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Customer, Transactional and ICT
The level of avoidable contact. Target: 20% (9)

% of customers satisfied with the way they were treated by the Council.
Target 80% (9)

Abandonned call rate. Target 5.5%

No. days it takes to process new HB and CTB claims and change
events. Target <10 days (9)

% Benefits correspondence dealt with in 7 working days. Target 90%
(9)

% Council Tax correspondence dealt with in 7 working days. Target
90% (9)

Council Tax collected. Target 98.75%

NNDR collected. Target 99.15% (9)

% High Priority Helpdesk calls resolved within 3 hours. Target (85%)
9)

HR&OD

Number of FTE days lost per year through sickness absence (whole
Council): Target 6.5 days (9)

Number of FTE days lost through short term sickness

absence (whole Council): Target 2.5 days (9)

Percentage of staff who receive (at least) an annual
face to face performance appraisal. Target 100% (9)

Satisfaction with relevance of organisational
development sessions. Target 91% (9)

Percentage of employees who consider themselves to

have a disability. Target 4% (7)

Percentage of Black and Minority Ethnic (BME)
employees in the workforce. Target 3.99% (7)

Financial Shared Services

Achieve a balanced budget over the MTFS period (9)
Customer Satisfaction with Financial services. Target

90% (9)
Over/Underspends within 1% of manageable/cash
revenue budget at year end. Target <1.0% (9)

Achievement of Prudential Indicator: Target 100%
compliance (9)

Investment performance. Target : outperform LIBID

rate by 10% (9)

% of undisputed invoices (all services) processed within 30 and
10 days. Targets 97.75%, 50% (9)

Quarterly closedown of accounts processes completed. Target
100%

Governance
Member satisfaction with Democratic Services. Target 80% (9)
% members with a PDP. Target 95% (9)

% members receiving induction training within 1 month of
election. Target 100% (9)

% decision notices published for Exec Cab and Dev Con within 2
working days. Target 90% (9)

% draft minutes circulated within 7 days”. Target 95 % (9)
% electoral canvass forms returned. Target 90%

% turnout for local elections. Target 46% (9)

% legal files opened within 5 days. Target 90%(9)

% first draft S106 agreements produced within 4 weeks of
receipt. Target 90% (9)

% staff satisfied with office cleaning service. Target 85% (9)

Policy & Communications

% residents satisfied with the way the Council runs things.
Target 51%

% residents who feel that Chorley Council provides value for
money. Target 37% (9)

% Pls on PMS with written procedures. Target 90% by June
2013 (9)

% residents feeling well informed about the council. Target 40%
(9)

Corporate Health

No. of FTE days lost through sickness absence in
Transformation. Target 6.5 days (9)

No. of FTE days lost through SHORT TERM sickness absence
in Transformation. Target 2.5 days (9)

% of undisputed Transformation invoices processed within 30
days. Target 97.75% (9, 7)

% correspondence dealt with in 7 working days. Target 90% (9)

CO; emissions from local authority operations. Target: 5%
reduction (9)

No. of corporate complaints. (Baseline year) (9)

Develop and implement an action plan to increase the use of Council assets (August 2013)

Implement the framework for strategic partnerships (October 2012)
Implement Health Care Cash Plan (June 2012)

Implement a new programme of apprenticeships (NEETs) (May 2012)
Create ten new apprenticeship placements (August 2012)

Develop a programme to support a consistent approach to management across the council (July 2012)

Support improvements to productivity management (March 2013)

Implement changes to management accountancy function (March 2013 )

Complete bank tender (September 2012)

Carry out base budget review (September 2012)

Implement systems development plan (Creditor/Debtor self-service) (March 2013)

Set up new standards regime (July 2012)
Introduce Police & Crime Commissioner Elections (November 2012)

Upgrade IKEN legal case mangement system (Sept ember 2012)

Develop and implement a renewable energy action plan (TBC)

Implementation of the customer services migration plan (November 2012)
Refresh the council's website (September 2012 )
Deliver the Sharepoint EDMS project ) (March 2013)

Implement virtual post room (June 2012)

Complete review of Information Management (September 2012)
Implement localised Council Tax Benefit scheme (March 2013)
Support the development of a credit union (TBC)

Develop an action plan to tackle social isolation in the borough (May 2012)

Undertake review of back and front office structures (October 2012)

Develop and deliver a new intranet (July 2012)
Deliver individual performance management (March 2013)

Implement debt funding advice service (TBC)

e Town centre land acquisition (March 2013)

» Modernisation of the Council Chamber (End July)

* Review of governance models (April 2013)

Deliver the internal communications plan (August 2012)
Develop a civic pride campaign and approach to community engagement (March 2013)




