177)
	60% (93 out of 156)
	28% (44 out of 156)

	NIS
	54% (69 out of 129)
	59% (92 out of 157)
	31% (48 out of 157)

	All corporate indicators
	53% (124 out of 232)


	57% (133 out of 232)


	30% (69 out of 232)




5. ‘Priority’ Performance Summary

Active Lifestyles

2009/10 Performance summary table

	Total number  of PIs
	PIs where data and target are available
	% hitting target
	% improved from 2008/09
	% got worse from 2008/09

	11
	9
	44%

(4 out of 9)
	82%

(9 out of 11)
	18%

(2 out of 11)


5.1. Comments below focus on the Active Lifestyles Priority Plan, National and LAA indicators which will continue to be monitored in 2010/11.

	Areas of good performance
	Areas for improvement

	· Satisfaction with sports/leisure facilities has gone up this year – from 51% in 08/09 to 64% in 09/10.

· Satisfaction with library services has also improved – from 66% in 08/09 to 78% in 09/10.

· The number of visits to leisure facilities continues to rise and exceed target.  This is largely due to the increased swimming attendance as a result of the Free Swim Initiative and positive health and fitness performance.
	· We do not expect to achieve our target for Adult Participation in Sport (LAA) with latest performance at 18.6%.
· Based on the latest data we have for the Active People Survey , although there has been an increase in adult participation (19.9%) Results from the latest survey show a drop in the use of public libraries – from 42.9% in 08/09 to 34.5% in 09/10.

· Engagement in the arts has shown no change in performance, although it should be noted that this is the case for the majority of authorities this year.  An ongoing campaign to increase participation is planned.

· There has been a reduction in the number of young people participating in positive activities. Down from 67.9% in 08/09 to 61.2% for 09/10.


5.2. Comments below focus on 2009/10 indicators that are not Priority Plan, National or LAA indicators and will not monitored in the 2010/11 Corporate performance management framework. 
Areas of good performance
· The number of artist days commissioned through the arts service has exceeded target as a result of the amount of work commissioned through established partnerships.  Performance increased from 550 in 08/09 to 620 for 09/10.

Adult Care & Support
2009/10 Performance summary table

	Total number  of PIs
	PIs where data and target are available
	% hitting target
	% improved from 2008/09
	% got worse from 2008/09

	35
	15
	33%

(5 out of 15)
	55%
(11 out of 20)
	25%

(5 out of 20)


5.3. Comments below focus on the Adult Care and Support Priority Plan, National and LAA indicators and will continue to be monitored in the 2010/11 performance framework.
	Areas of good performance
	Areas for improvement

	· There has been an increase in the number of carers who have received services from both social care and from the Carers’ Contact Centre, plus an increase in the number of carers who have been given information and advice as part of their assessment (LAA)  – this has resulted in a significant increase in performance, from 21.29% in 08/09 to 30.98% for 09/10 which is exceeding the LAA target. 
· The number of older people who receive services from intermediate care and rehabilitation services (following a hospital episode) who are still at home 90 days later as improved – from 75.8% in 08/09 to 82% for 09/10.
· The percentage of people receiving income based benefits living in homes with a high energy efficiency rating has increased – from 19.33% in 08/09 to 39.75% in 09/10.  

	· Although the number of households living in temporary accommodation (LAA) has come down again this year (from 76 in 08/09 to 74 in 09/10) performance has not hit the target of 65.  Plans are in place to hand back a number of properties to improve performance.

· Significant amounts of work have been done regarding the transformation of social care services, however the implementation of self directed support to social care clients has been slower than expected.  (LAA) – the figure has increased from 0.19% in 08/09 to 9.8% for 09/10. 
· The number of clients receiving assessment within acceptable waiting time has dropped - from 78.79% in 08/09 to 74.28% in 09/10.  This reflects complex nature of new referrals and the impact of introducing some of the changes around personalisation.

· The same can be said for timeliness of social care packages - the target for this year has not been met.

· The number of people supported to live independently has remained relatively stable, however an increasing population results in performance dropping.  From 3570 in 08/09 to 3285 for 09/10.  In the coming years, the personalisation agenda will mean that fewer people are supported formally through Community Care to live at home, so we anticipate significant variations in this and other help to live at home indicators in the future.  (links directly to the ‘help to live at home’ indicators within the Priority Plan)
· Delayed transfers of care have increased – from 5.7 in 08/09 to 8.53 in 09/10 and reflects the pressure hospitals have been under this year.


5.4. Comments below focus on 2009/10 indicators that will not continue into the the 2010/11 performance framework:
Areas of good performance

· There has been an increase in households who believe they may be Homeless accessing permanent accommodation via prevention work – up from 58.9% in 08/09 to 70.2% for 09/10. This improvement has been a result of: recording prevention work has improved as we have not previously counted all the preventative measures we have done; Homelessness is now more targeted to preventative work rather than waiting until people are actually homeless.
· The number of homeless households accepted as priority need has also improved with a reduction of 8.1% from the previous year (173 to 159).
Children & Young People
2009/10 Performance summary table

	Total number  of PIs
	PIs where data and target are available
	% hitting target
	% improved on 2008/09
	% got worse on 2008/09

	116
	74
	46%

(34 out of 74)
	67%

(55 out of 82)
	32%

(26 out of 82)


5.5. Comments below focus on the Children and Young People Priority Plan, National and LAA indicators which will continue to be monitored in the 2010/11 performance framework.
	Areas of good performance
	Areas for improvement

	Being Healthy

	· We have exceeded our target for under 18 conception rate (LAA).  Target for 09/10 is -45% and our final outturn is 51.4% 
· There has been a slight reduction in the proportion of young people frequently misusing substances. 
· Results from the latest survey around emotional and behavioural health of children in care is showing an improvement this year.
· There has been an increase in the take up of school lunches  
	· Obesity in primary age children at year 6 has increased slightly to 18.8% and is unlikely to hit target (LAA).
· Emotional health of children is down from 62.2% in 08/09 to 56% in 09/10.



	Staying Safe  

	· There has been a reduction in the % of children who have experienced bullying.  Was 48.7% in 08/09 but this has come down to 32.5% for 09/10. (Results come from a national survey and are based on children’s perceptions so the figure is not derived from actual numbers reported throughout the year).
· An increase in referrals to children’s social care going on to initial assessment.  From 48.5% in 08/09 to a projected figure of 62.1% for 09/10.  This is a positive outturn exceeding the target for this year.
· It is forecast that the percentage of Child Protection Plans that last 2 years or more has reduced to 3.5%, exceeding the target of 5%.  This is based on unvalidated data, and the final figure will be available in June 2010.
	Note: 2009/10 figures are based on projections as the data is still subject to further validation processes.

· Initial assessments for children’s social care carried out within 7 working days of referral.  Projected final outturn suggests a small decrease in performance and we are unlikely to hit target. There is an issue with the Help Desk as it has been identified that too many referrals come to the Help Desk  Changes are planned which should result in lower numbers, which should result in extra capacity for staff to meet timescales in the future.

· Core assessments that were carried out within timescale is projected to see a drop in performance – from 89.7% in 08/09 to 77% in 09/10.  A significant increase (35%) in the actual numbers undertaken has had an impact on capacity to complete within timescale.

· Stability of placements – length of placement.  Again, performance has deteriorated and is now 61% for 09/10 (was 72.8% in 08/09).  Influencing factors include carer resignation and de-registration and escalating behavioural/emotional issues which require some young people moving to specialist placements.
· Children becoming the subject of a child protection plan for a second or subsequent time, shows a downturn since previous year (14.1% to 16.5% for 09/10).  A large sibling group being made subject to a subsequent plan in March had an impact on the final increase. 
· Stability of placements – number of moves.  Figure has increased to 13.2% for 09/10 (was 11.2% in 08/09).   Placement moves in March of 8 children had a significant impact (4 planned moves and 4 disruptions).  The placement moves are being reviewed.
· Timeliness of placements of looked after children for adoption.  Final outturn for 08/09 was 100% but the projected figure for 09/10 is down to 70% (this relates to 6 children).  Final figure will not be known until June.

	Enjoying and Achieving

	· Looked after children reaching Level 4 in English at KS2 has increased  since last year (LAA) – from 50% in 08/09 to 66.67% in 09/10, exceeding target.
· There has been an increase in achievement of 5 or more A*-C grades at GCSE, including English and Maths (LAA).  From 44.6% in 08/09 to 47.7% in 09/10, exceeding target. 
· The persistent absence rate at secondary school has reduced and exceeded target (LAA),  as has the rate of permanent exclusions from school.
· There has been a reduction in the number of schools where fewer than 30% of pupils achieve 5 or more A*-C grades at GCSE (including English and Maths)  – from 3 in 08/09 to 2 for 09/10.  This meets the target. 

· Improved performance across the Early Years Foundation Stage for 09/10 and exceeding target (LAA).
· There has been an increase in the number of A*-C grades in Science GCSEs this year.  From 50.7% in 08/09 to 59.3% in 09/10 exceeding target.
· There are now no schools in special measures (Southall School was removed in December 2009).
	· There has been a slight increase in achievement at Level 4 KS2 for English and Maths (LAA) – from 68% in 08/09 to 69% for 09/10, though this does not meet the year end target of 80%.

· Looked after children reaching Level 4 in Maths at KS2 has dropped since last year – from 60% % in 08/09 to 55.56%% in 09/10 (LAA)
· The number of looked after children achieving 5 A* - C GCSEs has dropped  from 23% in 08/09 to 7.14% for 09/10 (LAA).
· Progression by 2 levels in English and Maths between KS1 and KS2 has  increased (LAA), though neither has met their year end target.

· Narrowing the gap between the lowest achieving 20% in early years foundation stage has not hit target (LAA) although has improved since last year and is above average.
· There has been an increase in the number of schools where fewer than 55% of pupils are achieving Level 4 or above in both English and Maths at KS2.
· There has been a reduction in the number of young people participating in positive activities.   Down from 67.9% in 08/09 to 61.2% for 09/10. (These results come from a national survey and are based on the perceptions of a small sample of children in local schools, rather than actual activities counted throughout the year).

	Making a positive contribution

	· The number of first timers in the Youth Justice System (LAA).  The total number has been reduced from 1843.52 in 08/09 to 1293.8 in 09/10.  This is likely attributable to the effectiveness of the YISP prevention project and the introduction by the Police of Community Resolutions 
· A reduction in the number of young people within the Youth Justice System receiving a conviction in court – from 7.8 in 08/09 to 4.78 in 09/10. 
	

	Achieving Economic Wellbeing

	·  Young offenders engagement in suitable education, training and employment has increased from 65.5% in 08/09 to 74.3% for 09/10, and achievement qualifications (by the age of 19) at Level 2 and 3 have also gone up due to the targeted work through the Youth Offending Services. 
· Increased post-16 participation has been seen in all physical sciences this year (A Level Physics, Chemistry and Maths).
· The percentage of young offender accessing suitable accommodation has exceeded target.

	· NEETS (LAA).  There has been a slight reduction in the number of 16 – 18 year olds who are not in education, training or employment this year (was 9.9 in 08/09 and this has come down to 9.4 for 09/10) though this does not meet our target of 6.5%.  Current figures and trends in 2010/11 are showing significant improvement. 
· Fewer 16/17 year olds are in B&B accommodation (from 7 in 08/09 to 5 in 09/10), although the target was not achieved.

· Care leavers in education, training or employment has dropped from 50% in 08/09 to 42% in 09/10 (based on a projection).  The target for this year was 70%.  A Connexions PA has now been appointed and will have a key role to play in targeting this NEET group in future.  Final figures will be known at end of June.

· We are projecting a reduction in the % of care leavers at age 19 who are living in suitable accommodation.  From 91% in 08/09 to 89.5% in 09/1.  The target for this year was 100%.


5.6. Comments below focus on 2009/10 indicators that will not continue in the 2010/11 performance framework.
Areas of good performance

· There has been a slight reduction in the % of half days missed in secondary schools – from 7.69% in 08/09 to 7.04% in 09/). More secondary schools are being judged as having ‘good’ or ‘outstanding’ standards of behaviour – from 50% in 08/09 to 72.73% in 09/10.

Areas not hitting target or deteriorating
· There has been an increase in the % of half days missed in primary school – from 4.98% in 08/09 to 5.11% in 09/10.  

Community-Focused, Efficient Council
2009/10 Performance summary table

	Total number  of PIs
	PIs where data and target are available
	% hitting target
	% improved on 2008/09
	% got worse on 2008/09

	96
	51
	49%

(25 out of 51)
	38%

(10 out of 26)
	50%

(13 out of 26)


5.7. Comments below focus on the Community-Focussed, Efficient Council Priority Plan, National and LAA indicators and will continue to in the 2010/11 corporate performance framework.
	Areas of good performance
	Areas for improvement

	· Satisfaction with the way the Council runs things has improved from 50% to 55% (the same question was also asked in the Community Panel this year with 86% satisfaction compared to 68% from the previous year).
· The % of people that feel informed about Council services has improved from 68% to 72%.

· More people agree that the Council provides value for money – the figure has gone up from 29% to 38%.

· The % of people who agree that the Council listens to their views has also increased from 28% to 36%.

· Efficiencies identified through Service Delivery Units currently totals £5.98million (3.9%).  This is against our target of £4.72 million (3%) for 09/10, so we have exceeded target.
· There has been a significant increase in the number of transactions completed on the Council’s website – up from 42468 in 08/09 to 54021 in 09/10.  It is expected that this will increase further during 2010/11 due to the launch of the new website.

· 3 corporate contracts have been reviewed as per the target.  The stationery review has resulted in anticipated savings of 40%, the agency staff review has identified savings of £130,000 and the furniture review has resulted in standardisation and process savings.

· There has been an increase in the % of buildings with facilities for people with disabilities – up from 74% in 08/09 to 76% in 09/10, meeting target.

· With the introduction of New Ways of Working principles we have maximised the use of space and increased the usable floor area.  The Property Rationalisation programme is developing well with the start on site of Wellington BTI and design development for the new Civic Offices and Darby House.

· Achieved Phase 1 of the West Midlands Local Government Association Member Development Charter in October 2009.


	· Fewer residents agree that the Council is making the area a better place to live – down from 45% to 42% (with 36% neither satisfied nor dissatisfied).

· There has been an increase in the  proportion of avoidable customer contacts.  Performance is up from 26.7% in 08/09 to 31.89% in 09/10.  Whilst Revs and Bens has improved significantly, Highways and Planning has deteriorated significantly affecting the overall score.

· There has been an increase in abandoned calls this year – going up to 15.27% in 09/10. This is due to the number of calls in our contact centres going up again (7% since last year and 19% over the last 3 years) and is a direct result of the increase received in the two main contact centres (Revs and Bens and Environmental Services).  It should be noted that although the Revs & Bens Contact Centre has not met the target both their performance and productivity has improved (they answered an additional 8.7% of calls this year). Overall the Customer Service team has dealt with 125,396 customers in 2009/10,  compared to 116,566 customers in 2008/09.  Without the increase in customer contact, the increased productivity of the team would have ensured that they achieved target.
· The average time delay to answer a call has increased this year - also related to the significant increase in the number of calls received in the two main contact centres (as above).  

· Despite financial and structural change pressures the number of apprenticeships has increased by 27 this year.  Whilst this is slightly below target, we are currently filling posts which will improve this figure.  It will also be partly redressed through the NEET apprenticeship scheme being implemented.

· The changing structural situation has also impacted on placements – down from 270 in 08/09 to 207 in 09/10.  (For example, Libraries have not been in a position to offer them this year).

· There has been a small increase in overall attendance at Code of Conduct Training for Members  – up from 52% in 08/09 to 57.4% in 09/10 (target is 90%).  Training will be reviewed by the Standards Committee.

· There has been a reduction in the attendance at Members Information Seminars, from 16.42% in 08/09 to 13.18% in 09/10.  (The target is 65%)

· There has been a reduction in revenue income from the Property Investment Portfolio – was £6,186,000 but this has come down to £5,820,458 in 09/10.  This is due to the economic climate throughout the financial year.

· Invoices received, paid within 20 days.  Performance is currently at 93% against a target of 95% for year end.  Some service areas have consistently under performed resulting in this shortfall.  


5.8. Comments below focus on 2009/10 indicators will not continue in the 2010/11 corporate performance framework.
Areas of good performance

· % of total gross debit arrears outstanding for Sales Ledger.  Overall outstanding Sales Ledger debt is now 0.36% inside of target.

Areas not hitting target or deteriorating

· Sickness absence has gone up– from 9.43 days in 08/09 to 10.13 for 09/10.  This appears to be due to a combination of having a bad winter and the additional caution through the ‘Swine Flu’ outbreak earlier in the year.

Community Protection and Cohesion

2009/10 Performance summary table

	Total number  of PIs
	PIs where data and target are available
	% hitting target
	% improved on 2008/09
	% got worse on 2008/09

	41
	23
	87%

(20 out of 23)
	42%

(14 out of 33)
	30%

(10 out of 33)


5.9. Comments below focus on the Community Protection and Cohesion Priority Plan, National and LAA indicators which will continue in the 2010/11 corporate performance management framework.
	Areas of good performance
	Areas for improvement

	· Assault with injury rate (LAA).  Performance has improved from 7.4 in 08/09 to 6.37 for 09/10 (1032 offences in total).
· Prolific and priority offenders who re-offend (LAA) is showing signs of exceeding target this year.  Half year data (which is the latest available) suggests a 50% reduction compared to last year, however final data will not be known until August .  We are confident of exceeding the target though it is likely to go up a little.

· Building resilience to violent extremism has improved  – performance has increased from 1.38 in 08/09 to 2.5 in 09/10.

· (cross cutting included in CYP) Number of first timers in the Youth Justice System (LAA).  The total number has been reduced from 1843.52 in 08/09 to 1293.8 in 09/10.  This is likely attributable to the effectiveness of the YISP prevention project and the introduction by the Police of Community Resolutions.
· The number of children killed or seriously injured in road traffic accidents has reduced during the year.
· (cross cutting included in Adult Care and Support) More offenders under probation supervision are living in settled and suitable accommodation  – up from 83% in 08/09 to 88% in 09/10.

· (cross cutting included in Adult Care and Support) More drug users have gone into effective treatment this year and although final data is not yet available, data received so far this year suggests we are likely to far exceed the year end target.

· (cross cutting included in CYP) Substance misuse by young people has come down this year.  Based on the results from the Tellus4 survey, the figure for 09/10 is 10.2%, compared to 11.6% in 08/09.
	· The impact of local authority trading standards on the fair trading environment – there has been a slight drop in performance this year, predominantly due to the reduction in the number of VAT registered premises in the borough. 
· There has been a reduction in the number of offenders under probation supervision that are in employment at the end of their order – down from 48% in 08/09 to 44% in 09/10.

· Serious acquisitive crime rate – there has been an increase this year, from 13.7 in 08/09 to 14.21 (2303 offences in total).

· More adult offenders have re-offended under probation supervision – up from 8.2% in 08/09 to 8.8% in 09/10 (though this is not statistically significant). 


5.10. Comments below focus on 2009/10 indicators that are will not be monitored in the 2010/11 corporate performance framework. 

Areas of good performance

·  There has been a reduction in the number of primary arson incidents (from 12.1 per 10,000 population in 08/09 to 10.18 in 09/10) as well as primary fires (255.4 in 08/09 to 223.98 for 09/10).

Areas not hitting target or deteriorating

·  There has been an increase in the number of secondary arson incidents - from 26.3 in 08/09 to 30.54 in 09/10.
Environment and Rural Area

2009/10 Performance summary table

	Total number  of PIs
	PIs where data and target are available
	% hitting target
	% improved
	% getting worse

	63
	37
	68%

(25 out of 37)
	59%

(24 out of 41)
	17%
(7 out of 41)


5.11. Comments below focus on the Environment and Rural Priority Plan, National and LAA indicators which will continue in the 2010/11 corporate performance framework:

	Areas of good performance
	Areas for improvement

	· The amount of residual waste per household has improved significantly (LAA) from 739.94kg in 08/09 to 695.8kg.
· There has also been a positive increase in recycling, (mainly green waste and new materials) from 38.68% in 08/09 to 41.7% for 09/10. 
· All Council Promises (apart from dangerous potholes) have met target.
· Levels of litter, graffiti and fly posting have all improved from last year and have exceeded target.
· Met target to achieve level 2 in planning to adapt to climate change. There are 4 levels in total. 

· The % of principal road network requiring structural maintenance has maintained performance at 1% and exceed target of 3%. 
· The % of footways requiring maintenance has decreased from 43% in 08/09 to 38% in 2009/10 exceeding the target of 39%. 
	· Although CO2 reductions have improved on last year’s performance (LAA) we are still below target (a reduction of 8.2% for 09/10)

· Promise 1 (dangerous potholes) has seen performance improve this year (from 87% in 08/09 to 92% in 09/10 but is still not meeting target.  The pothole buster campaign resulted in a substantial increase in pothole reports and although every effort was made to carryout repairs within 24 hours, in some case this was not possible due to location and therefore having to programme in traffic management controls.

· The % of unclassified road network where structural maintenance should be considered has increased from 16% in 08/09 to 17% for 09/10.  We expect an improvement in 2010/11 due to capital investment.

· Non principal roads where structural maintenance should be considered has increased from 11% in 08/09 to 13% in 09/10. We expect an improvement in 2010/11 due to capital investment. 

· The number of bus and rail passenger journeys originating in the authority area is less than last year and has not met target. This is expected to improve following service improvements during May 2010.


5.12. Comments below focus on 2009/10 indicators will not continue in the 2010/11 corporate performance management framework.
Areas of good performance

· Satisfaction with local bus services has increased from 52.4% in 08/09 to 55% this year.
Areas not hitting target or deteriorating

· The % of required visits prescribed processes has decreased from 104% in 08/09 to 73.4% in 09/10 missing the target of 100%. 
Housing Regeneration and Prosperity

2009/10 Performance summary table

	Total number  of PIs
	PIs where data and target are available
	% hitting target
	% improved
	% getting worse

	51
	26
	46%

(12 out of 26)
	55%

(12 out of 22)
	32%

(7 out of 22)


5.13. Comments below focus on the Housing, Regeneration and Prosperity Priority Plan, National and LAA indicators which will continue in the 2010/11 corporate performance management framework
Note:  There are still gaps in this area, particularly around skills.

	Areas of good performance
	Areas for improvement

	· Though final data is not expected for a few more weeks, we are projecting that the number of net additional homes provided will hit the revised target (LAA).
· Supply of ready to develop housing sites (LAA).  Although a final figure is not likely until August we are projecting a year end figure of 130% which is an improvement on last year (107.6%) and will exceed target.

· The number of vacant and private sector dwellings returned to occupation or demolished  has increased from last year out turning at 227 for 09/10.

· Non decent private sector dwellings made decent has increased from 217 in 2008/09  to 343 in 09/10 exceeding target.
· Based on the latest available data, the overall employment rate has increased to 75.3% (from 74%) and is above both the regional and national averages (though we expect this to come down next year due to the economic recession).
· There is improved performance in the processing of minor and other planning applications from 08/09. 
	· The processing of major planning applications has reduced over the last 12 months due to the need to determine a number of significant planning applications involving S106 agreements.  However, performance still exceeds the nationally set target for this indicator.

· The median earnings of employees in the area has fallen from last years figure to £442 missing the target of £467. This is due to the economic recession.
· There has been a drop in the number of affordable homes delivered this year.  The final outturn figure is 164  compared to 175 in 08/09. It is recognised however that this is a good outturn in difficult housing market conditions.


5.14. Comments below focus on 2009/10 indicators will not continue in the 2010/11 Corporate performance management framework.

Areas of good performance
· Homelessness acceptances from 16-24 year olds has improved this year – from 95 in 08/09 to 83 for 09/10 (though it is not enough to hit target).

· Patronage of the gorge connect has shown improved performance from 44.1% in 08/09 to 68% in 09/10. This is due to the service benefiting from additional ticketing initiatives such as free use for Council Flex card holders

6. Other Considerations
6.1. Equal Opportunities: A proportion of our performance indicators focus on equality and diversity.  These indicators reflect workforce development and service delivery, and are aligned with the Council’s key priority areas. We monitor this information to help us better understand the breakdown of our local communities and to address any issues we may identify as part of this process. 

6.2. Environmental Impact: A number of the financial outturns and performance indicators monitor environmental issues.
6.3. Legal Comment: The Council has a legal duty under the Local Government Act 1999 to secure continuous improvement in the delivery of services.  
6.4. Financial Implication: This report needs to be read with the latest Financial Monitoring Report

6.5. Ward Implications This report relates to the performance of Council services across the Borough

6.6. Opportunities and Risk: In monitoring our service performance, we are identifying and managing risks to service delivery and the achievement of our priorities. 
Report prepared by Helen Cross, Delivery & Planning: Tel: 80141
Appendix 1: National Indicators that have been deleted for 2010/11

	NI
	Indicator Title
	Priority Plan (yes/no)
	Included in Priority Plan

	NI 002
	% of people who feel that they belong to their neighbourhood
	
	Community Protection and Cohesion

	NI 003
	Civic participation in the local area
	yes
	Community Protection and Cohesion

	NI 010
	Visits to museums or galleries
	no
	

	NI 013
	Migrants English language skills and knowledge
	no
	

	NI 014
	Reducing avoidable contact: Minimising the proportion of customer contact that is of low or no value to the customer (percentage)
	yes
	Community-Focussed, Efficient Council

	NI 023
	Perceptions that people in the area treat one another with respect and dignity
	no
	

	NI 033a
	Arson incidents per 10,000 population - deliberate primary fires
	no
	

	NI 033b
	Arson incidents per 10,000 population - deliberate secondary fires
	no
	

	NI 037
	Awareness of civil protection arrangements in the local area
	no
	

	NI 046
	Young Offenders’ access to suitable accommodation
	no
	

	NI 049a
	Number of primary fires
	no
	

	NI 049b
	Number of related fatalities
	no
	

	NI 049c
	Number of non-fatal casualties, excluding precautionary checks
	no
	

	NI 132
	% of clients receiving assessment within acceptable waiting time
	yes
	Adult Care and Support

	NI 133
	Timeliness of social care packages following assessment
	yes
	Adult Care and Support

	NI 140
	Fair Treatment by local service
	no
	

	NI 170
	Previously developed land that has been vacant or derelict for more than 5 years
	no
	

	NI 174
	Skills gaps in the current workforce reported by employers
	yes
	Housing, Regeneration and Prosperity

	NI 180
	The number of changes of circumstances which affect customers’ HB/CTB entitlement
	no
	

	NI 183
	Impact of local authority trading standards services on the fair trading environment
	yes
	Community protection and Cohesion

	NI 184
	Food establishments in the area which are broadly compliant with food hygiene law
	no
	


Appendix 2: Proposed Timescale and Recipients of Performance Reports
	Reporting period
	Reporting detail
	Reporting timescale
	Reporting to (in order)

	3 month monitoring

 (April to June)
	· Progress against ‘quick win’ actions
	July
	1. Heads of Service (as part of the sign off)
2. Priority Boards 

3. CMT
4. Policy Forum (July)

	6 month monitoring

(April to August)
	· Progress against all actions
· 5 month performance

· ‘end of year’ projected outturn against target

	Sept/Oct
	1. Heads of Service (as part of the sign off)

2. Priority Boards

3. CMT

4. Policy Forum (October)
5. Cabinet [CAPS]
6. VFM Scrutiny

	9 month monitoring

(April to November)
	· Progress against all actions
· 8 month performance

· ‘end of year’ projected outturn against target

	Dec/Jan
	1. Heads of Service (as part of the sign off)

2. Priority Boards

3. CMT
4. Policy Forum (January)
5. Cabinet [CAPS]
6. VFM Scrutiny

	End of year

12 month monitoring (April to March)
	· Progress against all actions

· ‘end of year’ outturn
	May/June
	1. Heads of Service (as part of the sign off)

2. Priority Boards

3. CMT

4. Policy Forum (June)
5. Cabinet [CAPS]
6. VFM Scrutiny

7. Full Council


 Appendix 3: Overview of 2009 Citizen Survey Results
The Citizen Survey is used to track residents’ perceptions of the Council as an organisation and the services it provides, and of the Borough as a place to live too. This Appendix presents a summary of the key findings. Where comparative results are quoted they are from the statutory Place survey (2008) or the Citizen Survey (2007).
Overall, perceptions of the Council as a whole have held-up or shown improvement when compared to previous surveys, although there are still areas where satisfaction with aspects of the organisation are relatively low. One specific issue which requires further work is the difference in satisfaction with the Council between the Citizen Survey 55% and the Community Panel 86% – findings of this should be used to shape how this measure can be improved in the wider population.
A very specific issue which the survey highlights is that residents in Central Telford, are typically more negative than other areas of the borough, both in terms of perception of services and of the locality as a place to live – with crime and ASB being two particular issues. It is proposed that the Community Engagement Team work with officers from the Council and key partner organisations to better understand these findings and develop an action plan to respond to their findings.
Efficient Community Focused Organisation

Satisfaction with the Council at 55% has improved from 50% (2008) although the Community Panel has found upward of 86% are satisfied with the way in which the Council runs things. By area, residents of Wellington were most satisfied (60%) and those of Telford Central least satisfied (47%).

Perception of the Council offering value for money has improved – although only around two fifths of people consider this to be the case (38% vs 29% (2007).

Although more people are finding the Council easy to contact (71% vs 67%), only a round a third (36%) considers the Council is listening to their views- although this has improved from 28% (2007). Around half of respondents consider that the Council treats all types of people fairly – with only 16% disagreeing. Older residents, 65+, and BME residents are more likely to agree with this statement – 57% and 62% respectively.

‘Involvement in decision making’ is an issue that residents express low or falling levels of satisfaction. Less than a third 31% (34% 2008) feel informed of how to get involved in decision making, 25% feel they are able to influence local decisions (28% 2008) and only 25% are satisfied with the opportunities to get involved in decision making.

Living in the Borough

Overall satisfaction with Borough as place to live has improved – up from 67% in 2007 to 74% - a similar proportion of residents (74%) are satisfied with their local area, although this is down from 2008 (78%). Residents of Telford Central were least satisfied with their local area (67%) and Newport the most (88%). The survey explored aspects of each respondent’s local area. Access to open spaces (73%, shopping facilities (64%) and the availability of public transport (62%) were the factors that residents were most satisfied with. Affordable decent housing, level of crime and level of ASB were the three aspects that attracted least satisfaction and highest levels of dissatisfaction. Across many of these issues, Telford Central attracted the lowest levels of satisfaction and highest levels of dissatisfaction.

In terms of locality, difference in satisfaction with Borough Towns (most frequently visited) marked. Around three quarters of residents were satisfied with Newport Town Centre (78%) and Ironbridge (72%). Around half of residents were satisfied with Madeley (55%) and Oakengates (48%), whilst only a third were satisfied with Dawley Town Centre.

The three issues that were deemed in most need of improvement in the Borough Towns was shopping facilities (57%) (although many residents indicated that they were satisfied with these facilities in their local area), levels of anti-social behaviour (48%) and appearance and quality of buildings (39%). The issue of anti-social behaviour was most marked in Dawley where 71% felt that this was an issue.

The survey found that one in six (17%) residents lived in a household where there had been a victim of crime in the past 12 months. Residents of Newport and the rural area were least likely to say they had been a victim.  Where a person had been a victim of crime, the majority (67%) do not believe that this was motivated by age, race, religion, sexuality or disability, however, around one third do believe this to be the case. Of those respondents who felt this was the motivation for their crime, 78% reported the incident to the Police and of those there was a split in their perception of the support they received following the crime: 39% satisfied and 48% dissatisfied.

Three quarters (74%) of residents believe that people from different backgrounds get on well together in their local area (73% in 2008). 74% of white respondents felt this to be the case compared to 79% BME.

Service Delivery

Overall, the Citizen Survey found satisfaction with the individual facilities run by the Council have improved: Oakengates Theatre (74% compared to 67% 2007); libraries (78% from 66% 2008), play areas and play grounds (60% from 49% 2007); sports and leisure centres (64% compared to 51% 2008). Satisfaction by users of ‘activities for young people’ has also risen to 75% from 52% 2007), however, satisfaction is significantly lower for this issue when the views of all residents are considered (31%). In contrast to these positive changes, overall satisfaction with leisure and cultural facilities in the borough has fallen to 50% from 56% in 2007.
Perception of educational provision varies significantly depending on whether the respondent is a user of the service or not – with users being significantly more satisfied than non-users. In terms of users, 95% are satisfied with nursery school and playgroup provision; 92% with further education; 89% with primary school and 82% with secondary school provision.
The clearest priority for local people continues to be pavement maintenance and road maintenance – with 51% dissatisfied with road maintenance and 48% dissatisfied with maintenance of pavements. This has been recognised by the Council and an Improvement Plan is in place to take this forward.

Issues of traffic management generated significant differences of opinion among residents: speed controls (e.g. road humps) - 38% satisfied and 40% dissatisfied; parking restrictions and enforcement of illegal parking 39% satisfied and 29% dissatisfied; and, the use of speed cameras to enforce speed limits 45% satisfied and 29% dissatisfied. Overall, however, 44% of residents are satisfied with traffic levels and congestion.

Satisfaction with bus services at 55% has fallen from 61% (2007). Satisfaction is lowest amongst residents in rural areas (27%). Satisfaction with taxi or min-cabs is 64% (down from 67% in 2007).
The Council’s approach to recycling continues to be well perceived by residents. Satisfaction with CRCs has increased to 82% from 75% (2008) and 80% are satisfied with recycling and waste collection generally. Satisfaction with grass and hedge cutting is 63% and litter picking and street cleaning 59% (as it was in 2007).

In terms of housing services, the survey found that 16% of respondents had accessed housing –related services. Of these 49% were satisfied with the advice they had received relating to ‘housing advice’ (including the housing (waiting) list), 76% were satisfied with advice on home energy efficiency and the same proportion with advice on home improvements.

