Cheorley
Council

Town Hall

Market Street

Chorley

Lancashire
PR7 1DP

Dear Councillor 19 05 2009

OVERVIEW AND SCRUTINY COMMITTEE - THURSDAY, 21ST MAY 2009

| am now able to enclose, for consideration at the above meeting of the Overview and Scrutiny
Committee, the following reports that were unavailable when the agenda was printed.
Agenda No Item

10. Business Plan and Performance Monitoring Statements — Final Quarter 2008 /
2009

d) Business Transformation (enclosed) (Pages 73 - 82)

12. Performance Monitoring Report - Final Quarter of 2008 / 2009 (Pages 83 - 98)

The report of the Assistant Chief Executive (Policy and Performance) enclosed.

13. Chorley Partnership Annual Report 2008 / 2009 (Pages 99 - 116)

The report of the Assistant Chief Executive (Policy and Performance) enclosed.

Yours sincerely

g%mwwﬂﬁ&ﬂu

Donna Hall
Chief Executive

Ruth Rimmington

Democratic and Member Services Officer
E-mail: ruth.rimmington@chorley.gov.uk
Tel: (01257) 515118

Fax: (01257) 515150

Distribution

1. Agenda and reports to all Members of the Overview and Scrutiny Committee (Councillor
Dennis Edgerley (Chair), Councillor Alan Cullens (Vice-Chair) and Councillors Nora Ball,
Mike Devaney, Marie Gray, Harold Heaton, Adrian Lowe, Rosie Russell, Edward Smith,
Iris Smith, Joyce Snape and Peter Wilson for attendance.

2. Agenda and reports to for attendance.



This information can be made available to you in larger print
or on audio tape, or translated into your own language.
Please telephone 01257 515118 to access this service.
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Chor Ieg

Council

Meeting

Report of

Assistant Chief Executive

) . Overview and Scrutiny Committee
(Business Transformation) y

21 May 2009

BUSINESS IMPROVEMENT PLAN MONITORING STATEMENT -
TRANSFORMATION DIRECTORATE

PURPOSE OF REPORT

1. To report progress against the key actions and performance indicators in the Business
Transformation Directorate Business Improvement Plan for 2008/2009 for the period
ended March 2009.

RECOMMENDATION

2. To note the report.

CORPORATE PRIORITIES

3. This report relates to the following Strategic Objectives:

Put Chorley at the heart of regional Improved access to public services
economic development in the

central Lancashire sub region

Improving equality of opportunity
and life chance

Develop the character and feel of
Chorley as a good place to live

Involving People in their Ensure Chorley is a performing
Communities Organisation

BACKGROUND

4, The Business Plan Monitoring Statement reports progress against the key actions and

performance indicators included in the 2008/09 Business Improvement Plans for the
Finance, Legal and Democratic Services, Human Resources and Information Technology
parts of the business.

KEY MESSAGES

5. There are 28 tasks/projects included in the combined Business Improvement Plan, all of
the 28, were due to be started and/or completed by the end of the fourth quarter. In
terms of the projects the following table summarises the position.

Projects Completed 16
Project Amber 11
Project Red 1

Updated Template September 2007
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Of the projects completed (green) some of the key actions undertaken in the year include:

. The Council retained it’s 4/4 for use of resources and value for money

. Completion of the telephony project

. Completion of the VFM review in the Business Directorate

. The Council’s organisational development programme has started

. The Financial shared Services with South Ribble the Council commenced
. Member development and support has continued to improved

With regard to the projects that are classed as amber, the reason for this rating is that
projects are behind schedule in relation to the projects outlined below. | have included in
this report an update to the previous report:

Web Accessibility

. The web accessibility project which has slipped due to other commitments and
continues to be amber, but the work has been completed in the first two months of
the new year and an improvement plan is currently being drawn up.

Strategic Asset Review

. The Council is currently undertaking a strategic asset review looking at the
Councils 3 main administrative buildings at the Town Hall, Union Street and
Bengal Street. The intention of the review is to determine if the assets are fit for
purpose and if there is any opportunity for rationalisation. The Strategy has being
drawn up but is behind schedule as further work is needed on the impact of
neighbourhood working. | expect the Plan to be considered by the Executive in
June 2009.

ARCGIS Migration

. ICT begin the process of Migration to ARCGIS 9.2 — This is assigned amber
status as the business case has not been completed on schedule. The main
reason for this is that it is being considered as part of the next phase of the CRM
rollout which is due to commence in the 2™ quarter of 2009. The Business Case
is almost complete but part of the CRM project is to ensure the technology can
integrate properly to CRM, prior to a decision being made to implement.

Implement new HR System

. The work to update the Council’'s HR system is currently behind schedule, due in
the main to other work commitments and a slow start when the Council tried to
involve other parties. However, | expect the project to catch up in the second half
of this year. A decision has been made to keep the current system and build on
its functionality particularly in terms of self service.

Identification of surplus land assets

. The Council has committed to identifying surplus sites for sale and possible use
for affordable housing schemes. The sites have been identified and valued, but
further work is ongoing in relation to the impact of disposing of some of the garage
sites in particular. This work is now feeding into the bigger piece of work being
undertaken by the Business Directorate to produce an affordable housing action
plan.
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Update Procurement Strategy

The project to refresh the Council’'s Procurement Strategy has been delayed due
to the implementation of the Financial Shared Services. A joint procurement
strategy with South Ribble Borough council is currently in draft and due to come to
an Executive meeting in the next few months.

Virtualisation Project

ICT Design and implement process of Virtualisation/Storage — This project is
progressing and a specification of requirements is currently being drawn up.
Although this element of the project was reported as behind schedule in my last
report, given other commitments particularly on CRM this project has now been
classified red and was not delivered in this year. The expected delivery date is
now March 2010.

Implement Actions from Equality Impact Assessments

During the year we have been putting in place recording systems to ensure we
can monitor contacts by equality strand, this is of particular importance in the
benefits service. Whilst the data has been gathered | have not yet undertaken the
formal review to establish if any trends or issues exist and the service needs to be
changed to reflect this customer insight. This will however be completed in the
first quarter of the new year.

Implementation of Thin Client

Whilst the role out of Thin client has commenced, we are behind target in terms of
the rollout. Some technical difficulties have been encountered during the roll out,
but an action plan to remedy them is now in place and which has required some
external input. For these reasons extending the roll out was postponed until the
problems are fixed. Importantly the problems are now only minor issues with
regard to the infrastructure and all the application software continue to function
effectively.

Implement the Energy Management Plan

The Council previously engaged the energy savings trust to review our main
admin buildings and recommend how to improve energy efficiency. This was
completed in the summer and a tender let for the works. However, subsequent to
their review the Council has also had to undertake an energy audit as part of a
new legislative requirement to measure each main building’s energy efficiencies.
That review highlighted further work required. A tender has been received and
the works are about to commence.

Financial Systems Improvement Plan

This project is slightly off track mainly due to the disruption caused by the
implementation of the Shared Financial Service. Much was achieved during the
year as the cash receipting system was migrated to a hosted service to ensure we
comply with new security requirements in relation to holding data. A new
budgeting module in the financial system was implemented along with an upgrade
to the ordering module. However, there have been some delays primarily to
implementing the chip and pin technology.
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BUDGET MONITORING

12.

Agenda ltem 10d

The draft year end position is shown below. The table shows that the directorates

achieve the cash budgets set for 2008/09

SERVICE LEVEL BUDGET MONITORING 2008/2009

ASSISTANT CHIEF EXECUTIVE (BUSINESS TRANSFORMATION & IMPROVEMENT)

PROVISIONAL OUTTURN 2009

ORIGINAL CASH BUDGET
Add Adjustments for in year cash movements
ADJUSTED CASH BUDGET

Less Corporate Savings:
- Staffing
- Efficiency Savings

CURRENT CASH BUDGET

FORECAST

EXPENDITURE

Staffing

External Audit Fees

Environmental Warranty Insurance

Chorley Community Housing - Stock Transfer final costs.
Computer Software - Licences/Maintenance/Purchase
Computer Equipment-Maintenance/Purchase
Telephone Rental/Calls

Internet charges

Asset Maintenance Fund (including office refurbishments)
Legal Fees

Members Allowances/Expenses

Consultants Fees

Bailiffs Commission

Gas & Electricity

Non Domestic Rates

Postages

Recruitment

Other

Expenditure under (-) or over (+) current cash budget

INCOME

Business Improvement & Efficiency Grants
Staff Costs Recovered

Local Housing Allowance

Employment & Support Allowance

Recharges to Capital Schemes
Insurance Settlement

Reduction in use of Lancastrian Suite
Legal Fees Income

Income - Other

Income under (+)/ over (-) achieved

FORECAST CASH OUTTURN 2008/2009

£'000 £'000

4,730
(109)

4,621

(102)

(61)

(107)

4,353
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PERFORMANCE INDICATORS

13.

14.

The Business Improvement Plan contains 60 performance indicators made up of 2 of the
new indicators in the national indicator set, 17 that are required by the Department of
Work and Pensions in relation to the benefits service and a further 40 which are local
performance indicators.

The table below summarises the final positions at 2008/09

Green circle (target achieved) 33
Blue circle (5% off target but 4
within acceptable tolerances)

Red triangle more than 5% off 11
target

Not measured/unavailable 12
Total 60

Overall the messages are very positive with 38 out of the 48 targets that can be
measured performing at an acceptable level. Of the 10 measures off target, where
appropriate set out below is an explanation as to why. Some measures are better to be
viewed on an annual basis. Where performance was measured previously, this
information is also included to show the trend. Of those indicators not measured most
relate to year end data not yet available for things like customer satisfaction and costs of
services. In terms of these indicators some of the key successes include achieving the
right first time reference indicator at 8.93 days against a target of 9.35 days, reducing the
Councils overall sickness absence figure to 7.23 days, with the transformation directorate
achieving 5 days. Improved invoice processing times at 98.95% for the transformation
directorate.

Whilst Council tax collection was within the 5% tolerance, the collection rate was 0.3%
below target, which in the current economic circumstances might be expected. Our
performance comparatively speaking remains good, being the second best collection rate
in Lancashire. The story on NNDR is less positive with the actual collection rate being
almost 2% off target. This is due in the main to the significant number of insolvencies
compared to last year eg (Camelot). As the income from the service is pooled by the
Government it has no direct consequence on the Chorley taxpayer.

Actual AEIEL
Actual to
Measure Target to
Sept to Dec | March
09
DWP Avc_arage time to process new <17 18.65 19.82 18.42
Indicator claim days
DWP Nu_mber of outstanding 6.8 202 179 560
Indicator claims days
DWP Number of fraud investigation 50 125 57 36.92

Indicator re 1000 of caseload
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Actual Actual
Actual to
Measure Target to
Sept to Dec | March
09
DWP Average time to process
Indicator application for 14 21.3 13.4 25.65
reconsideration
DWP Average time to process 30 davs 59 55 46.4
Indicator | appeals y days days days
Loc_al % of debt over 90 days 14.9 49 60 573
Indicator
DWP Annual number of increases
Indicator | in benefit entitlement 2500 i 3577 5546
DWP Annual number of reductions
Indicator | in benefit entitlement 4852 i 3739 6248
DWP % of Housing E*eneflt 171 5 1 5130
Indicator overpayment
DWP Number of successful
Indicator benefits sanctions and
prosecutions per 1000 13 2.04 3.61 12.09
caseload
Local % of staff receiving an
Indicator annual face to face 90% - - 82%
performance appraisal

In relation to the above, | would make the following observation:

The right first time indicator is a new national indicator for 2008/09 and measures the
combined effect of processing new claim and changes of circumstances. At present
there are no comparables nationally so our target is based upon our own assessment of
what constitutes good performance. In the last quarterly report the indicator was off
target, but the staff worked extremely hard in the final quarter to bring this indicator in
below the target of 9.35 days. However the new claims element rather than the change
of circumstances element missed the targets of 17 days, coming in at 18.42 days. Given
the increases in volume of 20% in the last quarter of the year, this is a very credible
performance.

Fraud investigation were less than target but the trend was an improving one in the period
as a result of a vacancy which has now been filled. The indicator measuring how the
Council deals with requests for reconsideration of benefit entitlement and any subsequent
appeals has not achieved what we expected. Again no relative data is available on this
indicator as it is a new measure, but we allocated additional resources to try to improve
processing times and this has resulted in a minor improvement. The appeals process
days indicator has been scewed by some particularly complex appeals. However, in the
final quarter a significant amount has been spent on an appeal to the commissioner
regarding benefit costs for support where the Council is currently not receiving any
subsidy from Government. This costs the Council up to £200k annually and a decision
which is of national interest is promised with the next four years.

In respect of debtor days over half of all debts were up to some 90 days old. We do allow
up to 38 days to pay before any formal action is taken in terms of recovery, but clearly
debts are now taking longer to pay and are having to resort to more use of recovery
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agencies but there was a significant improvement in the last quarter as we took more
proactive action to recover debts.

In respect of performance appraisals the under performance is primary due to the route
and branch restructure undertaken in the neighbourhoods Directorate whereby it was
inappropriate, given often the number of changes to give individuals their appraisals until
such time there was clarity regarding who was to fulfil which job role.

EQUALITY AND DIVERSITY UPDATE

20. Following the completion of the Equality Impact Assessment for all the services in the
group an action plan has been produced to enable the Council to move forward and
achieve level 3 of the Equalities Standard. Actions taken to date include:

. In local tax, the discount application forms now asks for information by Equality
Standard.

. Plain English ‘crystal mark’ has been obtained for many of the leaflets.

. Officer training has been provided on Equality and Diversity issues.

. The Council’'s Procurement and Partnership Framework have been updated so
that partners subscribe to equality and diversity principles.

. A review of accessibility of meeting rooms is underway.

These actions in part helped the Council to achieve the level 3 criteria. Further work is

necessary in this area as the process of re-engineering and changing our services to

better meet customer needs is ongoing.

RISK ASSESSMENT

21.

Description of Risk
Disruption to services as a result of the development of the shared financial
services solution
Uncertainty regarding legislative changes for filtering of complaint against
member of the Council
Significant I.T infrastructure changes planned for 2008/09
Costs and disruption from potential equal pay claim
22. In terms of the risks identified to date and through the mitigation, put in place none of the

risks have caused any significant business disruption:
. The Shared Financial Services was delivered

. Local filtering arrangements have been put in place.
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. Whilst there are delays on the thin client implementation due to other priorities,
there have been no major issues with the roll out to date in terms of the technology
enabling applications to be delivered.

. Job Evaluation was fully completed including the settling of a small number of equal
pay claims.
. A significant proportion of the business plan was delivered and performance on key

indicators was generally good.

VALUE FOR MONEY EFFICIENCIES UPDATE

23.
YR Gain Anticipated Estimated Value
of Gain
£
08/09 More eff|C|ent_ use of photocopies by reduction in 2.700
number of copiers
08/09 More uptake of usage of Lancastrian Suite as an 22 850
events venue
Staff savings through reduced hours and post
08/09 deletion and better deployment 55.810
08/09 | Reduction in contract prices through renegotiations 10,000
08/09 Replacel civic vehicle council with something more 3,000
economical
24. In terms of progress on VFM and efficiencies all but the uptake on the Lancastrian was
achieved. In terms of the staffing reduction and it’s impact, this report demonstrates that
in the main performance was good. With regard the Lancastrian the position is as
follows:
25. Additional income has been generated this year following the review of the pricing

structure resulting in 50% of the total target of £32k per annum being achieved.
However, there have been a number of operational issues relating to the letting of the
room for private parties and we are currently reviewing this position as it has created
significant health and safety issues. A decision has been taken to not allow private
parties to take place in the Lancastrian and therefore the income target will not be met.
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26. Other savings were made in the year as shown in the budget statement that allowed the
Transformation Directorate to achieve it's cash target for the year.

GARY HALL
ASSISTANT CHIEF EXECUTIVE
(BUSINESS TRANSFORMATION)

There are no background papers to this report.

Report Author Ext Date Doc ID

ACE (BT)/Reports/2009/Overview and
Gary Hall 5480 05/02/2009 Scrutiny/BIP Monitoring Statement - February
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Chor Ieg

Council

Report of Meeting

Assistant Chief Executive (Policy
and Performance)
(Introduced by the Executive Executive Cabinet 28" May 2009
Member for Policy and
Performance)

4™ QUARTER PERFORMANCE REPORT 2008/09

PURPOSE OF REPORT

1. This monitoring report sets out performance against the Corporate Strategy and the
Council’s National Indicators for the fourth quarter of 2008/09, 1* January to 31% March
2009.

RECOMMENDATION(S)

2. That the report be noted.

EXECUTIVE SUMMARY OF REPORT

3. This report sets out performance against the Corporate Strategy and the Council’s National
Indicators for the fourth quarter of 2008/09, 1% January to 31* March 2009. Performance is
assessed based on the delivery of Key Projects in the Corporate Strategy and the
performance against the National Indicators for which the Council is responsible.

4, The Corporate Strategy 2008/9 — 2010/11 identifies 36 Key Projects. 97% of projects (35)
are complete or rated ‘Green’ and progressing ahead of, or on, plan by the end of March
2009 or are in their initiation phase with work planned to start later in the year. This figure
includes 3 projects (8%) which have completed since the last quarterly report. 1 project is
now rated as being ‘red’ due to falling  behind schedule.

5. At the end of the fourth quarter 19 national indicators can be reported. 17 of these
indicators have targets set and 2 are being reported for the first time. Of the 17 the
majority (12) have matched or exceeded target, 1 has missed target but by less than 5%
and 4 have missed target by 5% or more.

6. Action plans have been included for those indicators where performance is lower than
anticipated. It is not possible to compare Chorley’s performance against other authorities
as comparative data has not yet been published. Comparative performance will be
covered in a future report when information is available.

REASONS FOR RECOMMENDATION(S)
(If the recommendations are accepted)
7. To facilitate the ongoing analysis and management of the Council’s performance.

ALTERNATIVE OPTIONS CONSIDERED AND REJECTED

Updated Template December 2007
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None.

CORPORATE PRIORITIES

9.

This report relates to the following Strategic Objectives:

Put Chorley at the heart of regional
economic  development in the
Central Lancashire sub-region

Develop local solutions to climate
change.

Improving equality of opportunity
and life chances

Develop the Character and feel of
Chorley as a good place to live

Involving people in their
communities

Ensure Chorley Borough Council is
a performing organisation

Agenda ltem 12

BACKGROUND

10.

11.

12.

13.

The Corporate Strategy is the key strategic document for the authority and is focused on
delivering the Council’s six strategic objectives that underpin the priorities of: people,
place, prosperity and performance. The Corporate Strategy mirrors, and outlines the
Council’s contribution to, the Sustainable Community Strategy, delivery of which is taken
forward by the Chorley Partnership.

The Corporate Strategy 2008/9 identifies a programme of 36 key projects, which
contribute to the achievement of our objectives. These key projects are delivered using
the Council’s corporate project management toolkit, which has been used successfully to
improve performance for other key areas of work, such as the Capital Programme. The
Strategy also contains a series of key measures to monitor the success in delivering
improved outcomes for residents.

National Indicators (NIs) are indicators collected in accordance with definitions issued by
the Department for Communities and Local Government.

Quarterly Business Plan Monitoring Statements have also been produced by directorates
separately, and will be sent to the Overview and Scrutiny Committee. Quarterly Business
Plan Monitoring Statements outline the performance of key Directorate Performance
Indicators and the key messages emerging from Directorates in the fourth quarter of
2008/09.

REPORT OVERVIEW

14.

The report provides information covering the following areas:

e The Council’s progress in delivering the 36 key projects identified in the Corporate
Strategy 2008/9.

e The Council’'s progress in achieving against targets that can be measured on a
quarterly or an annual basis at this point in time.

e Action Plans which outline reasons for lower than expected performance, and the
action to be taken to improve performance in the next quarter are included for those
indicators which have missed targets by 5% or more.
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KEY PROJECT PERFORMANCE OVERVIEW

15.

16.

17.

18.

19.

20.

21.

22.

This section looks at the performance of the key projects to the end of the fourth quarter
of 2008/09, 1* January to 31* March 2009.

In order to manage our key projects lead officers have been asked to complete a high-
level project plan, a business case, project initiation documentation and quarterly highlight
reports.

The highlight reports provide a brief update on the work carried out during the last quarter
(1* January to 31% March 2009), what achievements are expected in the next quarter, any
current risks and issues affecting the project, and an overall rating of either ‘Green’, ‘Amber’
or ‘Red’.

If the project is not going as planned, then an exception report is produced instead. This is
similar to the action plans used for performance indicators that are below target. They
provide a brief analysis of the problem(s), and options for bringing the project back on track.

It should be noted that while this is a year-end report, the key projects have only been
running since the Corporate Strategy was refreshed in November 2008. Therefore this
report on key projects is essentially a mid-year report as far as the key projects are
concerned.

The table below shows the overall performance of the key projects is excellent. 97% of
projects are rated ‘Green’ and progressing ahead of, or on, plan by the end of March 2009
or are in their initiation phase with work scheduled to start later in the year. 3 projects (8%)
have completed since the last quarterly report. 70% (25 out of 36 projects) are rated ‘Green’
and progressing ahead of, or on, plan. 19% (7) projects are in their initiation phase and
have yet to start, while only one project is behind schedule. In the case of this project plans
are in place to address the issues affecting the project which are described in more detalil
below.

QTR 3 QTR 4 Variance
Completed projects 0 (0%) 3 (8%) +3 (+8%)
Projects rated as ‘Green’ 26 (72%) 25 (70%) -1 (-2%)
Projects rated as ‘Amber’ 1 (3%) 0 (0%) -1 (-3%)
Projects rated as ‘Red’ 0 (0%) 1 (3%) +1 (+3%)
Projects yet to start 9 (25%) 7 (19%) -2 (-6%)

Table 1 - Summary of key project performance for the 4th Qtr (Jan-March 09)

The table shows improved performance in comparison with the third quarter. There has
been an 8% increase in the number of completed projects. 78% of projects are now either
rated green or complete in comparison with 72% in the last quarter.

The council’s performance on the Key Projects has improved when compared to the end of
the 4™ quarter 2007/8 when fewer projects (55%) were rated green and more were rated
amber (19%).
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KEY PROJECT PERFORMANCE BY CORPORATE PRIORITY & STRATEGIC OBJECTIVE

120

100

Key Project Performance by Strategic Objective

80 -

60 -

40 -
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Prosperity

People

Place

Strategic Objective

B Complete B Green [ORed [ONot Started

©

Performance

Priority Str_a teglc Complete Green Amber Red Not Started
Obijective
Prosperity 1 0 4 0 1 2
People 2 0 5 0 0 1
3 0 4 0 0 1
Place 4 0 2 0 0 2
5 0 7 0 0 0
Performance 6 3 3 0 0 1

The graph and table above demonstrate that all projects addressing Strategic Objective;
Two ‘Improving equality of opportunity and life chances’; Strategic Objective Three
‘Involving people in their communities; Strategic Objective Four ‘Develop local solutions to
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global climate change’; Strategic Objective Five ‘Develop the character and feel of
Chorley as a good place to live’ and Six ‘Ensure Chorley is a performing organisation’ are
either completed, on track, or are in their initiation phase.

Of the 36 key projects, only 1 has been identified as ‘Red’, which means that there is a
problem which has had an impact in terms of time or budget. The graph above shows that
this affects Strategic Objective One ‘Strengthen Chorley’s Position in the Central
Lancashire Sub-region’.

Explanations and recommended actions to address the issues which have delayed this
project are detailed later in the report (in paragraph 30).

COMPLETED KEY PROJECTS

26.

The table below shows the key outcomes from the projects which have completed in the
fourth quarter of 2008/09, 1* January to 31® March 2009. In total 3 (8%) of the key
projects in the Corporate Strategy 2009/10 have now been completed, an improvement
on the position at the end of the third quarter.

Key Project | Key Outcomes

Achieve The project has established Chorley Council as a Level 3 Authority under
Level 3 of the | the Equality Standard for Local Government, and therefore to immediately
Equality migrate the Council to ‘Achieving’ status on the new Equality Framework
Standard for Local Government. The award of ‘Achieving’ is formally recognised

under the new Comprehensive Area Assessment (CAA) Framework.
Outcomes include:

e 280 staff carrying out online Equality and Diversity training. A member
learning hour was provide on our approach to equality and diversity.

¢ All high risk services, and new policies have received Equality Impact
Assessments.
o Equality monitoring introduced across all services.

e The Council’s procurement process has been strengthened. The
procurement handbook was particularly praised by the inspection
team.
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Implement
Shared
Financial
Services with
SRBC

The shared financial services project has been completed on time and on
budget. The project has helped to strengthen relationships between the
two Councils which may provide a much stronger platform for further
strategic and operational alliances.

Outcomes include:

e A new staffing structure which will release an annual cashable
efficiency savings saving of £101,643 in 2009/10 - the first full year of
operation.

¢ Projected procurement savings of £100,000
Non-cashable efficiencies:

e Combined internal audits — for example in relation to the new shared
financial systems only one audit will be required rather than two.

e Streamlining of financial processes — for example in relation to the
management, completion and assessment of the closure of accounts
processes.

e The project will provide both Councils the potential to make further
efficiency gains as the service develops and expands such as
reductions in the spend with third parties from increased joint spending
power and from sharing appropriate procurement approaches.

Establish
New CRM
solution

The project was successfully delivered on time and within the 5% budget
tolerance. The CRM went live with 7 waste management processes and
corporate complaints having been migrated on the 1% April 09. The
completion of the project will help the council to meet increasing customer
expectations.

Outcomes and improvements include:

¢ Enabling the council to use innovative technology such as confirmation
of completion of service requests via SMS or email to customer.

o Efficiencies being realised as service requests go directly to the waste
contractor in real-time and payments are taken within CRM as part of
the process.

e The council's new CRM will allow customer contact to be better
recorded. NI14 data will be collected for every contact giving a more
accurate picture of levels of avoidable contact. Every front-line
customer contact is recorded, this contact history will provide us with a
complete picture of the customers interactions with us. As such the
new CRM will help the council to reduce avoidable contact and
generate future efficiencies.

KEY PROJECTS IDENTIFIED AS ‘GREEN’

27. A ‘green’ rating indicates that project performance is as planned or ahead of schedule
with progress on target and costs within or under budget. The following projects are rated

green.

1 | Develop a succession strategy to sustain businesses for the future
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2 | Implement new car parking contract arrangements

3 | Develop and deliver an action plan to support businesses through the economic downturn

4 | Deliver the redundancy support project

5 | Deliver the Families First project

6 Involve young people in their communities and deliver Chorley's Children's Trust priorities
for year one

7 | Implement the Chorley elements of the play strategy

8 | Implement the 50+ Active Generation project

9 | Develop an action plan to reduce health inequalities in the borough

10 | Develop an action plan for leisure and cultural provision for 2009-2012

11 | Develop a framework for Buckshaw Village

12 | Deliver the next phase of Chorley Smile

13 | Deliver a major public event in summer 2009

14 | Develop and deliver the first year of the council’s climate change action plan

15 | Implement recycling and refuse contract - mobilisation

16 | Continue to improve the green corridor of Chorley

17 | Investigate the extension of the green corridor to Ellerbeck

18 Develop seven neighbourhood action plans working with parish councils, other partners
and community groups

19 | Develop and implement a solution for temporary accommodation

20 | Work with partners to make sites available for the development of affordable housing

21 | Establish a choice based lettings scheme

22 | Pilot and review the proposed Chorley SRBC CDRP merger

23 | Develop and embed a new staff competency framework

24 | Achieve Level 2 of the Member Development Charter

25 | Develop a customer service and insight action plan

KEY PROJECTS IDENTIFIED AS ‘NOT STARTED’

28.

The following projects are in their planning and initiation phase but are still on schedule to
be delivered on time as they are not due to start until later in the year.

Develop options for the next phase of Town Centre development

Identify and design key projects from the Town Centre Audit and Urban Design Strategy

Deliver the Rurality Awareness Project

Develop community governance options in response to the Local Government and Public
Involvement in Health Act

Develop a green travel plan for staff

D o WD

Deliver an invest to save programme for the Council’s use of energy
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7

Prepare for the 1&DeA Peer Review of the LSP

LIST OF KEY PROJECTS RATED ‘AMBER’

29.

An ‘amber’ rating indicates that project performance is forecast to overrun on time or cost.
It is an early warning that there may be a problem. No projects are currently rated as
amber.

KEY PROJECTS IDENTIFIED AS ‘RED’

30.

Projects can be identified as ‘red’, meaning that they are not on track. This could be that
they are behind schedule, over budget, or there is a serious risk affecting the delivery of
the project. One key project has been identified as ‘red’ at the end of the fourth quarter.

Develop and Deliver a markets action plan

Work on the covered market is now behind schedule due to incorrectly installed
steelwork on insufficient foundation pads which do not meet building control
requirements. The following elements have been completed: Painting, Electrical works,
Café, Drains, and Flooring but as a consequence of the poorly installed steelwork the
entrance canopies and follow-on trades cannot be completed until the steelwork faults
are rectified.

As a result the market opening has been postponed. Liberata have worked with the
contractors to resolve issues with the steelwork and foundations and despite the delays
caused by the contractor the project should be delivered in the first quarter 2009/10.

PERFORMANCE OVERVIEW: NATIONAL INDICATOR SET

31.

It is not yet possible to undertake the full analysis on performance that was previously
undertaken in the quarterly performance reports which measured BVPIs, as information
on performance at a national level is not yet available to enable this. This includes,
analysis of trend compared to previous years and quartile positioning. As it becomes
possible to make these comparisons, information and analysis will be included in future
performance reports.

PERFORMANCE AGAINST TARGET

32.

33.

34.

The performance of the national indicators that can be reported at the end of the fourth
quarter is shown in the tables in Appendix 1.

This is a smaller subset of the total number of Nls for which the Council is responsible, as
it is not possible to collect and report against the full suite of Nls at this point. All the
indicators for which the Council is responsible that can be reported on at this point in time
have been reported. However for several indicators the Council is reliant on third parties
such as DEFRA to provide information. Performance on these indicators will be reported
when this data is available. In addition, a report is made on a bi-annual basis to report on
the progress made against a wider set of indicators for which the LSP is responsible.

The majority of the indicators are performing at, or above, target. At the end of the fourth

quarter, of the 17 indicators for which targets have been set, 12 have matched or
exceeded target, 1 has missed target but by less than 5% and 4 have missed target by
5% or more.



Agenda Page 91 Agenda ltem 12

Trend Analysis

35.

36.

37.

38.

39.

40.

Analysis has been undertaken where possible to compare the performance of indicators
in this quarter to when they were reported earlier in the year. It is possible to make this
comparison for fifteen indicators.

Seven indicators out of the fifteen have shown an improvement and achieved target at the
end of the year.

One indicator, NI 182 (Satisfaction of businesses with local authority regulatory services)
has shown static performance, but has achieved target by some margin.

Three indicators have deteriorated slightly in performance, but are still above target. They
are:

e NI 16 (Serious acquisitive crime)

e NI 157b (Processing of planning applications as measured against targets for 'minor')
e NI 192 (Household waste recycled or composted)

One indicator, NI 195¢ (Improved street and environmental cleanliness: levels of graffiti)
has improved in performance since earlier in the year, but has still missed target. An
action plan has been prepared at paragraph 52.

Three indicators have deteriorated in performance and missed target. Action Plans have
been prepared for these indicators at paragraph 52. The indicators are:

e NI 195a Improved street and environmental cleanliness: levels of litter
e NI 195b Improved street and environmental cleanliness: levels of detritus
¢ NI 195d Improved street and environmental cleanliness: levels of fly posting

More information about specific indicators

National Indicator 14: Reducing Avoidable Contact

41.

42.

43.

44.

NI14 is designed to highlight the need for possible improvements in the way the council
deals with contact from customers and provides information. This new National Indicator
is a complex one so the following section is designed to provide some contextual
background and information.

NI 14 measures the proportion of contacts made by customers with the Council that are
avoidable. A contact that is avoidable is a contact that is of low or no value to a customer.
This is any circumstance when a customer should not have had to contact us, and
includes seeking clarification about a contact from the Council, reporting that a service
has not been completed properly, or a customer chasing progress on a particular issue.

In line with the definition four collection days were held during 2008/2009 to make an
accurate representation of contact by taking in the average peaks and troughs in
customer contact through the year. Over the four days, 2484 contacts were recorded.
20.5% (509 contacts) of these were classified as ‘avoidable’. This is below the level
initially predicted by CLG of around 40% and, as such, could be seen as an initial
indication that the authority is performing well. However benchmarking data which would
make comparisons to be made will not be available until later in the year.

The Council has benchmarked performance across all services and means of contact to
identify trends and issues that should be tackled and provide a platform to improve,
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Telephone contact has been identified as the most common contact channel and also that
with the highest level of avoidable contact. Service improvements have been highlighted
to reduce the level of avoidable contact and improvement actions have been agreed by
Directors. For example, standard letters sent to residents by the Council are being
reviewed to ensure that they are clear and easy to understand to prevent customers from
having to contact the Council for more information.

Food Safety Service Performance

45.

46.

During 2008/09, the Food Standards Agency undertook an audit of the Council’s food
safety service. The audit found that the service complied with the overall standards
framework, and identified some areas of best practice. One requirement is that the
Council should report annually on the performance of the service.

Performance of the service has remained consistently high this year. There are
approximately 850 registered food businesses within the Chorley area and each one is
risk rated according to the nature of food preparation, the confidence in food safety
management systems, the structure and hygiene of the premises and the vulnerability of
target customers. The level of risk rating dictates the frequency of visit and in 2008/09 we
were required to undertake 468 inspections of food business. All inspections were
undertaken, ensuring the service maintained its 100% inspection rate. In addition, two
new National Indicators NI 182 (satisfaction of local business with regulation visits) and NI
184 (% food business broadly compliant with food safety legislation) were introduced and
hit target.

Place Survey Indicators

47.

48.

Several of the new National Indicators are measured through the new biennial Place
Survey. The survey is a Government requirement and all councils across the country
during October to December 2008 asked the same questions of their local residents
enabling national trends and comparisons to be made. The survey was sent to over
3,000 households across the district to enable them to give their views on a whole range
of issues from crime and anti-social behaviour to health and well-being. 1287 surveys
were returned, this represents a return rate of 39% which is higher than the Lancashire
response rate of 37.5%.

The National Indicators which are measured through the Place Survey are set out in
Appendix 2 However, please note the results of the survey are provisional and may
be subject to change nationally as the final data is being checked and has not yet
been signed off by the Department for Communities and Local Government.
Comparative data is available for Lancashire and our position compared to the
other districts is set out in Appendix 2. National comparative data will not be
available until later in the year.

DELIVERING ACTION PLANS

49.

50.

In the third quarter performance report, five indicators were below target (NI 156 ‘Number
of Households in Temporary Accommodation’, NI 157a ‘Processing time of ‘major’
planning applications’, NI 181 ‘Average time taken to process changes to Council Tax and
housing benefits’, NI 195b ‘levels of detritus’ and NI 195d ‘levels of fly posting’) and
triggered the production of 5 action plans.

Four of the five indicators with action plans have shown an improvement in performance:
NI 156, NI 181, NI 157a and NI 195d, one indicator NI 195b ‘levels of detritus’ did not
improve.



51.
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NI 156 ‘Households in Temporary Accommodation’ has improved and exceeded target
with a reduction from 32 households to 24. Performance on NI 181 improved dramatically
from a processing time of 12.33 days to 8.93 days, exceeding the target of 9.35 days. NI
157a ‘Processing time of ‘major’ planning applications’ has also shown an improvement
from 76.19% to 80.77% of applications being processed within 13 weeks, very narrowly
missing the target of 81%. An improvement in performance on NI 195d ‘Improved street
and environmental cleanliness: Fly posting’ from 3% down to 2% was also achieved but
the final out-turn remained below target at year-end. An action plan has been produced to
improve performance (see below).

ACTION PLANS: INDICATORS BELOW TARGET

52.

The following indicators have actions plans as they have fallen below the targets for
2008/9:

NI 195a Improved street and environmental cleanliness: levels of litter

NI 195b Improved street and environmental cleanliness: levels of detritus
NI 195¢ Improved street and environmental cleanliness: levels of graffiti

NI 195d Improved street and environmental cleanliness: levels of fly posting

Indicator Number NI 195a & NI 195b

Indicator Short Name Improved street and environmental cleanliness: levels of litter
(NI 195a) and detritus (NI 195b)

Performance Target
Litter NI 195a - 6% Litter NI 195a - 4.5%
Detritus NI 195b - 10% | Detritus NI 195b — 4.5%

Please explain the reasons why progress has not reached expectations

The definition of the street cleanliness indicators changed for 2008/09, including the
re-labelling of some of the scoring categories. This may have had some impact on the
overall scoring in this indicator.

Performance in Chorley remains high, when compared to other councils for street
cleanliness. In addition, the lower than anticipated performance relates to a small
number of streets falling below the required standard, normally by a small margin.

The transition period to neighbourhood based operations has involved re-scheduling
of work in areas which may have resulted in a longer gap between cleansing
operations and which have been noted through the inspection regime.

Please detail corrective action to be undertaken

As the neighbourhood operations are now established, issues with scheduling should
now have been overcome.

Analysis of the inspection results identified some hotspot areas. These are now being
targeted. For example, we have undertaken a targeted operation within the Chorley
East area.

Areas included in the inspection, such as industry and warehousing and other
highways, are also those which the Council does not have direct responsibility for. As
established in response to our current Local Environmental Quality Survey of England




Agenda Page 94 Agenda Item 12

(LEQSE) report, we are attempting to work with other agencies to influence their
standards of cleanliness.

Indicator Number

Improved street and environmental cleanliness: levels of
graffiti

Performance Target
2% 1%

Indicator Short Name

Please explain the reasons why progress has not reached expectations

The second and third tranche inspections revealed a spate of graffiti on recreational
areas which was reacted to and the graffiti removed within service standard time
periods. Similarly the third tranche identified an increase in graffiti in the main
retail/commercial areas. Again these were removed within specified times.

Please detail corrective action to be undertaken

Neighbourhood officers have increased proactive patrols to identify graffiti incidents
and our graffiti removal contractor is targeting recreational and retail areas on a
weekly basis.

Indicator Number NI 195d

Improved street and environmental cleanliness: levels of fly
posting

Performance Target
2% 1%

Indicator Short Name

Please explain the reasons why progress has not reached expectations

The first tranche of inspections identified a hotspot of fly posting in 5 streets
throughout the inspection area which have been subsequently dealt with.

No subsequent inspections have identified any issues and therefore the target was
not achieved as a result of the first tranche inspection.

Please detail corrective action to be undertaken

Neighbourhood officers have increased proactive patrols to identify fly post incidents
and particularly target the hotspot areas identified.

CONCLUSION
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53. The performance in this fourth quarter report shows that the Council continues to perform
well. The progress made in delivering key projects is excellent and the performance
against indicator targets also demonstrates that we continue to deliver against our
priorities.

54. The action plans and other steps to be taken where performance is lower than anticipated
should help to drive improvement in performance indicators and project delivery.

IMPLICATIONS OF REPORT

55. This report has implications in the following areas and the relevant Corporate Directors’
comments are included:

Finance Customer Services
Human Resources Equality and Diversity
Legal No significant implications in this area X

LESLEY-ANN FENTON
ASSISTANT CHIEF EXECUTIVE (POLICY AND PERFORMANCE)

There are no background papers to this report.

Report Author Ext Date Doc ID

. s . Fourth Quarter Performance Report
David Wilkinson 5248 April 28th 2009 o e 00809
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Appendix 1: National Indicator Performance

Performance Against Target

w

@
A

Performance is worse than the 5% tolerance.

The performance symbols denote performance against the target.

Performance is better than the target set for 2008/09.

Performance is within the 5% tolerance set for this indicator.
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Code |Indicator Title Target Quarter 4 |Performance
NI 14 Avoidable contact Set Baseline 20.49 N/A
8.09 per 1,000 |6.82 per 1,000
. I , population (211 | population
NI16 Serious acquisitive crime incidents in this | (183 incidents w
quarter) in this quarter)
6.3 per 1,000 |5.97 per 1,000
L . population (165 | population
NI 20 Assault with injury crime rate incidents in this | (129 incidents  f
quarter) in this quarter)
NI 156 Number of hquseholds living in Temporary 30 households |24 households "
Accommodation
Processing of planning applications as
NI 157a |measured against targets for 'major' 81% 80.77%
application types
NI 157b Processing of planning apphpatpns as 80% 82 499, 4
measured against targets for 'minor
Processing of planning applications as
NI 157c |measured against targets for ‘'other' 89% 93.62% w
application types
1 |Changes in Housing Benefit/ Council Tax vr
NI180 Benefit entitlements within the year 8928 changes 12,528 changes
Time taken to process Housing
NI 181  Benefit/Council Tax Benefit new claims| 9.35 days 8.93 days w
and change events
NI 182 Satlsfgctlon of_ busm(_asses with local 80% 929, +
authority regulation services
Food establishments in the area which are o o
NI 184 broadly compliant with food hygiene law 75% 96% W
Tackling fuel poverty - % of people
NI 187  [receiving income based benefits living in| Baseline year 4.26% N/A

homes with a low energy efficiency rating

' NI 180 and 181 are taken directly from the Council’s systems by the Department for Work and Pensions.
Therefore, the nationally published result may not exactly match this reported outturn, although the figure
gives a good indication.
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NI 188 |Planning to adapt to climate change 1 1 w
NI 192° |Household waste recycled and composted 48% 48.43% e
Nissa [Tl e e T asn | oe | A
Nssp [Tl SheRl e asn | e | A
N tsso [Preved | Shee o % | A
NI 1954 (I:rlr;;;rr?l}/r:agss: lg;[;epegstingnd environmental 1% 50, A
NI 196 (I:rlr;;;rr?l}/r:agss: f?;rﬁs:) ingand environmental 1% 1% "

2 . . - . .
The waste figures are up-to-date in the current position at the end of February. The outturn for these figures will
change as more information is received.
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Appendix 2 : Place Survey National Indicators Performance

The following National Indicators are measured through the new biennial Place Survey.

Please note these figures are provisional and may be subject to change as the final data
has not yet been signed off by the Department for Communities and Local Government.

Chorley’s Rank in
Provisional | Lancashire
Code | Indicator Title Result (of 12)
% of people who believe people from different o th
NI 1 . : 81.9% 4
backgrounds get on well together in their local area
NI 2 % _of people who feel that they belong to their 63.4% 5
neighbourhood
NI 3 | Civic participation in the local area 13.7% 7"
NI 4 % qf peop_le who feel they can influence decisions in 31.4% ond
their locality
NI 5 | Overall / general satisfaction with local area 84.2% 3"
NI 6 Participation in regular volunteering 23% g"
NI 17 % rating ASB as problem in their area (lower % is 13.5% g1
good)
Dealing with local concerns about anti social o th
NI21 behaviour and crime by the local council and police 30.6% 6
NI 22 Perceptions of parents taki.ng responsibility for the 3299, 4
behaviour of their children in the area
Perceptions that people in the area treat one another o nd
NI'23 with respect and consideration (lower % is good) 23.5% 2
NI 27 Under§tanding of local concerns about ant some_ll 58 29, th
behaviour and crime by the local council and police
NI 37 Awareness of civil protection arrangements in the 15% 4
local area
NI 41 Perceptio_ns of drunk or rowdy behaviour as a problem 249, g
(lower % is good)
NI 42 Perceptio_ns of drug use or drug dealing as a problem 57 59, 6
(lower % is good)
NI 119 Self re.ported measure of people’s overall health and 73 09, -t
wellbeing
P . P th
NI 138 Sa_t|sfact|on of people over 65 with both home and 84.29% 7
neighbourhood
The extent to which older people receive the support o th
NI139 they need to live independently at home 32.9% /
NI 140 | Fair treatment by local services 73.4% 6"
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Chor Ieg

Council

Report of Meeting Date

Assistant Chief Executive (Policy
& Performance)
(Introduced by the Executive
Member for Policy and
Performance)

Executive Cabinet 28" May 2009

DRAFT CHORLEY PARTNERSHIP ANNUAL REPORT 2008/9

PURPOSE OF REPORT

1. This reports provides a summary of the progress made by Chorley’s Local Strategic
Partnership over 2008/9. The report includes an update on the Sustainable Community
Strategy indicators, projects and also on Chorley’s performance against the first year of the
Local Area Agreement.

RECOMMENDATION(S)

2.  Members are asked to note the contents of the report, before it is presented to the LSP
Board.

EXECUTIVE SUMMARY OF REPORT
3.  The key points from this year’s report are:

e Crime is down overall by 2.2% on last year

e Despite the recession, business start-up rates have exceeded target

e Teenage pregnancy has fallen by another 10% since last year

e More people feel that Chorley is a place where people get on well together than last year
e More people are volunteering than last year

e Recycling has gone up

e 96% of new businesses in Chorley are surviving at least 12 months despite the recession
e Chorley has seen 82 new business start ups this year

e Hospital admission rates for alcohol related harm have risen

e Unemployment has risen

e Average weekly earnings of Chorley residents have fallen

e House prices have fallen

e (CO2 emissions have gone up

e Street cleanliness has fallen

e Violent crime has risen slightly

The Local Area Agreement is progressing well, although there is insufficient district level data
available at this time to update on all 35 indicators. An update has been provided on the targets
which we have that information for at this time. A full update on Chorley’s input into the LAA will
be reported in the Chorley Partnership’s 2™ Quarter report later this year.

Updated Template November 2008
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REASONS FOR RECOMMENDATION(S)
(If the recommendations are accepted)
4. N/A

ALTERNATIVE OPTIONS CONSIDERED AND REJECTED
5 NA

CORPORATE PRIORITIES

6.  This report relates to the following Strategic Objectives:

Put Chorley at the heart of regional | X Develop local solutions to climate | X
economic  development in the change.
Central Lancashire sub-region

Improving equality of opportunity | X Develop the Character and feel of | X

and life chances Chorley as a good place to live
Involving people in their | X Ensure Chorley Borough Council is | X
communities a performing organization

IMPLICATIONS OF REPORT

7. This report has no implications in the following areas:

Finance Customer Services

Human Resources Equality and Diversity

Legal No significant implications in this N
area

LESLEY-ANN FENTON
ASSISTANT DIRECTOR (POLICY AND PERFORMANCE)

There is one background paper attached to this report.

Report Author Ext Date Doc ID

Claire Thompson 5348 8" May 2009

Background Papers

Document Date File Place of Inspection
Chorley Partnership Draft Policy &
Annual Report 2008/9 May 2009 Performance
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