Overview and Scrutiny Committee 6 December 2017
Summary of quarter two 2017/18
This is a summary of the second quarter Signals of Success performance report for 2017/18
covering the period from 1 July to 30 September 2017.
The report begins with an overview of our performance for the quarter covering our promises,
measures and partner performance. The opening section highlights any areas of exceptional
performance. It also draws attention to any promises or measures where our performance is off
course or there is a risk we might not deliver on our commitments.
Sections two to five of the report contain visual summaries for each of our three priorities and a
mix of narrative and charts illustrating performance against our promises, and corporate and
service measures.
When applying red/amber/green (RAG) ratings we are now placing a greater emphasis on the
expected outcomes for the year as a whole, rather than simply assessing and rating
performance for a given quarter in isolation. The RAG ratings in this report therefore reflect the
likelihood of fully delivering our promises on time and meeting our annual targets for our
measures. Amber ratings indicate there is a risk we may not meet our targets by the end of the
year.
For some measures the report includes performance comparisons with other English district
councils who participate in the LG Inform Benchmarking Club. The comparative data is
currently provisional and is subject to final data validation checks. Currently around 84 English
district councils take part in LGInform benchmarking from across the country, although the
number varies from measure to measure.
This quarter we are reporting on 12 of the measures which are taken from the results of the
annual Worcestershire Viewpoint Survey. The survey ran from 26 June to 21 July 2017 and
was conducted via a mix of postal and online surveys. 990 Wychavon residents responded
compared with 705 in 2016. Data are weighted to household composition, age, gender and
ethnicity by Worcestershire County Council.
Based on the overall response rate, the confidence level for the Wychavon results is around
+
/- four percentage points. So only changes of four percentage points or more can be
considered as statistically significant. We have taken this into account when assigning RAG
ratings for these measures.
The report also provides an overview of our financial performance, customer demand and
service highlights. It concludes with a look at the performance of three of our key partners –
South Worcestershire Revenues and Benefits Service, Worcestershire Regulatory Service and
Wychavon Leisure.
The attached appendices contain more details about performance on all our promises,
corporate and service success measures during the quarter. For ease of reference the latest
updates for the measures are highlighted in yellow.
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We encourage Overview and Scrutiny Committee members to submit any questions relating to
the report by 12 noon on Monday 4 December. We will do our best to circulate the responses
to questions submitted in advance to the Committee prior to the meeting.
The information in this report is the most up-to-date available at the time of writing.
If you have any questions about any of the report’s content please speak to Cherrie
Mansfield, Rob Mace, or the manager of the relevant service before the meeting. The
managers responsible for each promise and measure are set out in the Appendices .
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1. Performance overview
The table below summarises quarter two performance on our 24 promises, 25 corporate success
measures and 30 service measures. The figures for recycling and residual waste are
provisional.
Summary of quarter
two position

Total

Red

Amber

Green

No new
data
available1

Not in our
direct
control2

Promises

24

0

4

20

0

0

Corporate measures

25

0

2

13

3

7

Service measures

30

0

6

21

2

1

Promises
We are on track with 20 of our 24 promises. Highlights this quarter include:









Investment in sport and leisure facilities continued with initial survey work taking place at
a potential new site for a 3G sports pitch in Droitwich and extension work at Evesham
leisure centre due to take place shortly.
Promoted physical activity and being active with a Facebook campaign and a reduced
gym membership offer with good initial take-up.
Carried out a door knock in Bishampton, making five rural areas visited so far this year.
Good progress on the Droitwich West project including the first inter-agency meeting,
attendance at a family fun day, litter picking and bollard painting as part of Fortis Living’s
Communities Week.
Tackled fly-tipping at 17 identified hotspots since this promise started and carried out 59
investigations this quarter.
17 small and medium-sized enterprises have received apprenticeship grants.
24 individuals have been assisted as part of the Enterprising Worcestershire Programme
and three business start-up grants awarded.
Successfully launched Droitwich Salt at the Ludlow food festival in September.

There are currently four amber promises, these are:




Introducing a household recycling collection for small electrical items – this is
amber due to uncertainty about the commencement date for the new waste contract.
Help at least 30 more young people a year in Wychavon to gain engineering skills
and qualifications, so far seven young people are studying the engineering course at
Evesham College and three young people are undertaking engineering apprenticeships.
Promote our services and get councilors out to meet residents and businesses in
every ward through our Meet Your Council programme and by attending

1

No new data available at the time of reporting. Some of these measures are only reported once a
year.
2

Not in our direct control. These are wider contextual measures, such as health or employment
figures published by another organisation. Although our work has an influence on these, as they are not
directly related to our service provision we are not attributing a red, amber or green performance rating
to them.
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community events. To date, Meet Your Council events have taken place in 21 of our
32 wards, several more are planned, but there are currently seven wards where no plans
have yet been made to do something before the end of March. There is a strong
possibility this promise will be amber at the end of the year.
Develop a New Homes Bonus Protocol setting out how we will use funding
resulting from recent housing growth. There has been no further progress on this due
to uncertainty about national New Homes Bonus policy. We will review the position
following the Autumn Statement/budget and should be able to progress things during
quarter three/four.

Corporate success measures
13 of our 25 corporate measures are rated green this quarter and there is no new data available
for three. Seven are not in our direct control. Highlights include:






73% of residents in the latest Worcestershire Viewpoint Survey are satisfied with the way
our council is run against our target of 74%.
86% are also satisfied with their area as a place to live, slightly above last year’s figure.
Delivered 94 new affordable homes including 33 in rural areas.
Business Rates increased again from quarter one up to £106,360,910.
Awarded 18 community grants compared to 15 during 2016/17, assisted one town plan
and approved 17 New Homes Bonus applications.

There are two amber corporate success measures, these are:




Number of homelessness preventions. Half way through the year we have only
achieved a total of 70 against a target of 240 or more. It is becoming harder to prevent
homelessness particularly in terms of securing private rental solutions due to affordability
issues.
Number of referrals for help and support made to other organisations. We only
made six referrals in quarter two. This was impacted by the cancellation of an event and
a very small number of referrals from the Bishampton door knock. We still hope to meet
our target for the year, but there is a risk we might not.

Service success measures
21 of our 30 service measures are rated green this quarter and there is no new data available
for two, with one not in our direct control. Highlights include:






An estimated 115.4kg of residual waste per house which is 3kg less than the same
quarter last year.
Determined 86% of major planning applications within six weeks above our target of
70%.
Assisted 12 households through the Wychmove scheme making our total to date to 25 –
over half way towards our target of 45.
69% of residents satisfied with sports and leisure facilities, a significant increase in 9%
points since 2016.
5,329 unique subscribers to GovDelivery emails, already exceeding our target for the
year.

There are six amber service success measures, these are:


Satisfaction with the waste and recycling service. At 79% this is five percentage
points below our target of 84%, hence the amber rating.
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Number of new jobs we have helped to create directly. Only two jobs created so far
this year, however we expect to see a significant increase when Waitrose opens in
Evesham and other new business development is completed.
Number of empty homes brought back into use. Brought five long-term empty homes
back into use during the quarter, and a total of 17 year to date against a target of 48.
User satisfaction with housing services. At 66% for the first two quarters, this is 14
percentage points below our target and a drop of 12 percentage points compared with
the last two quarter of 2016/17.
Proportion of householder planning applications determined within six weeks.
34% in quarter two due to significant staff turnover. 38% year to date against a target of
60%, hence the amber rating
Number of media releases issued. 72 year to date against a target of 170 for the year.

Partner measures
South Worcestershire Revenue and Benefits Service took 15.5 days to process Housing
Benefit/Council Tax Support new claims and change events. This is slightly above last quarter’s
figure (14.4 days) and above our target of 13 days. As performance for the same period last
year was 12.3 days we have given this an amber rating.
Worcestershire Regulatory Services’ performance is strong. Nearly 98% of its business
customers and just over 75% of non-business customers are satisfied with the service.
There were 336,360 visits to our leisure centres during the quarter, 1% down on the same
period last year. Visits to the Droitwich centre were up by 2,011 and Evesham saw an increase
of 6,439 visits, however, Pershore visits were down by 9,228 on the same quarter last year.
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Promises (6)
0 red
0 amber
6 green
0 completed

Corporate measures (8)
0 red
2 amber
2 green
3 not in our direct
control

1 no new data
Site identified in Evesham for
new 3G pitch, survey work
commencing shortly.
Ran a social media campaign to
promote physical activity and
discounted leisure centre
membership.
Wychavon Wellbeing Week
planned for October with a dozen
other agencies involved

76% of people say
their health is good

43% of presentations
accepted as
homeless

Door knock carried out in
Bishampton, making five rural
areas so far this year

42 homelessness
preventions

Droitwich West project
progressing well. Multi-agency
and skills partnership created,
resident survey completed and
joined with Fortis for litter picking
and bollard painting.

6,119 Housing
Benefit claimants

Act on Energy assisted three
households with boiler
installations and we have
promoted the scheme with a
leaflet drop

6 referrals
for help and
support

Areas of concern



Half way through the year we have only achieved 70 homeless preventions against a target of
240 for the year.
Low number of referrals compared with the previous quarter as fewer door knocks took
place and one event was cancelled. We should still meet the target for the year.

6

2. People performance
2.1

Helping people to be healthy, happy and active
Proportion of people saying their health is good

100%
95%

2017/18 target: 76%

90%
85%
78%

80%

77%

76%

75%

76%

14/15 Q2

15/16 Q2

16/17 Q1

17/18 Q2

75%

76% of respondents
to the latest
Worcestershire
Viewpoint survey
say their health is
good or very good.
See Appendix B:
K03

70%
65%
60%
55%
50%
13/14 Q2

Source: Worcestershire Viewpoint survey

2.2

Supporting people most in need

32 homeless presentations (43%) resulting in an accepted homeless decision. See Appendix
B:K07a+b

Homelessness preventions
100
90
80
70
60
50
40
30

2017/18 target: 240+

Prevented
42
households
from
becoming
homeless.
See
Appendix
B:K08.

20
10
0
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Number of referrals for help and support
180

2017/18 target: 100

160
140
120

Made six referrals
for help and
support. See
Appendix B:K09.

100
80
60
40
20
0
16/17 Q1

16/17 Q2

16/17 Q3

16/17Q4

Number of Housing Benefits claimants
6,1119
Housing
Benefit
claimants in
August 2017.
See Appendix
B:K10.

6,700
6,500
6,300
6,100
5,900
5,700
5,500

Source: Department of Work and Pensions
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Promises (8)
0 red
1 amber
7 green
0 completed
Decrease in the overall number of
fly-tips, 59 investigations carried
out and action taken in 17
identified hotspots to date.
Continued development
opportunities at Stoulton
Community Woodland and
working with Pershore college to
carry out a range of arboricultural
works.
Two play areas adopted so far
this year with only one remaining
to meet our promise by 2020.
Proposal developed to invest in solar
panels on our public toilets.
94 affordable homes delivered with
33 in rural areas at Inkberrow,
Hartlebury and Drakes Broughton.
Improved the standards of eight
private sector homes.
Local housing company ready to be
incorporated as soon as we have a
viable development proposal.
Household recycling collection for
small electrical items may be
introduced later than planned due to
uncertainty about the start of the
new waste contract.

Corporate measures (7)
0 red
0 amber
6 green
1 no new data available

86% satisfaction with
the local area
61% satisfaction with
keeping land clear

45.26% household
waste recycled
131 fly-tipping incidents
reported
202 enforcement
actions taken
95% feel safe during the
day
75% feel safe at night

94 affordable homes
delivered
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3. Place performance
3.1

Keeping the district clean, green and safe
Satisfaction with the local area as a place to live

100%

2017/18 target: 85%
90%

87%

88%
83%

83%

15/16 Q2

16/17 Q1

86%

86% satisfaction
with the local area
as place to live. See
Appendix B: K11

80%
70%
60%
50%
40%
30%
13/14 Q2

14/15 Q2

17/18 Q2

Source: Worcestershire Viewpoint survey

Satisfaction with keeping land clear of
litter and refuse

61% satisfaction
with keeping land
clear of litter and
refuse. See
Appendix B: K12

90%

2017/18 target: 60%
80%
70%

67%
62%

65%
61%
57%

60%
50%
40%
30%
13/14 Q2

14/15 Q2

15/16 Q2

16/17 Q1

17/18 Q2

Source: Worcestershire Viewpoint survey
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Proportion of household waste sent for re-use,
recycling and composting
49%

Estimated
45.26% of
household
waste sent for
reuse, recycling
and
composting.
See Appendix
B: K13

47%
45%
43%
41%
39%
37%
35%

The chart below compares recycling and composting performance (provisional figures) for other
English district councils. This positions us in the third quartile. Many of the councils in the
upper quartiles achieve high recycling rates by offering large-scale garden waste collections.

Wychavon
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How safe people feel in the district
100%

94%

95%

93%

90%
80%

78%

76%

75%

95% of people feel
safe in the district
during the day and
75% at night See
Appendix B:
K14a+b

70%
60%
50%
40%
30%
15/16 Q2

16/17 Q1

17/18 Q2

Source: Worcestershire Viewpoint survey

Fly-tipping incidents and enforcement actions
250

131 fly-tipping
incidents
reported and
202
enforcement
actions taken.

200

150

See Appendix
B: K15a+b

100
Reported incidents
50

Enforcement actions

0

2017/18 targets: 700 reports, 300 actions

We have not included the latest fly-tipping performance comparisons (provisional figures) with
other English district councils as they are not particularly meaningful. The data is presented as
raw values rather than proportional to the size of the population.
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3.2

Delivering quality, affordable homes
Number of affordable homes delivered

100
90

2017/18 target: 240

Delivered 94
affordable
homes. See
Appendix B:
K16

80
70
60
50
40
30
20
10
0
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Promises (10)

Corporate measures (8)
0 red
0 amber
3 green

0 red
3 amber
7 green

4 not in our direct
control
1 no new data
available

Robert Welch started occupation of a
new unit on Vale Park, unit at Worcester
Six completed and Waitrose in Evesham
progressing well.

£106,360,910
rateable value of
Wychavon
businesses

Three business start-ups provided and 24
pre-start-ups assisted through the
Enterprising Worcestershire Programme.

Average weekly
salary
resident: £549.20
workplace: £507.30

All European Regional Development Fund
programmes active. We’ve contributed
£25,000. Over £50,000 of grants made
available to businesses.
Commercial Droitwich brine salt produced
launched at the Ludlow Food Festival and
Droitwich Salt Festival.

145 18 to 24-yearolds claiming Job
Seeker’s Allowance

Offering range of apprenticeships with the
council and a programme of 15 work
placements.

51 community
groups supported
by us

17 apprenticeship grants received by small
or medium enterprises.
Worked with another parish council through
the Rural Communities Programme.

28% of people
volunteer regularly

Helped three young people with
engineering apprenticeship grants and are
on META’s engineering course.
Meet your Council visits took place in seven
wards making 21 wards since the promise
started.

Areas of concern


No progress on New Homes Bonus
Protocol yet.



Three amber promises – as detailed on
the left.
Increase in the gap between residents’
and workplace salaries – now at £41.90.
14

4. Prosperity performance
4.1

Attracting businesses and quality jobs
Overall employment rate (16 - 64 year olds)
The latest published
figures to June 2017
show 85% of 16 to
64 year olds were in
employment.
See Appendix B:
K18.

90%

85%

80%

75%

70%

65%

Source: NOMIS official labour market statistics

Business rateable value (£)
Increase in the
rateable value
of Wychavon
businesses to
£106,360,910.
See Appendix
B: K19

108,000,000
106,000,000
104,000,000
102,000,000
100,000,000
98,000,000
96,000,000
94,000,000

2017/18 target: £103,500,000

92,000,000
90,000,000

Source: NNDR 1/3 returns
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Average salary for full-time workers

The average
resident's weekly
salary has
increased by
nearly £20 over
the last year to
£549.20.

£600
£550
£500
£450
£400
£350

Average resident's salary

£300

Average workplace salary

£250
£200
13/14 Q3

14/15 Q3

15/16 Q3

16/17 Q2

The average
workplace salary
has decreased
£7.50 over the
last year to
£507.30.
See Appendix B:
K20a and K20b

17/18 Q2

Source: NOMIS official labour market statistics

After a significant narrowing to £14.90 in 2016, the gap between the average workplace salary
and average resident's salary has now increased to £41.90.

4.2

Improving people’s skills to succeed
Number of out of work benefit claimants

3,500
3,000
2,500

JSA claimants 18-24

145 of 18 to 24
year olds were
claiming Job
Seeker’s
Allowance up
to the end of
September.

2,000

3,250 people
claiming
Employment
Support
Allowance and
Incapacity
Benefit
See Appendix
B: K21 and
K22

1,500
1,000
500
0

Source: NOMIS official labour market statistics
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4.3

Supporting and engaging with communities
Number of community groups supported

90
80

Supported 51
community groups
financially or
through giving help
and advice.

70
60
50

See Appendix B:
K24

40
30
20
10
0
16/17 Q2

16/17 Q4

17/18 Q2

Proportion of people who volunteer regularly
28% of people say
they volunteer
regularly.

50%

2017/18 target: 30%

45%
40%
35%

See Appendix B:
K25

33%
30%

30%

14/15 Q2

15/16 Q2

30%

28%

28%

16/17 Q3

17/18 Q2

25%
20%
15%
10%
5%
0%
13/14 Q2

Source: Worcestershire Viewpoint survey
2
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5. Council performance
5.1

Summary of financial performance
Proportion of people agreeing we provide
value for money

58% of respondents
agree we provide value
for money, the same
proportion as last year.
See Appendix B: K02

70%

2017/18 target: 58%
60%

50%

40%

30%
13/14 Q2

14/15 Q2

15/16 Q2

16/17 Q1

17/18 Q2

Source: Worcestershire Viewpoint survey

Revenue expenditure
The Q2 2017/18 revenue budget summary detailed shows that, at the end of September,
revenue expenditure was £997,000 lower than profiled. This is a result of several budget
underspends at this stage, for example in staffing salary costs and some unanticipated income
being received.
Revenue budget summary as at 30 September 2017

Net service
running costs
People
Place
Prosperity
Central &
support costs
TOTAL
Cash
investment
income
GRAND
TOTAL

Original
budget
2017/18

Profiled
budget to
30/09/17

Actual spend
plus
commitments
to 30/09/17

£

£

£

Expenditure
(underspend)/ overspend at
30/09/17
£

Projected
outturn
2017/18

Forecast year
end overspend /
(underspend)

£

£

1,475,300
5,570,140
(1,410,600)

1,220,424
2,445,439
(610,640)

692,737
2,165,946
(732,034)

(527,687)
(279,493)
(121,394)

1,475,300
5,557,560
(1,404,600)

0
(12,580)
6,000

5,474,500
11,109,340

102,092
3,157,315

37,754
2,164,403

(64,338)
(992,912)

5,429,500
11,057,760

(45,000)
(51,580)

(285,000)

(142,500)

(147,080)

(4,580)

(318,177)

(33,177)

10,824,340

3,014,815

2,017,323

(997,492)

10,739,583

(84,757)

The projected revenue outturn for 2017/18 is £10.740 million, a net saving of £84,000 against
the original 2017/18 budget of £10.824 million. This saving is a result of delays in filling staff
vacancies (£73,000), additional income from partners for CCTV monitoring (£84,000), additional
car parking income (£79,000), additional income from licensing (£30,000), additional income for
Council Tax administration from the county council (£20,000) and additional investment income
(£33,000). These savings are reduced by some additional costs including £144,000 for staff
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costs in economic development / tourism and Community Wardens where the funding was
coming from New Homes Bonus but is now being funded from the general council budget.
Contractor payments for waste, parks and grounds maintenance are also £40,000 higher due to
CPI being higher than budgeted for. Other minor variations across the budgets result in an
additional cost of £51,000.
Capital expenditure
The overall capital expenditure and commitments across the council to the end of September
2017 is £6,209,000 compared to the updated 17/18 budget of £11,654,000.

5.2

Customer demand and feedback

Face to face contact

There were a total of
9,474 visits to our
Community Contact
Centres (CCCs), a
14% reduction
compared with the
second quarter of
2016/17.
See Appendix B:
SS05.

Face-to-face enquiries by Contact Centre
5500
5000
4500
4000
3500
Droitwich

3000

Evesham

2500

Pershore

2000
1500
1000
500
15/16 15/16 15/16 15/16 16/17 16/17 16/17 16/17 17/18 17/18
Q1
Q2
Q3
Q4
Q1
Q2
Q3
Q4
Q1
Q2

There has been
a 7% reduction
in face-to-face
enquiries at
Droitwich CCC
and a 14%
reduction at
Pershore.
Evesham
continues to be
the most used
centre at 4,178
enquiries during
the quarter,
which is a 17%
decrease.
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As the chart below shows, demand in most service areas is decreasing. The largest decrease
has been in planning, with a reduction of 25%. In January 2017 the new planning application
search pages were added to our website

Housing enquiries remained consistent over the last two years and waste enquiries have been
fairly level since 2015. This is usually the time of year when the new delivery of waste and
recycling sacks is due. Customers who have used their recycling sacks can collect additional
sacks at any of our centres.
There was an increase in the work done for other agencies. This increase is largely due to the
expiry of many of the first five year concessionary bus passes issued by Worcestershire County
Council. We signpost these customers to the online and telephone application service for bus
passes.
Customer payments
Internet payments have increased by 14% to 8,882 and automated telephone payments have
increased by 4% to 7,293. Kiosk payments have dropped by 11% overall, but cheque
payments have had the most significant reduction of 20% (7,132).
Customer satisfaction
Satisfaction with how the council is run
90%

2017/18 target: 74%
80%

76%

75%

14/15 Q2

15/16 Q2

72%

73%

73%

16/17 Q1

17/18 Q2

70%

73% satisfaction with
how we run the council
slightly below our target
of 74%.
See Appendix B: K01

60%
50%
40%
30%
13/14 Q2

Source: Worcestershire Viewpoint survey
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Number of formal complaints received
40
36

35
33

33

30
26 27 27 26

25

24

23
20
15

27

20
18

17

2017/18 target: 100

17

16
14

14

10
8
5
0

We received 27 complaints in total over the quarter. These included four through the Local
Government Ombudsman. One of those has been closed, one is outstanding at stage two, and
one is open. Client Services received the most complaints (11) and all but one was resolved at
the second stage. See Appendix C: SS04.
The chart below compares the provisional number of formal complaints received during the
quarter per 10,000 population with other English district councils. As previously, the amount of
complaints we received during the quarter proportionate to the population is very low. We
continue to welcome constructive feedback from residents to help us improve our services.

Wychavon
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Q2 customer ratings for Wychavon across email and web channels
Q2 Contact channel
Email
Web
Service overall

55%
(30)
35%
(40)

11%
(6)
17%
(20)

35%
(19)
48%
(55)

41%

15%

44%

During quarter two last year, the customer rating banners were removed from the website when
upgrade work was completed. This was rectified, but it means that there are very few ratings to
compare with. Compared to quarter one of this year, the same proportion of people rated our
emails and website as good, average ratings increased and poor ratings decreased.
Freedom of Information (FOI) requests

Freedom of Information requests
180

100%

160

98%

140

96%

120

94%

100

92%

80

90%

60

Number of requests

Received 116 FOI
requests during the
quarter, a increase
reduction compared
with the previous
quarter. Dealt with
97% of these within
our target of 20
working days.
See Appendix C:
LS01a+b

88%

Proportion dealt with within 20 days
40

86%
15/16 15/16 16/17 16/17 16/17 16/17 17/18 17/18 17/18 17/18
Q3
Q4
Q1
Q2
Q3
Q4
Q1
Q2
Q3
Q4
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6. Service highlights
6.1

Economy and Communities



Ran two music workshops at Number 8 for people living with dementia.



Wychavon Get Active scheme extended into a fifth year. 13 roadshows delivered this quarter
and 2,547 residents attending activities.



Ran two Sportivate projects to get young people active, 12 sessions delivered with 24
participants.



The Wychavon Youth Bus attended Bredon Fun day with a range of activities to support the
local community.



Continued to expand our garden waste service with 17,367 bins, an increase of 584 since
the last quarter.



Submitted options to the county council following the completion of Evesham traffic survey.

Amount of residual waste (kg per household)
130

2017/18 target: 480kg
120
110
100

115.4kg of residual
waste per household,
a slight decrease from
quarter one.
See Appendix C:
SEC01

90
80
70
60
50
Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4
2013/14

2014/15

2015/16

2016/17

2017/18
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Number of missed bins reported
450

2017/18 target: 1,500

400

216 missed
bins reported.
See Appendix
C: SEC02.

350
300
250
200
150
100
50
0
Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4
2013/14

2014/15

2015/16

2016/17

2017/18

Satisfaction with services
100%
Parks and open spaces
90%

Waste and recycling collection

80%
70%
60%
50%
40%
30%
2013/14

2014/15

2015/16
2016/17
2017/18
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87% satisfaction with parks and 79% satisfaction with waste and recycling.
See Appendix C: SEC03 and SEC04
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Number of new jobs we have helped create
Helped to create two
new jobs this quarter.
See Appendix C:
SEC05
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Youth bus - sessions and users
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Ran 31
sessions on the
youth bus with
275 young
people
attending
See Appendix
C SS01(a&b)
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6.2
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Housing and Planning Services


Recruited a new post as part of the Rough Sleepers Project across Worcestershire



The revised housing welfare assistance scheme is working well referrals provided to help
to six families and eight single people.



Created an additional single homeless unit with the YMCA and further discussions in
place regarding increasing demand with the Homeless Reduction Act 2017.
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Adopted three neighborhood plans.
Number of Disabled Facilities Grants completed

60

2017/18 target: 80
50

19 Disabled Facility
Grants - over half way
towards our target for
the year.
See Appendix C
SHP01a
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Long-term empty homes brought back into use
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Brought 16 homes
back into use that
had been empty
between six months
and two years and
five homes that had
been empty of more
than two years.
See Appendix C:
SHP03a

5
0



One homeless family in bed and breakfast accommodation for more than six weeks. See

Appendix C: SHP02
 Assisted 12 households through the Wychmove scheme. See Appendix C: SHP04
 66% of customers were satisfied with housing services during quarter two, against a
target of 80% for the year. See Appendix C: SHP05
 Received 427 planning applications, 43 more than quarter one. See Appendix C:
SHP12
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Number of planning applications determined - by type
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Determined 155 householder applications (34%) within six weeks, significantly below our
target of 60%.



Determined 12 major planning applications (86%) within 13 weeks exceeding our target
of 70%.



Determined 108 minor planning applications (94%) within eight weeks exceeding our
target of 80%.



Determined 238 other planning applications (96%) within eight weeks exceeding our
target of 90%.

See Appendix C: SHP06A
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Planning application performance
Householder applications dealt with in six weeks

Major applications dealt with in 13 weeks

Minors dealt with in eight weeks

Others dealt with in eight weeks

100%
90%
80%
70%
60%
50%
40%
30%

 79% of planning enforcement cases closed with 12 weeks, marginally below our
target of 80%. See Appendix C: SHP11
User satisfaction with building control and
planning services
60%

2017/18 target: 40%
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14/15 Q2
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30%

39% user satisfaction
with building control
and planning services,
very similar to
previous years.
See Appendix C:
SHP10
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Source: Worcestershire Viewpoint survey

6.3

Resources



Tenders returned for the refurbishment of poolside changing rooms at Droitwich Leisure
centre. Work expected to take place during quarter three.



Submitted planning application for Evesham leisure centre extension



Identified sites for new rainfall gauges and started installation to improve our early warning
28

flood systems


Developed new online forms for planning services to allow customers to submit requests
and pay for pre-application advice.



On site assessment for the new Investors in People customer care framework took place in
September.

Satisfaction with sports and leisure facilties
80%

2017/18 target: 60%
70%

60%

69% satisfaction
with sports and
leisure, a significant
increase compared
with 2016/17.
See Appendix C:
SR01
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Source: Worcestershire Viewpoint survey



Average of 5.5 working days sickness absence in the year to September 2017, below our
target of 6.5 days. See Appendix C: SR02a

The chart on the next page compares the provisional average number of working days lost to
sickness absence per full-time employee with other English district councils. This shows our
levels or sickness absence are extremely good when compared with other similar councils. We
were the second best perfomer for quarter two
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Wychavon

Resolution of ICT problems within target
110%

Resolution of
ICT problems
above target
this quarter
at 100%
See
Appendix C:
SR05a-c
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40%
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17/18 Q1
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Source: ICT Service Desk

6.4

Strategy, Democratic and Customer Services



Commenced work on refreshing our Intelligently Green Plan and planning for the 2018
Intelligently Green Awards.



Recruited co-optees for the three Advisory Panels.



Developed draft consultation guidance to raise the profile of consultation and customer
satisfaction expertise across both councils.
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How well informed people feel about our work
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62% of residents feel well
informed about our work.
See Appendix C: SS02
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Source: Worcestershire Viewpoint survey

Number of unique website users
(excluding our own staff)

83.405 unique visits to
our website. The
figures this quarter
include staff so are not
directly comparable to
previous quarters. Staff
will be excluded from
the quarter three
figures.
See Appendix C: SS03
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Issued 34
media
releases and
received 30
media
enquiries.
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492 articles
published that
mentioned
‘Wychavon’.
13 related to
Wychavon as
an area, but
the story did
not relate to
the council.

See Appendices SS06 a-c
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Of the 479 articles relating to Wychavon District Council:





237 articles were published in print.
212 articles were published online.
13 were broadcast – mainly BBC Hereford and Worcester news headlines concerning
Droitwich High Street and the win a shop for a year competition, but also BBC Midlands
Today on the same subject.
11 were business/trade items and six were consumer magazine articles.

Of the 492 articles scored, 301 were positive, 41 balanced and 129 neutral. There were eight
negative articles – five of these were letters from local residents criticising planning officers for
either not protecting Droitwich Spa, or for allowing pavements to be dug up for cabling. There
were also negative stories on our housing policy and drug and drink issues in Evesham town
and parks.
Our Facebook coverage went from 1,093 followers to 1,177 followers, which is an increase of
84. We had a total reach of 70,556 for our Facebook activity during this quarter.
On Twitter we have 49 new followers to move us to 8,565 followers in total. We received 367
mentions, 77,300 impressions (that’s the amount of people who have seen our tweets) and we
sent 94 tweets. Our profile page was visited 7,909 times, and the top Wychavon news tweet for
the quarter came in August – ‘Looking for volunteers to join our panel and influence our work on
local, rural and town issues over the next few years.’’ (2,817 impressions).
We now have 5,329 subscribers to GovDelivery email alerts and engagement rates are at 62%.
See Appendix C SS07a&b
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7. Partnership performance
7.1

South Worcestershire Revenues and Benefits Service (Civica)


Year to date figure of 14.9 days to process Housing Benefit/Council Tax Support new
claims and change events and 15.5 days for this quarter. This is slightly above last
quarter’s figure (14.4) and above our target of 13 days. As the same period last year
was 11.3 days we have given this an amber rating. The increase is due to differences in
workloads and the positive impact that a large set of work had on last years results.



The proportion of Council Tax collected remains similar to the previous year with Council
Tax at 58.4% against 58.5% in 2016/17. Business Rates collection is slightly down at
56.7% against 57.5% in 2016/17. This marginal variance is due to increases in net
collectable debt and payment profile changes (ten to 12 months).



75.2% of Council Tax and 54.3% of Business Rates were paid by direct debit. Up again
on last year for Council Tax, but slightly lower for Business Rates as more businesses
opt to pay by electronic transfer.



24.5% of Housing Benefit overpayments collected, down on last year’s 30.3%. The
2016/17 years results were artificially inflated due to a retrospective Registered Social
Landlord change.



86.5% of calls to Civica’s service centre were answered, above the 85% target.



Took an average of six minutes 14 seconds to handle a call, above the target of 5.45.



Took an average of two minutes 49 seconds to answer a call, above the target of 1.30
last years 1.51.

7.2

Worcestershire Regulatory Services

Business satisfaction remains excellent at 97.7%, slightly less than last quarter, but still above
last year’s out-turn figure. Satisfaction for non-business customers is slightly up on the first
quarter at 75.6% but still slightly below last year’s out-turn figure of 78.9%. This still reflects
some of the difficult cases that the team had dealt with combined with being unable to always
resolve problems. People who found they felt better equipped to deal with their own problems in
the future was slightly up at 73.3% and getting towards last year’s out-turn of 73.8%.
Staff sickness for the quarter is up to 3.77 days per FTE. Some two thirds of this is down to
long-term sickness and recovery time.
There were only three corporate complaints during the first quarter, there were a further six in
quarter two, these related to dog issues, delay in answering calls or not keeping customers
informed. Where possible steps have been taken to address some of the issues. There were
32 compliments in quarter one, which increased to 75 at the end of quarter two.
Here are a few other performance highlights:



Only 2,9% of businesses not upholding the licensing objectives for Wychavon, the lowest
figure for any Worcestershire district.
Second lowest district for noise complaints at 1.75% per 1,000 head of population
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7.3

Only one vehicle found to be defective whilst in service out of 1,484 county wide, overall
percentage rate at 1.42% of the fleet.
81% of drivers licence renewals issued within five working days across the county.
Wychavon Leisure

The leisure centres had a mixed attendance compared with the same period last year. There
were 122,363 visits to Droitwich, up by 2,011 compared to the same quarter last year. Evesham
had 136,475 visits, up 6,439, and Pershore had 77,522 visits, down by 9,228 on the same
quarter last year.
Overall attendances were 1% down on the same period last year. 336,360 this year compared
with 337,138 last year.
Leisure centre visits
Droitwich

Evesham

Pershore
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225,000
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Source: Wychavon Leisure

The Lido has had a disappointing second quarter due to the weather being poor in the school
holidays. The total for the season was 18,701 visitors against 25,768 last year – a 27%
decrease. The Lido is now operating under the terms of the new lease.
Droitwich leisure centre held an open weekend to showcase the leisure centre and the outdoor
facilities at the site. This involved both the hockey and football clubs running tournaments on the
King George V playing fields adjacent to the leisure centre with the Community Interest
Company partnering the event.
Other events held during the quarter included a family swim together initiative during August.
This allowed families to swim together for a discounted price of £8.50. A total of 258 families
took up this offer.
A popular super summer sale promotion of a six week Rivers membership offer to attract people
into the centre over the summer months was run. This was targeted at students returning for
the summer months and proved to be very popular with high sales during the month of July.
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Two ‘Get Wychavon Active’ funded promotions took place in September – Simply Run sessions
(Couch to 5K) at Pershore Leisure Centre and Get Moving at Rivers - a daytime offer to
encouraging inactive people to get moving more.
The leisure centres are still offering a free health check which includes a free trial. This initiative
is having some success in reaching some of the hard to reach groups, giving a steady flow of
people who wish to take up this offer.
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8. Appendices
A. Promises performance
B. Corporate measures performance
C. Service measures performance
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