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	Business Services’ Service Plan: Q1 2015/16 – Performance Monitoring – Full Report
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	Priority 1 - Customer Focus


	Indicator
	First point of contact resolution for all service requests received through the Contact Centre.
	Red T'hold
	Amber T'hold

	Target

Status

Value

Number of calls

Long Trend

Short Trend

Q1 2014/15

84.0%
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86.9%

54,332
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Q2 2014/15

84.0%
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85.3%

54,531
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Q3 2014/15

84.0%
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86.5%
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Q4 2014/15
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81.1%

66,776
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Q1 2015/16

85.0%
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	67,814 calls and 2,589 internet enquiries/text messages were received during Q1. 

	 
	 
	 
	 
	 
	 


	Indicator
	Answer all calls received by the Contact Centre within 20 seconds.
	Red T'hold
	Amber T'hold

	Target

Status

Value

Number of calls

Long Trend

Short Trend

Q1 2014/15

70.0%
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73.0%
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Q2 2014/15

70.0%
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74.2%
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Q3 2014/15

70.0%
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74.4%
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Q4 2014/15

70.0%
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77.0%

[image: image39.png]



[image: image40.png]



Q1 2015/16

70.0%
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80.0%
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	Indicator
	Ensure all investigation responses are fully resolved within 20 working days.
	Red T'hold
	Amber T'hold

	Target

Status

Value

Number of investigations

Long Trend

Short Trend

Q1 2014/15

95.0%
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96.1%

482
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Q2 2014/15

95.0%
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95.9%

484
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Q3 2014/15

95.0%
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95.6%

525
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Q4 2014/15

95.0%
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Q1 2015/16

95.0%
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445
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	90.0%
	92.0%
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	A total of 445 complaints were closed during Q1 2015/16. In comparison to Q1 of 2014/15, there were 37 less complaints recorded and closed. The complaints response target of 95% where complaints are responded to in 20 working days, was exceeded. The Feedback Team helping council services achieve 98%. 
All services continue to log and administer complaints via the Feedback Team. Refresher training sessions continue to keep awareness up around the complaints handling procedure. 

As above, we are currently exceeding the target of 95% where responses were provided within 20 working days. This has been consistently been achieved by the Feedback team working with the services and ensuring they are reminded and chased before complaint response due dates. 

There were 10 cases responded to outwith this timescale for the following reasons: 

Service delay in investigation/returning findings/sign off: 4 

Service asked for extension to timescale, complex case: 6 

In all delayed cases, although the 20 day response timescale was not met, all complainants were kept informed of the delay and of the next steps, as per our expectations of keeping customers informed. 

	 
	 
	 
	 
	 
	 


	Indicator
	Percentage of residents who are satisfied with the services that Aberdeenshire Council delivers
	Red T'hold
	Amber T'hold

	Target

Status

Value

Number surveyed

Long Trend

Short Trend

Q1 2014/15

85%
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89%

420
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Q2 2014/15

85%
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94%

428

[image: image65.png]



[image: image66.png]



Q3 2014/15

85%
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435
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Q4 2014/15

85%
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Q1 2015/16

90%
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438

[image: image74.png]



[image: image75.png]




	86%
	89%

	[image: image76.png]e
6%
o5%
4%
3%
2%
1%
0%
9%
B5%
57%
B5%
e5%
4%

[ om%  m%  me s
& & &
o rid &
o Vemre - Ouarters - Taraet (Years) @ Taraet (Quarters)




	This quarter's figure of 96% represents an increase from the previous quarter's 92%.  Both are above the target figure of 90%.

	
	 
	 
	 
	 
	 


	Indicator
	Average customer satisfaction for ICT service provision
	Red T'hold
	Amber T'hold

	Target

Status

Value

Number Surveyed

Long Trend

Short Trend

Q1 2014/15

94%
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87%
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Q2 2014/15

94%
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89%
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Q3 2014/15

94%
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88%
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Q4 2014/15

94%
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91%
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Q1 2015/16

95%
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	Satisfaction with service provision has continued to increase with a 3% rise this quarter. Over this period 21,298 calls were dealt with through the Service Desk. 425 feedback surveys were completed in June with the “satisfaction with the ICT service” figure reached being 100%. 

	
	 
	 
	 
	 
	 


	Indicator
	Average speed of processing new Housing Benefit claims (days) (SPI)
	Red T'hold
	Amber T'hold

	Target

Status

Value

Base

Long Trend

Short Trend

Q1 2014/15

22
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25.25
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Q2 2014/15

22
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25.02
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Q3 2014/15

22
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25.83
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Q4 2014/15

22
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24.99
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Q1 2015/16

22
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	The Benefits performance indicators are now split between Housing Benefit (HB) and Council Tax Rebate (CTR) claims as the DWP report on Housing Benefit and the Scottish Government will report on Council Tax Rebate performance. 

In Q1, the Benefits team processed 2,317 new claims, which is an increase of 15% on the previous year. The team has recently reviewed and amended some of its processes after contacting other local authorities who, according to DWP, had improved their processing performance. 

Although not all of the changes could be implemented immediately, there has been an improvement in performance in July with Housing Benefit new claims being processed on average in 22.58 days and Council Tax Rebate claims in 25.06 days. 



	
	 
	 
	 
	 
	 


	Indicator
	Average speed of processing new Council Tax Rebate claims (days) (SPI)
	Red T'hold
	Amber T'hold

	Target

Status

Value

Base

Long Trend

Short Trend

Q1 2014/15

22
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26.68
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Q2 2014/15

22
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24.82
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Q3 2014/15

22
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24.97
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Q4 2014/15

22
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24.92
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Q1 2015/16

22
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	The Benefits performance indicators are now split between Housing Benefit (HB) and Council Tax Rebate (CTR) claims as the DWP report on Housing Benefit and the Scottish Government will report on Council Tax Rebate performance. 

In Q1, the Benefits team processed 2,317 new claims, which is an increase of 15% on the previous year. The team has recently reviewed and amended some of its processes after contacting other local authorities who, according to DWP, had improved their processing performance. 

Although not all of the changes could be implemented immediately, there has been an improvement in performance in July with Housing Benefit new claims being processed on average in 22.58 days and Council Tax Rebate claims in 25.06 days. 



	 
	 
	 
	 
	 
	 


	Indicator
	Average speed of processing changed Housing Benefit claims (days) (SPI)
	Red T'hold
	Amber T'hold

	Target

Status

Value

Base

Long Trend

Short Trend

Q1 2014/15

9
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8.41
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Q2 2014/15

9
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9.27
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Q3 2014/15

9
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8.68
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Q4 2014/15

9
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4.61
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Q1 2015/16
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8.54
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	The Benefits performance indicators are now split between Housing Benefit (HB) and Council Tax Rebate (CTR) claims as the DWP report on Housing Benefit and the Scottish Government will report on Council Tax Rebate performance. 

In Q1, the Benefits team processed 17,764 changes in circumstances, which is 4% less then the previous year. Performance has improved in July with Housing Benefit changes taking on average 6.96 days and Council Tax Rebate changes taking 6.57 days. 



	 
	 
	 
	 
	 
	 


	Indicator
	Average speed of processing changed Council Tax Rebate claims (days) (SPI)
	Red T'hold
	Amber T'hold

	Target

Status

Value

Base

Long Trend

Short Trend

Q1 2014/15

9
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7.78
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Q2 2014/15

9

[image: image144.png]



7.96
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Q3 2014/15

9
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7.01
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Q4 2014/15

9
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5.48
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Q1 2015/16

9
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	The Benefits performance indicators are now split between Housing Benefit (HB) and Council Tax Rebate (CTR) claims as the DWP report on Housing Benefit and the Scottish Government will report on Council Tax Rebate performance. 

In Q1, the Benefits team processed 17,764 changes in circumstances, which is 4% less then the previous year. Performance has improved in July with Housing Benefit changes taking on average 6.96 days and Council Tax Rebate changes taking 6.57 days. 



	 
	 
	 
	 
	 
	 


	Priority 2 - Managing Resources & Assets


	Indicator
	Savings against public notice advertising spend
	Red T'hold
	Amber T'hold

	Target

Status

Value

Forecast Average Spend

Long Trend

Short Trend

Q1 2014/15

Q2 2014/15

Q3 2014/15

Q4 2014/15

Q1 2015/16

15.0%
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42.1%

60,332
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	13.5%
	14.3%
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	This is a new measure for 2015/16.

Savings are calculated on the difference between the average monthly spend during the quarter using the current external provider compared to the average monthly spend during the quarter with the previous external provider. 
There have been many positives as a result of the relationship between the current external supplier and the council, many of which have helped to achieve the significant savings. The supplier has regularly challenged the value of projects and choice of media, general recruitment and public information notice adverts have revised layouts, they offer access to preferential purchase rates/rate card savings and provide valuable evaluation information to help inform future advertising choices, to avoid monies being wasted. 

	 
	 
	 
	 
	 
	 


	Indicator
	Percentage of design jobs undertaken via E4Print
	Red T'hold
	Amber T'hold

	Target

Status

Value

Total Jobs

Long Trend

Short Trend

Q1 2014/15

Q2 2014/15

Q3 2014/15

Q4 2014/15

Q1 2015/16

30%
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14.43%

2,730
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	This is a new measure for 2015/16.

Rather than formally launching the Council's new Design & Print Online Service, internally

referred to as E4Print, a decision was taken to have a gradual roll-out of the

portal, making the system available to users on an as-needed basis. It was felt that this

was the most appropriate implementation approach to allow staff to come to terms with

the new procedures and to ensure that staff could familiarise themselves with the updated

guidelines and terms and conditions governing the service, as well as to minimise any

potential disruptions due to technical issues which were not known to us prior to

implementation, which would potentially have had a detrimental effect on the overall user

experience and buy-in.

ICT are currently working with Tharstern (our Service Provider) to address a number

of issues that have been identified following the soft launch. The main

outstanding problem appears to be directly linked to weaknesses with the Council's ICT

infrastructure.


	
	 
	 
	 
	 
	 


	Indicator
	Council tax collection rate
	Red T'hold
	Amber T'hold

	Target

Status

Value

Income due

Long Trend

Short Trend

Q1 2014/15

30.050%
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30.210%
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Q2 2014/15

57.100%
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58.010%
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Q3 2014/15

85.150%
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85.820%
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Q4 2014/15

96.200%
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96.390%
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Q1 2015/16

30.000%
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30.330%
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	29.400%
	29.700%
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	This is a cumulative indicator.  

	 
	 
	 
	 
	 
	 


	Priority 3 - The Best Workforce


	Indicator
	Percentage of staff confident with using flexible working tools and technologies
	Red T'hold
	Amber T'hold

	Target

Status

Value

# Surveyed

Long Trend

Short Trend

Q1 2014/15

Q2 2014/15

Q3 2014/15

Q4 2014/15

Q1 2015/16

80.0%

N/A

N/A

N/A
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	This is a new measure for 2015/16.

Due to work on major Workspace projects there have been fewer opportunities to capture data for Q1. This will be rectified for future quarters. 

Feedback from staff who have attended recent Worksmart workshops as part of preparation for major office moves been overwhelmingly positive. In Peterhead the moving of staff form 11 offices to one location has necessitated the application of Worksmart principles as desk ratios have been applied in line with the 7:10 corporate policy. This has worked well with staff reporting back very positively in a recent post occupation survey on how they were supported prior to and after moving and on the ongoing operation of the working spaces. 

The Worksmart team are continuing to support the wider Workspace programme with further significant moves planned in Banff this quarter and other corporate offices over the coming year with the confident use of Worksmart practices crucial to the successful operation of these buildings in future. 



	
	
	
	
	
	


	Indicator
	Percentage of ICT Service Desk incident calls resolved within SLA timescale
	Red T'hold
	Amber T'hold

	Target

Status

Value

Total calls

Long Trend

Short Trend

Q1 2014/15

88.0%
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84.6%

13,045
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Q2 2014/15

88.0%
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83.5%

14,818
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Q3 2014/15

88.0%
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76.0%

13,123
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Q4 2014/15

88.0%
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81.8%

10,877

[image: image194.png]



[image: image195.png]



Q1 2015/16

90.0%
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87.0%

9,272
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	This indicator has improved by 5.2% from the previous quarter from 81.8% to 87%. The SLA is close to the target and efficiencies within ICT Support continue to be identified to improve the SLA further. 

	
	 
	 
	 
	 
	 


	Indicator
	Instilling a confidence in our clients of our knowledge of the law and scoring either ‘fairly’ or ‘very’ confident in the Customer Feedback Survey
	Red T'hold
	Amber T'hold

	Target

Status

Value

# surveyed

Long Trend

Short Trend

Q1 2014/15

100%
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100%

19
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Q2 2014/15

100%
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100%

31
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Q3 2014/15

100%
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100%

8
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Q4 2014/15

100%

[image: image209.png]



100%

7
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Q1 2015/16

100%
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	Priority 4 - Excellent Communication, Performance & Improvement


	Indicator
	Percentage of residents who feel involved in decision making.
	Red T'hold
	Amber T'hold

	Target

Status

Value

Number surveyed

Long Trend

Short Trend

Q1 2014/15

75%
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84%

296
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Q2 2014/15

75%
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94%

344
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Q3 2014/15

75%
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89%

393
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Q4 2014/15

75%
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83%

380
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Q1 2015/16

75%
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91%

390
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	74%
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	This quarter's figure of 91% is a good rise from 83% in the previous quarter, and significantly higher than the target of 75%.

	 
	 
	 
	 
	 
	 


	Indicator
	Engagement with the council via social media
	Red T'hold
	Amber T'hold

	Target

Status

Value

Base

Long Trend

Short Trend

Q1 2014/15

Q2 2014/15

Q3 2014/15

Q4 2014/15

Q1 2015/16

1.5%
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1.2%
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	This is a new measure for 2015/16.

April Twitter Engagement Rate: 1.0%
May Twitter Engagement Rate: 1.2%

June Twitter Engagement Rate: 1.5%

Average for quarter: 1.23%

Info taken from Twitter Analytics

	 
	 
	 
	 
	 
	 


	Indicator
	Percentage staff who feel confident they can undertake performance improvement in their day to day role
	Red T'hold
	Amber T'hold

	Target

Status

Value

# Surveyed

Long Trend

Short Trend

Q1 2014/15

Q2 2014/15

Q3 2014/15

Q4 2014/15

Q1 2015/16

85.0%
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	This is a new measure for 2015/16.

This is based on managers who participated in the pilot Performance & Improvement training course and responded to the post training evaluation. Feedback was positive and managers involved in the pilot have helped further development of the training programme which has now been condensed into 3 days and will be aimed at teams with each team identifying an improvement project to work on during the training. The next training course will take place in September 2015. 

As part of the biennial employee survey in relation to leadership, management and communication, employees are asked if they 'can contribute to making improvements within my area of work'.  In 2014, 78% of employees agreed they could. To support employees feel confident making improvements, the Policy, Performance & Improvement Team have developed 'how to' simple improvement guides that are available on Arcadia. Courses are also available on ALDO to help managers and officers use the performance management system, Covalent, to monitor performance and identify where improvements could be made.

	 
	 
	 
	 
	 
	 


