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=) HOW TO READ THIS REPORT

Measures belonging to Measures belonging to
S-S5 Directorate for Communities and ettty Directorate for Housing and
plecs Environment under Remarkable - Investment  under  Quality
Place Housing

Measures belonging to Chief
e Executives Directorate under
Reducing Inequality

Corporate measures belonging to
the authority under Professional,
high performing services

Directorate for Major Developments doesn't monitor its performance through strategic measures, and
instead is performance managed by the progress of the various projects DMD owns under "Driving
Economic Growth".

The report details all measures by individual directorate grouping, with annual and quarterly
measures split separately.

The report also includes data on our corporate measure categories:
e Sickness
o Corporate complaints including Ombudsman rulings

e Resource information

In addition, key headlines from operational measures collected and reported by directorates are
summarised below and reported in full.

Below target

Acceptable performance - results are within target boundaries

At or above target

Vv

Volumetric/contextual measures that support targeted measures

Performance has improved since last quarter/year

v Performance has deteriorated since last quarter/year

Performance has stayed the same since last quarter/year



AUTHORITY WIDE SUMMARY
Q3 2019/2020

Below shows a summary of the performance measures status for each directorate and as an
authority. The information is presented as a count of the measures, broken down by the
directorates, status and direction, as well as a total.

Acceptable performance - results are within target boundaries

At or above target

Below target

Volumetric/contextual measures that support targeted measures

Strategic measure performance by status

Directorate

Below Target Acceptable Above Target

Total

cX

11

20

DCE

12

29

DHI

7

19

Total

68

Directorate

Deteriorating Improving Maintaining

Total

CcX

7

20

DCE

13

29

DHI

7

19

Total

27

68

Directorate

Authority Wide

Total number of FTE
employees per FTE

Total sickness days | Average time in working days
to respond to complaints

562.18 2.85




CHIEF EXECUTIVE'S ¢
= DIRECTORATE

Quarter three sees a long list of really positive results, with 11 measures
above their target. Five measures were below target in CX, and whilst
some measures' negatively changed in direction (seven), the majority of
measures still remain above or within target.

Service Area Measure Current Value  Status
Communications 'Percentage of media enquiries responded to within four working hours  * 54.00 R v
Communications ENumber of proactive communications issued that help maintain or : 21 R -'
:enhance our reputation '
Work Based Learning EPercentage of apprentices completing their qualification on time : 100.00
Work Based Learning 'Number of new starters on the apprenticeship scheme ' 19
Work Based Learning EPerc:entage of apprentices moving into Education, Employment ar - 100.00
+ Training .
Customer Services ‘Number of face to face enquiries in customer services ' 3,534 ] v s
Customer Services ENumber of telephone enquiries answered in Channel Shift Areas (Rev & : 26,989 : Vv :
+Bens, Housing & Env. Services) ' .
Customer Services EAverage time taken to answer a call to customer services _ 159
Customer Services EAverage customer feedback score (face to face enqguiries - score out of : 10
+10) .
Customer Services ECustomer satisfaction with their phone call to Customer Services - 96.05 v
Accountancy EAverage return on investment portfolio : 0.85 v
Accountancy 'Average interest rate on external borrowing ' 3.60
Revenues Administration ECcunciI Tax - in year collection rate for Lincoln : 79.03
Revenues Administration EBusiness Rates - in year collection rate for Lincoln : 83.39
Revenues Administration ENumber of outstanding customer changes in the Revenues team 550
Housing Benefit Administration EAverage (YTD) days to process new housing benefit claims from date : 21.73
ireceived .
Housing Benefit Administration EAverage (YTD) days to process housing benefit claim changes of - 5.84 v
rcircumstances from date received .
Housing Benefit Administration 'Number of Housing Benefits / Council Tax support customers awaiting 1,025 '
rassessment '
Housing Benefit Administration EF'ercentage of risk-based quality checks made where Benefit entitlement : 95.72
1is correct :
Housing Benefit Administration EThe number of new benefit claims year to date (Housing : 2,290 ] v r
+Benefits/Council Tax Support) . . .

Service Area Measure Measure High Or Low Low High Previous Previous Current Cumrent Unit Status

Target Target Data Period Value Year Value
: ©ozpdene 80138 | 201920 | 67,919 iMumber |

emocratic Services  (DEM 1 iThe number of individuals registrad on the MiA
H ielectoral register {local elections) H

Please see Appendix B for full measure detail
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- CUSTOMER
I SERVICES

In quarter three, Customer Services experienced the lowest number of face to face enquiries in reception
since data collection began in 2014, with a figure of 3,534. There has also been a decrease in the number
of calls answered, reporting at 26,989 In quarter three compared to 28,477 in quarter two. There is
naturally a lower number of calls during quarter three.as this period includes Christmas and New Year.
Whilst still below the target of 120 seconds, it IS pleasing te see the average time taken to answer a call
In customer services has decreased from last quarter by 38 seconds. As explained in the quarter two
version of this report, five new members of staff were recruited inte.the team, and their presence has
certainly had an effect on the waiting time, as previously predicted.

It is also encouraging to report however that whilst the time taken to answer these calls is still below
target, customer satisfaction with their phone calls was (despite being 1.95% lower than last quarter)
above target with a figure of 96.05%. The team will always review the feedback from the customers who
were unhappy with the service delivered, and implement changes where realistic and appropriate. Also,
for the third consecutive quarter, our average customer feedback score for face to face customers has
maintained an unbeatable score of 10/10.

"« REVENUES
I ADMINISTRATION

Two of the three targeted measures within Revenues Administration have again reported as below target.
The collection rate for council tax has however reported as acceptable (the boundary between its lower
target of 78.56% and target 79.47%), with a figure of 79.03% (compared to 79.47% in quarter three last
year). Collection is below 2018/19 by 0.44%, equating to £196,266. The net collectable debit (the total
amount of money to collect from our tax base) has increased by £2.82m, of which £2,054,522 has been
collected.

The collection rate for Lincoln Business Rates is still reporting below its lower target of 85% with a figure
of 83.39%. Collection is below 2018/19 by 2.84% equating to a £1,276,089 reduction. A key reason for
the reduction compared to 2018/19 performance IS due to a business which overpaid their account by
more than £450k Iin quarter three last year, which was refunded in quarter four 2018/19. Therefore, until
the end of quarter four 2019/2020, it is difficult to compare ‘like with like’. Officers have undertaken an
analysis of the number of businesses that are anticipated to fully pay their business rates in 2019/20,
which also currently have a level of arrears. Officers will continue to seek collection and recovery within
the current financial year, wherever possible.

The number of outstanding customer changes in the revenues team has decreased by 627 from the
guarter two figure of 1,177, now reporting at 550. This is the result of four new starters within the team
peing recruited and trained. Student review work has also been completed four months ahead of
schedule, due to the introduction of the new e-verification process and as a result has allowed the team to
catch up on outstanding work earlier than possible in previous years.


http://colc-ssrs/reports/report/Performance%20Information%20Management%20System/Quarterly

COMMUNITIES AND
ENVIRONMENT

Quarter three sees a long list of really positive results, with 12 measures
above their target. Just two measures were below target in DCE, and whilst
13 measures negatively changed in direction, most of these measures still
remain above or within target.

Let’s enhance
our remarkable

Service Area Measure Current Value Status  Direction

Food and Health & Safety Enforcement 'Percentage of premises fully or broadly compliant with Food Health & ' 98.40 A
+Safety inspection '

Food and Health & Safety Enforcement ' Average time from actual date of inspection to achieving compliance ' 17.50 R v

Food and Health & Safety Enforcement EF'erc&ntage of food inspections that should have been completed and ' 93 B0 A
thave been in that ime period '

Development Management (Planning) 'MNumber of applications in the quarter ' 209

Development Management (Planning) : End to end time to determine a planning application (Days) : 67.25 v

Development Management (Planning) ' Mumber of live planning applications open ' a5 v

Development Management (Planning) EPero&ntage of applications approved 95.00 v

Development Management (Planning) EP'eroentage of decisions on planning applications that are subsequently . 1.85 ‘-
1werlurne:d on appeal !

Development Management (Planning) EF'ero&ntage of Non-Major Planning Applications determined within the ' 93 67 '-
government target (T0% in 8 weeks) measured on a 2 year rolling basis

Development Management (Planning) :rF"eroentage of Major Planning Applications determined within the : 93.02 '-
sgovermnment target (60% in 13 weeks) measured on a 2 year rolling basis

Private Housing EA'.-erage time in weeks from occupational therapy notification to . 28.00 ‘-
1cnmpletinh of works on site for a DFG grant (all DFG's exc. extensions) :

Private Housing EA'.-erage time from date of inspection of accommaodation to removing a ' 6.00 | v ]
rgevere hazard to an acceptable level ' . ]

Private Housing 'Number of empty homes brought back into use ' 37 rFy

Public Protection and Anti-Social ENumber of cases received in the quarter (ASB) 51 | v 1

Behaviour Team " : ‘ 1

Public Protection and Anti-Social ENumber of cases closed in the guarter : 592 i ‘r

Behaviour Team ; ‘

Public Protection and Anti-Social ENumber of live cases open at the end of the quarter : 610 'y

Behaviour Team ' !

Public Protection and Anti-Social ESmisfaminn of complainants relating to how the complaint was handled : 98.00 A

Behaviour Team " '

Sport & Leisure EDuarer'_-.r vigitor numbers to Birchwood and Yarborough Leisure Cenftres 231,576 v

Sport & Leisure :'Anjﬂcial Grass Pitch usage at Yarborough Leisure Centre (exp. to open 612.00 A
+July 19) & Birchwood Leisure Centre (exp. 1o open June 19) '

CCTV ‘Total number of incidents handled by CCTV operators 5 3,797 PV

Waste & Reeycling 'Percentage of waste recycled or composted ' 37.75 A

Waste & Recycling :'Conl.racmr points achieved against target standards specified in contract 120 '-
+- Waste Management '

Street Cleansing Eﬂnnlractnr points achieved against target standards specified in contract . 50 A
1~ Street Cleansing '

Grounds Maintenance Eﬂnnlracmr points achieved against target standards specified in contract ' 15 '-
+- Grounds Maintsnance '

Allotrments :'P'eroentage occupancy of allotment plots : 87.00 s

Parking Services ED'.-eraII percentage utilisation of all car parks : 51.00 Fy

Parking Services ENumber of off street charged parking spaces ' 3,750 v

Licensing ETnlaI number of committee referrals (for all licensing functions) : 2 : v ]

Licensing ETnlaI number of enforcement actions (revocations, suspensions and . 5 .

prosecutions) '

Three annual measures were due in quarter three and these were three satisfaction figures for waste
collection. However, due to the election the Citizens Panel survey went out later than usual and
therefore this data will be available in quarter four.

Please see Appendix B for full measure detail



OOD HEALTH
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HOUSING AND |
INVESTMENT

Quarter three sees a long list of really positive results, with seven
measures above their target and just three measures below target in DHI.
Whilst six targeted measures negatively changed in direction, eight saw a
move in a positive direction.

_r m
e L=
TN

Service Area Current Value  Status Direction

Measure

Housing Investment

'Percentage of council properties that are not at the 'Decent Homes'
rstandard (excluding refusals)

0.55

Housing Investment ENumber of properties 'not decent’ as a result of tenants refusal to allow ! 184 ] i
wwork (excluding referrals) ' ! '
Housing Investment ;Percentage of dwellings with a valid gas safety certificate 99.86
Control Centre EPercemage of Lincare Housing Assistance calls answered within 60 98.63
+seconds !
Rent Collection ;Rent collected as a proportion of rent owed 100.30
Rent Collection ECurrent tenant arrears as a percentage of the annual rent debit 2.82
Housing Solutions EThe number of people currently on the housing list 1,477
Housing Solutions ' The number of people approaching the council as homeless ! 457
Housing Solutions ESuccessfuI preventions against total number of homeslessness 338.00
:approaches '
Housing Voids EPercentage of rent lost through dwelling being vacant 0.89
Housing Voids EAverage re-let time calendar days for all dwellings - standard re-lets 31.52
Housing Voids EAverage re-let time calendar days for all dwellings (including major 39.65
rworks) !
Housing Maintenance EPercenlage of reactive repairs completed within target time ' 97.67
Housing Maintenance EPercemage of repairs fixed first time . 94.67 A 4
Housing Maintenance EPercenlage of tenants satisifed with repairs and maintenance 97.41
Housing Maintenance EAppointments kept as a percentage of appointments made : 97.82
Business Development ENumber of users logged into the on-line self service system this quarter 8,409 v
T *Number of calls logged to IT helpdesk 770
IT EPercenlage of first time fixes 51.60 . v

Please see Appendix B for full measure detail
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e SICKNESS PERFORMANCE

The cumulative sickness data at the end of quarter three is 7.75 days per FTE (excl. apprentices), which
is only slightly higher than the 7.28 days per FTE quarter three 2018/19. During quarter three, the long
term sickness (sickness over 14 days) per FTE stood at 4.29 days, slightly higher than the 4.14 days in
guarter three last year. Short term sickness stood at 3.45 days.

Q3 2019/20 ONLY \
Short Term | Long Term | Total days | Number of | Short Term Days | Long Term Days | Total Days
Directorate Days Lost Days Lost lost FTE lost per FTE lost per FTE lost per FTE

CX (Excluding Apprentices)
DCE

DMD
DHI
TOTAL (Excluding Apprentices) 766.5 833.5 1600 562.18 1.36 1.48 2.85

Apprentice Sickness 39.5 73 112.5 15.5 2.55 4,71 7.26

Cumulative Total Sickness Per FTE
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Professional,
high performing

COMPLAINTS PERFORMANCE

service delivery

In quarter three there were 104 complaints. The cumulative average time year to date across all
directorates to respond to formal complaints was 6.9 days (6.8 in quarter three alone). In quarter three, we
had one LGO complaint decided - which wasn't upheld.

Q3 2019/20
Number of | YTD total number of
Number of Formal complaints Average Number of | YTD Number YTD
Directorate Formal complaints investigated response time LGO ombudsman | of Formal | average
complaints dealt | Upheld this | Cumulative (Q1+2+3) | in days this | complaints | decisions | complaints |response
with this quarter | quarter quarter decided upheld Upheld time

1
0 0
0 0
0 0
TOTAL 104 16 260 6.80 1 ) 103 6.90
Number of formal complaints (YTD)
400
250 2016/17 2018/19 2019/20

361
7 2017/18
291
300 . 250 269
250 220
200 176 171 165
144

150
100 & %0 75 &5

0

01-16/17 Q2-16/17 Q3-16/17 Q4-16/17 Q1-17/18 Q2-17/18 Q3-17/18 0Q4-17/18 Q1-18/1% Q2-18/1% Q3-18/15 0Q4-18/1% Q1-19%/20 Q2-1%/20 Q3-1%/20
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Professional,

= RESOURCE INFORMATION

The total number of FTE employees (excluding apprentices) at the end of quarter three was 562.18 with
an average of 15.5 apprentices over the period. In terms of the level of vacancies at quarter three -
budgeted establishment unfilled positions (FTE) stood at 67.42. This figure has increased from that
reported at quarter two. It should be noted that the Council are actively recruiting 16.06 FTE. The
percentage of staff turnover at the end of quarter three was 2.90% (excluding apprentices). Appraisal
percentages are low in CX and DMD, and investigation shows that many more appraisals have been
completed but have not yet been recorded on the iTrent HR system which calculates the below
percentages.

Q3 2019/20 |
Average number of I-Trent budgeted | Active vacancies
Directorate Number of FTE |apprentices across the| Percentage of establishment which are being

employees board staff turnover positions (FTE) recruited (FTE)

CX (Excluding Apprentices)

DCE
= Authority Wide Authority Wide  Authority Wide Authority Wide
DHI
TOTAL (Excluding Apprentices) 562.18 15.5 2.90% 67.42 16.06
iTrent vacant establishment positions Active vacancies which are being recruited to

72 0.6 (FTE)

70 62

o 674 4

&6 30 30

54 G2 53 61.96

20
:é 2 16.06
11
o 10
56 0
02-18/1% Q3-18/1% 0Q4-18/19 Q1-18/20 Q2-1%/20 Q3-19/20 02-18/19 Q3-18/19 04-18/19 Q1-19/20 Q2-19/20 Q3 -19/20

% of appraisals

Number of FTE Directorate
completed*

570

565 CX (Excluding Apprentices)
LAEI DCE

565

560

DMD
- DHI
s OVERALL 77%

555

01-18/19 Q2 - 18/19 Q3 - 18/19 04 - 18/19 Q1 - 19/20 Q2 - 19/20 O3 - 19/20 *See commentary above re completion of appraisals

Elements of posts Posts that are
Directorate On hold for a previously held but | currently or will Total for
defined period reduced be recruited to directorate

CX (Excluding Apprentices)
DCE

DMD

DHI
TOTAL (Excluding Apprentices) 46 5.36 16.06 67.42




OUR ACHIEVEMENTS DURING
QUARTER THREE

We believe our success is down to our staff - below explores some of the compliments received and

achievements over the last three months.

Lincolnshire Public Service Apprentice of the Year Awards 2019
The Lincolnshire Public Service Apprentice of the Year Awards 2019 took place on Friday é6th December at

Bishop Grosseteste University. Following invitation to nominate, a number of City of Lincoln Council

apprentices were put forward by their department managers for shortlisting. We are extremely proud to

announce that one of our shortlisted apprentices was shortlisted, and attended the event.

It is a great achievement to be nominated, and although not shortlisted on this occasion, our other

apprentices deserve every recognition for their outstanding achievements and for their contributions within

our organisation. Their successes have been recognised by the Chair of the Compact Steering Group and

each have received a certificate of nomination.

Some of the compliments we
have received this quarter

| want to thank X for her
help with my complex
benefits issue. She was

very helpful.

| would just like to put on record what a
pleasure it is to deal with X on your Customer
Service team. | have, by coincidence, spoken
with her 3 or 4 times recently on two
different matters. She is clear, courteous,
extremely pleasant and genuinely helpful. All
in all, she is everything that any customer
would hope that they are going to get when
ringing a helpline number.

Best Innovative Environmental
Health Solution

In November 2019, the Chartered Institute of
Environmental Health awarded the City of Lincoln
Council the Best Innovative Environmental Health
Solution for its multi agency approach to tackling
Anti-Social Behavior holistically, focusing on the root
cause rather than just dealing with the symptoms.

H&V News Awards Collaboration
of the Year

Aaron Services and City of Lincoln Council have
been shortlisted for the Collaboration of the Year
Award at the H&V News Awards (Heating and
Ventilation), for their work as true collaborative
partnership.

Having had a long and complicated
discussion with X, she was very helpful
and was very professional and
compassionate and | wanted to thank

her for listening and being so

understanding. She is a credit to the
Council.




