AUDIT COMMITTEE AGENDA ITEM: 9
19 MARCH 2013:

PERFORMANCE REPORT FOR THE FIRST HALF OF THE FINANC IAL YEAR

Cabinet Member Clir Neal Davey
Responsible Officer Head of Communities & Governance

Reason for Report:  To provide Members with an update on performance against
the corporate plan and local service targets for the 2012/13 financial year.

RECOMMENDATION(S): That the Committee make recommendations on any areas
of concern to the Cabinet

Relationship to Corporate Plan: Corporate Plan priorities and targets are

effectively maintained through the use of appropriate performance indicators and

regular monitoring

Financial Implications:  None identified

Legal Implications: None

Risk Assessment: If performance is not monitored we may fail to meet our

corporate plan and local service plan targets or take appropriate corrective action

where necessary.

1.0 Introduction

1.1 This report provides Members with details of performance against the
corporate plan and local service targets (Appendicesl- 6) for the 2012/13
financial year.

1.2 Appendices 1 - 6 have been taken directly from SPAR our Service
Performance And Risk management system for this report. A glossary of

terms for the Appendices is included at the end of this report.

2.0 Management comment — corporate plan and local s ervice performance
targets

Managing the Environment Portfolio - Appendix 1

2.1  The amount of waste going to landfill has decreased for the last 2 years at
an above target rate; for 2012/13 we have continued this trend against the
same period last year.

2.2 The figures for missed collections are well below target which is in the main
because of the flooding in December 2012
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Decent and affordable Homes Portfolio - Appendix 2

We are still well below the annual target for delivering 100 affordable
homes, while 42 units were completed during the third quarter of 2012/13
which is at above target rate we are not now expecting to reach the target for
the financial year.

61 empty homes have been brought back into use during the 2012/13
financial year so far which is well above the target of 15 for the year.

The balance of planned v responsive repairs  performed at a level of 77.23
which was above the target of 70:30.

Community Well Being Portfolio - Appendix 3

Generally speaking the indicators shown have once again improved or
remained unchanged.

Most of the environmental health targets are now on target despite the fact
the Service still has one Manager on long term absence. In addition a new
Environment & Enforcement Manager has been appointed with effect from 1
March which should relive the stress on the Service.

The Amount of External Funding Brought into Mid Dev on does not have
target because the intention is just to raise as much as possible. The amount
for the first nine months of 2012/13 already exceeds the total for 2011/12
which is an achievement in the current economic climate.

Planning and Regeneration Portfolio - Appendix 4

Planning performance is on or above target for the first nine months except for
Minor Applications which is just below target but improved from quarter 2.

Land Charges Searches are marginally below target along with Building
Regulation Applications;  both have improved since quarter 2. The figures in
appendix 4 are cumulative.

For empty shops the position has improved in all areas.

Working Environment Portfolio - Appendix 5

Most indicators are at or above target. Working Days Lost due to Sickness
Absence has increased for quarter 3 but remains below the target to date.

The % of incoming calls answered is above target and the % calls
answered within 2 minutes is better than this period last year.

Finance Portfolio - Appendix 6

All of the indicators are above target with the exception of Percentage of
Invoices Paid on Time . This indicator is only recorded twice a year and has
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2.15

2.16

2.17

2.18

2.19

Impact

improved consistently for 4 years; the 100% target is a little unrealistic and will
be reviewed for 2013/14.

The % of core audits completed so far for 2012/13 is over 100% because
there was some work for 2011/12 undertaken in 2012/13.

The Percentage of customer Satisfaction  will be reported in quarter 4.

Risk reqister — Appendix 7

The Corporate risk register has been reviewed by Management Team and
updated. Risk reports to all committees will continue to include all strategic
risks with a score of 15 or more and/or all those with an Impact score of 5.

The register now has an additional column for the “target score” which is the
tolerance level for each risk as set by Management Team.

The stats for this quarter are:

5 6 5
4 1 13
3 a4 13
2 1 2
1
1 2 3 4 5

Likelihood
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2.20 We are still going through a risk review exercise with service managers; any
risks from service business plans which meet the above criteria for inclusion
will be added to the corporate risk register.

3.0 Conclusion and Recommendation
3.1 On the whole it can be seen from Appendices 1-6 that performance is

positive. For those areas where performance is below target action is being
taken to either address the issues or to make future targets more realistic.

Contact for more Information: Amy Tregellas, Head of Communities &
Governance ext 4246

Circulation of the Report: Management Team and Cabinet Members
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Glossary of Terms

Prev Year End: This is the actual final value for the year 2011/12
Annual Target: This is the year end target for 2012/13
Current Target: This is the profiled target for the 2012/13 year to date

Q1-Q4 Act: These are the actuals for the 2012/13 year to date quarter by
quarter. Some indicators do not have results for every quarter.

Improvement: This is against the corresponding quarter last year
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SPAR.net - Managing the Environment Portfolio - Appendix 1

Managing the Environment Portfolio - Appendix 1

Quarterly report for 2012-2013
No headings

For Managing the Environment Portfolio

For MDDC - Services

Page 1 of 1

Filtered by Performance Status: Exclude Pl Status: Data not due, Not calculable

Key to Performance Status:

Performance

Indicators: e Dkl

Below target On target

Above target

Key to change on same period in previous year:

|I| Improved Performance |I| Worse Performance |I| Unchanged

Managing the Environment Portfolio - Appendix 1

Performance Indicators

Status Title Prev Year Annual
End Target Target
Above Reduce the amount of 470.48 490.00
target  waste going to landfill
by 9%
Management Notes:
Increase Dry Recycling 16.07% 20.00%

Rate to 20% by 2013

Management Notes:
(Quarter 3)

There is an ongoing communications campaign/ project to increase recycling

(AT)
% of Household Waste

Reuse, Recycled and
Composted

Management Notes:
(Quarter 3)

Below 49.1% 50.0%

target

50.0% (3/4) 48.6%

There is an ongoing communications campaign/ project to increase recycling

(AT)

% of mi d collections n/a 0.30%

per Quarter (refuse and

organic waste)
Management Notes:

% of Missed Collections n/a
per Quarter (recycling)

Management Notes:

0.30% (3/4) 0.02%

0.30% 0.30% (3/4) 0.03%

Printed by: Catherine Yandle SPAR.net

Current Q1 Act Q2 Act Q3 Act

367.50 (3/4) 121.12 236.12 362.37

20.00% (3/4) 14.61% 14.15% 13.95%

49.7% 47.4%

0.02% 0.05%

0.06% 0.04%

http://mddcweb5/sparnet/default.aspx?1d=4692&type=30&nogif=0

Q4 Improvement
Act

7

n/a

n/a

Print Date: Monday, March 04, 2013 14:41

04/03/2013
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Decent and Affordable Homes Portfolio - Appendix 2

Quarterly report for 2012-2013

No headings

For Decent and Affordable Homes Portfolio
For MDDC - Services
Filtered by Performance Status: Exclude Pl Status: Data not due, Not calculable

Performance

Key to Performance Status:

Below target

On target

Above target

Key to change on same period in previous year:

|I| Improved Performance |I| Worse Performance |I| Unchanged

Decent and Affordable Homes Portfolio - Appendix 2

Performance Indicators

Status Title Prev Year
End
Deliver 15 affordable 6

homes per year by
bringing Empty Houses
into use

Management Notes:

Number of affordable 28
homes delivered (gross)

Management Notes:

Above % Emergency Repairs 99.82%
target Completed on Time

Management Notes:

Above % Urgent Repairs 98.9%
target Completed on Time

Management Notes:

Above % Routine Repairs 98.6%
target Completed on Time

Management Notes:

Above % Repairs Completed at 97.8%
target  First Visit

Management Notes:

Above Ratio of expenditure 65.35
target  between planned and
responsive repairs

Management Notes:

Below Rent Collected as a 100.85%
target  Proportion of Rent
Owed

Management Notes:

Rent Arrears as a 0.85%
Proportion of Annual
Rent Debit

Management Notes:

Below @ % Decent Council 84.5%

Printed by: Catherine Yandle

Annual Current
Target Target
15 11 (3/4)

100 75 (3/4)
99.50% 99.50%
(10/12)

98.50% 98.50%
(10/12)

98.50% 98.50%
(10/12)

98.50% 98.50%

(10/12)

70.30  70.30 (3/4)

100.50%  100.50%
(10/12)

1.00% 1.00%

(10/12)

90.00% 90.00%
SPAR.net

Q1 Act

21

100.00%

99.50%

99.49%

99.22%

56.44

97.23%

1.66%

84.08%

Q2 Act Q3 Act

29 61

21 63

100.00% 99.64%

99.58% 99.65%

99.72% 99.76%

98.61% 98.91%

65.35 77.23

97.48% 99.98%

2.00% 1.13%

83.85% 81.29%

http://mddcweb5/sparnet/default.aspx?1d=4694 &type=30&nogif=0

Page 1 of 2

Q4 Improvement
Act

0

v

Print Date: Monday, March 04, 2013 14:42

04/03/2013



SPAR .net - Decent and Affordable Homes Portfolio - Appendix 2

Page 2 of 2

Performance Indicators

Status Title Prev Year Annual
End Target

GBI Homes
Management Notes:
On % Properties With a 99.71% 100.00%
target  Valid Gas Safety

Certificate
Management Notes:
Above Average Days to Re-Let 17.32days 18.00days
target  Local Authority

Housing
Management Notes:

Current Q1 Act Q2 Act Q3 Act
Target
(10/12)

100.00%  99.90% 100.00% 100.00%

(10/12)

18.00days 21.14days 15.52days 16.84days
(10/12)

Q4 Improvement
Act

http://mddcweb5/sparnet/default.aspx?1d=4694 &type=30&nogif=0

04/03/2013
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Community Well-Being Portfolio - Appendix 3

Quarterly report for 2012-2013
No headings
For Community Well-Being Portfolio
For MDDC - Services
Filtered by Performance Status: Exclude Pl Status: Data not due, Not calculable

Key to Performance Status:
Performance]

Key to change on same period in previous year:

|I| Improved Performance |I| Worse Performance |I| Unchanged

Performance Indicators

Status Title Prev Year Annual Current Q1 Act Q2Act Q3Act Q4 Improvement
End Target Target Act
% Void Rate n/a 5.00% 3.75% (3/4) 2.86% 8.57% 2.86% n/a
(Commercial Units)
Management Notes:
Number of Enquiries for 252 100 75 (3/4) 45 91 125 v
Funding Advice
Management Notes:
Above % of Enquiries 99% 95% 95% (3/4) 98% 100% 100% ()
target Responded to within 10
Working Days.

Management Notes:

No Total Amount of £121,698 £32,500 £96,916 £123,866 ()
Target External Funding
brought into Mid Devon

Management Notes:
(Quarter 3)

This figure is for information purposes only.

(SK)

Number of 41 40 30 (3/4) 9 31 38 A
Consultations
Supported

Management Notes:

Number of Citizen's 3 3 2 (3/4) 1 3 3 ()
Panel Mail-outs Per
Year

Management Notes:

Deliver services 7 6 5 (3/4) 1 7 7 ()
through Mid Devon

Connect by providing

six projects throughtout

the District

Management Notes:

Ensure 80% of people 90% 80% 80% (3/4) 83% 76% 78% v
who contact the Council
about anti-social

http://mddcweb5/sparnet/default.aspx?1d=4697 &type=30&nogif=0 04/03/2013



SPAR.net - Community Well-Being Portfolio - Appendix 3

Community Well-Being Portfolio - Appendix 3

Performance Indicators

Status Title Annual

Target

Prev Year
End

behaviour see
improvements

Management Notes:

Conduct a number of 4 2
community action days

Management Notes:
(Quarter 3)

Current Q1 Act
Target
2 (3/4) 0

Page 2 of 2

No multi-agency Have Your Say Events were held during Q3 however two events are planned for Q4.

(R)

Deliver a number of 6 2
community projects

Management Notes:

Above Response to service 98% 95%

target requests
Management Notes:

On
target

Response to water 100% 95%
sampling requests

Management Notes:

Response to Planning
consultations

Management Notes:

98% 75%

On
target

A and B1 risk
inspections

Management Notes:

100% 100%

On
target

Management Notes:

Investigate 100% of 100% 100%

accidents Incident

On
target

Investigate 100% of 100% 100%

accidents Complaint
Management Notes:

Above Operational Recovery 86.6% 86.50%

target Rate
Management Notes:

Above
target

Management Notes:

Retention Rate 92% 95%

Below @ Compliance with food 89% 90%

target  hygiene law
Management Notes:

Printed by: Catherine Yandle

http://mddcweb5/sparnet/default.aspx?1d=4697 &type=30&nogif=0

2 (3/4) 0

95% (3/4)  96%

100% (3/4)

100%

75% (3/4)  98%

100% (3/4)  100%

100%

100% (3/4)

100%

100% (3/4)

86.50% (3/4) 86.34%

94%

95% (3/4)

90% (3/4)  90%

SPAR.net

Q2 Act Q3 Act Q4 Improvement
Act

1 1 v
0 0 v
85% 96% v
83% 100% 24
100% 98% v
100% 100% ©
100% 100% 24
100% 100% ©
87.62%  86.78% »
94% 96% A
90% 89% 90% »

Print Date: Monday, March 04, 2013 14:44

04/03/2013
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Planning and Economic Development Portfolio - Appendix 4

Performance

|I| Improved Performance |I| Worse Performance |I| Unchanged

Quarterly report for 2012-2013
No headings
For Planning and Economic Development Portfolio
For MDDC - Services
Filtered by Performance Status: Exclude Pl Status: Data not due, Not calculable

Key to Performance Status:

Below target

On target

Above target

Key to change on same period in previous year:

Planning and Economic Development Portfolio - Appendix 4

Performance Indicators
Status Title

Above Reduce the number of
target empty shop units
(TIVERTON)

Management Notes:

Reduce the number of

empty shop units
CREDITON

Management Notes:

Above Reduce the number of

target empty shop units
(CULLOMPTON)

Management Notes:

Above Planning Applications:
target Householder
Applications

Management Notes:

Above Enforcement site visits
target

Management Notes:

Above Delegated decisions
target

Management Notes:

Above Planning Applications:
target over 13 weeks old

Management Notes:

Customers rating the
service good

Management Notes:

Below  Searches carried out
target  wl/in 5 working days

Management Notes:

Below  Building Requlation
target  Applications

Printed by: Catherine Yandle

Prev Year
End

8.4%

10.3%

15.0%

85%

95%

94%

33

92%

100.00%

86.50%

Annual
Target

9.00% 9.

12.00% 12.

16.00% 16.

80%

87%

90%

45

75%

100.00% 100.

95%

SPAR.net

Current
Target

00% (3/4)

00% (3/4)

00% (3/4)

80% (3/4)

87% (3/4)

90% (3/4)

45 (3/4)

75% (3/4)

00% (3/4)

95% (3/4)

Q1 Act Q2Act Q3 Act

8.20% 9.00%

6.90% 5.50%

18.50% 20.70%

72% 80%

100%  100%

93% 92%

36 44

88% 87%

100.00% 99.89%

80% 86%

8.80%

5.20%

14.70%

82%

100%

92%

45

90%

99.93%

90%

Q4 Improvement
Act

0

Print Date: Monday, March 04, 2013 15:20

http://mddcweb5/sparnet/default.aspx?1d=4698 &type=30&nogif=0

04/03/2013



SPAR.net - Planning and Economic Development Portfolio - Appendix 4 Page 2 of 2

Planning and Economic Development Portfolio - Appendix 4

Performance Indicators
Status Title

Management Notes:

Above Building Requlation Full

target  Plan Applications
Management Notes:

Above Planning Applications:

target  Major Applications
Management Notes:

Below | Planning Applications:

target  Minor Applications
Management Notes:

On Planning Applications:

target  'Other' Applications
Management Notes:

On Supply of ready to
target develop housing sites

Management Notes:

Printed by: Catherine Yandle

Prev Year

End

100.00%

63%

73%

84%

n/a

Annual
Target

95%

60%

65%

80%

SPAR.net

Current
Target

95% (3/4)

60% (3/4)

65% (3/4)

80% (3/4)

0% (2/4)

Q1 Act Q2 Act Q3 Act Q4 Improvement

Act
100% 100%  99% v
57%  71%  68% A
53%  60%  62% v
66%  76%  80% v
0% 0% n/a

Print Date: Monday, March 04, 2013 15:20

http://mddcweb5/sparnet/default.aspx?1d=4698 &type=30&nogif=0 04/03/2013



SPAR.net - Working Environment Portfolio - Appendix 5

Working Environment Portfolio - Appendix 5

Quarterly report for 2012-2013
No headings

For Working Environment and Support Services Portfolio

For MDDC - Services

Page 1 of 2

Filtered by Performance Status: Exclude Pl Status: Data not due, Not calculable

Performance

Indicators: e Dkl

Key to change on same period in previous year:

Key to Performance Status:

Below target On target

Above target

|I| Improved Performance |I| Worse Performance |I| Unchanged

Working Environment Portfolio - Appendix 5

Performance Indicators
Status Title

Above % of incoming calls
target answered

Management Notes:

Below
target

% calls to Customer
First answered within 2
minutes

Management Notes:
(Quarter 3)

Prev Year Annual Current Q1 Act Q2 Act Q3 Act
End Target Target

91% 90.00% 90.00%  92.02% 94.65% 92.86%
(3/4)

86% 95.00% 95.00% 90.35% 92.17% 92.00%
(3/4)

Q4 Improvement
Act

0

The team consistantly answer 92% of external calls within 2 minutes, the majority of calls are within 1 minute but at peak times a
percentage of callers will wait longer than 2 minutes. Staff rota's are done daily to ensure maximum available staff through out the day,
leave is monitored and restricted to make the best use of resource. The target may not be realistic with the resource available and will

be reviewed at the end of the year.

(LR)
Above % of visitors to
target  reception seen to within

15 minutes of arrival
Management Notes:

Above
target

Management Notes:

Satisfaction with front-
line services

% of queries resolved at
first point of contact

Above
target

Management Notes:

% complaints
acknowledqed wl/in 3

Management Notes: ement Notes:

Below | % of complaints
target  resolved w/in

timescales (10 days - 12

weeks)
Management Notes:

Above
target

% Emails received by
Customer Services
responded to within 5
days

Printed by: Catherine Yandle

99% 95.00% 95.00%  96.33% 89.67% 96.00%
(3/4)
88% 85.00% 85.00%  89.00% 89.00% 88.33%
(3/4)
67% 68% 68% (2/4) 70% 70%
75% 80% 80% (3/4) 75% 81% 72%
82% 90%  90% (3/4) 83% 94% 86%
99.5% 95.0% 95.0% (3/4) 99.8% 99.8% 98.8%

SPAR.net

http://mddcweb5/SparNet/default.aspx?1d=4701&type=30&nogif=0

Print Date: Monday, March 04, 2013 15:37

04/03/2013



SPAR.net - Working Environment Portfolio - Appendix 5

Working Environment Portfolio - Appendix 5

Performance Indicators
Status Title

Management Notes:

On % of Minutes published
target

Management Notes:

On % of Committee
target Agendas

Management Notes:

% electoral reqgistration
forms returned during
annual canvass of
electors

Management Notes:

On % Electoral
target Commission

Registration
Performance Standards

Management Notes:

Working Days Lost Due
to Sickness Absence

Above
target

Management Notes:

On Customer Satisfaction
target

Management Notes:

Above
target

Management Notes:

System Availability

Below
target

Management Notes:

% SLA Achieved

Printed by: Catherine Yandle

http://mddcweb5/SparNet/default.aspx?1d=4701&type=30&nogif=0

Prev Year
End

100%

100%

97%

90%

9.20days

9.8

99.00%

82.35%

Annual Current
Target Target
100% 100% (3/4)

100% 100% (3/4)

75%  75% (3/4)
90% 90% (3/4)
8.00days  6.00days
(3/4)

9.7 9.7 (3/4)

99.9% 99.9% (3/4)
84%

84% (3/4)

SPAR.net

Q1 Act

100%

100%

0%

100%

1.83days

9.7

99.9%

84%

Q2 Act

100%

100%

95%

90%

3.63days

9.6

93.0%

84%

Page 2 of 2

Q3 Act Q4 Improvement
Act

100% ©
100% ©
95% v
90% ©
5.73days A
9.7 v
100.0% ©
83% v

Print Date: Monday, March 04, 2013 15:37

04/03/2013
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Finance Portfolio - Appendix 6

Quarterly report for 2012-2013
No headings
For Finance Portfolio
For MDDC - Services

Key to Performance Status:
Performance

Key to change on same period in previous year:

|I| Improved Performance III Worse Performance |I| Unchanged

Performance Indicators

Status Title Prev Year Annual Current Q1 Act Q2 Act Q3 Act Q4 Improvement
End Target Target Act
% of core audits 93% 100% 100% (3/4)  17% 29% 102% 117% ()
completed in financial
year

Management Notes:

Above % of system audits 15% 80% 40% (3/4)  24% 42% 42% A
target completed in financial
year

Management Notes:

On Percentage of customer n/a 80% 0% (3/4) 0% 0% 0% n/a
target  satisfaction

Management Notes:

Above % total Council tax 98.20% 98.00% 73.50% (9/12) 29.67% 56.85% 83.24% v
target  collected - monthly

Management Notes:

Above % total NNDR collected 98.60% 99.00% 74.25% (9/12) 27.77% 56.77% 82.72% A
target - monthly

Management Notes:

Percentage of Invoices 92.95% 100.00% 100.00% (1/2) nfa 96.91% n/a ()
Paid on Time

Management Notes:
(April - September)

This indicator has improved for over 4 years

(CY)

Time taken to process 8days 14days  14days (3/4) 8days 8days 8days ()

Housing
Benefit/Council Tax
Benefit new claims and

change events
Management Notes:

http://mddcweb5/SparNet/default.aspx?1d=4704&type=30&nogif=0 04/03/2013
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