EXECUTIVE COMMITTEE – 29 MARCH 2010

  

  RESOURCES POLICY AND SCRUTINY COMMITTEE – 11 MARCH 2010  
PART   I -   

  DELEGATED

6c.  
UPDATED PERFORMANCE MANAGEMENT FRAMEWORK  

  (DCES) 
1.
Summary
1.1
This report provides details of the proposed updated performance management framework for members.   
2.
Details

2.1
In developing the Strategic, Service and Financial Planning Framework for 2010-13 officers have considered improving the level of strategic performance management reporting for members and Management Board. This has drawn on advice from the Audit Commission provided during the Organisational Assessment in 2009.   
2.2
The performance monitoring of individual service plans is provided to members at 6 monthly intervals at the relevant policy and scrutiny committee. Management Board currently review the performance of all service based targets on a quarterly basis. This reporting will continue, and provides members with details of operational and strategic performance indicators relevant to each service. 

2.3
In preparing the Strategic Plan 2010-13 officers identified relevant National and local Indicators that would provide a high level measure of the objectives of each theme. These are shown in the draft Strategic Plan agreed by the Executive Committee and noted in the report to Council on 16 February 2010. A copy is provided in appendix 1. 

2.4
The lead service is shown for each indicator in the strategic plan. However, where the objective is one where the Council is not solely responsible for delivery, the relevant partnership is identified, and the lead council service that links with that partnership listed. 

2.5
Baseline measures have been identified where data is available and targets set for improvement. In some partnership areas these targets are yet to be agreed in the annual workplanning cycle. For instance, the Community Safety Partnership Board is due to agree its targets later in March 2010. For some indicators targets are being set at a County level with central government as part of the Local Area Agreement process. National quartile positions for the new National Indicator set have not been published yet for all National Indicators. Where they have quartile performance positions have been set as targets as well. 

2.6
It is proposed that quarterly reports will be provided to Management Board on the progress against all of these targets, and a traffic light system used to identify areas of poor performance so that remedial action plans can be put in place. This process is currently in place for the current strategic plan as a trial. 

2.7
It is further proposed that 6 monthly update reports be brought to the Resources Policy and Scrutiny Committee using the same format as for Management Board. These reports will form part of the annual Performance Management assessment with the Audit Commission, and will provide an overview of the Council’s achievements against its priorities. 

2.8
Annex 1 of the Strategic Plan includes a commitment to data quality. The Council needs to be assured that the decisions it is taking are based on sound data and information. Whilst it has control over its own data, it also needs to have confidence in data supplied by partners and other organisations. As part of the updated framework it is proposed to include a statement on data quality at the end of reports to members. The proposed template is attached at Appendix 2.

2.9
The External Auditor has recommended that the Council makes better use of staff performance indicators in its regular corporate reporting in order to monitor the effectiveness of its staff management arrangements. The Management Board considered which high level measures and targets might be appropriate, and the Council has included them in the Strategic Plan at Section 3.2.3 of Annex 5. 

3.
Options/Reasons for Recommendation
3.1
To improve the performance management of the Council’s Strategic Plan  .

4.
Policy/Budget Reference and Implications
4.1
The recommendations in this report are within the Council’s agreed policy and budgets.  The relevant policy is entitled Strategic Plan 2010-13 ASK   \* MERGEFORMAT  and was agreed on 16 February 2010.  ASK   \* MERGEFORMAT    
5.  
Financial, Legal, Equal Opportunities, Staffing, Environmental, Community Safety, Customer Services Centre, Communications & Website, Risk Management and Health & Safety Implications
5.1  
None specific.

6.  
Recommendation
6.1
That members agree the proposed changes to the performance management framework.


Report prepared by:
Andy Stovold, Community Partnerships Manager  

Background Papers


Strategic, Service and Financial Planning 2010-2013  

APPENDICES / ATTACHMENTS

  Appendix 1 – Strategic Plan 2010-13

APPENDIX 1

THREE RIVERS DISTRICT COUNCIL

STRATEGIC PLAN 2010-2013

Introduction

Each year, Three Rivers District Council updates its Strategic Plan.  This is a document that brings together our high level, medium- to long-term objectives which, following consultation and analysis of data, the Council considers to be its priorities for the District.  

It focuses on those areas where the Council has a lead role, or can play a key part in delivering or influencing the outcomes.  Its purpose is to guide the Council in its annual consultation, planning, resource allocation and performance management process by articulating clearly a series of SMART targets (targets that are Specific, Measurable, Achievable, Resourced and Time-limited) by which we shall be able to track our progress towards delivering our long-term objectives.

The Vision and our Priorities

Three Rivers District Council’s long-held vision is that the district should remain a prosperous, safe and healthy place where people want and are able to live and work.  We recognise that Three Rivers District is a mixture of beautiful countryside, villages and small towns, and the majority of its inhabitants are relatively healthy, well educated, affluent, articulate and able to access our public services.  Not surprisingly, people want this state of affairs to improve further, or at least to stay the same, and the Council’s plans must pay careful heed to this point of view, without slipping into complacency.  Thus its plans for developing the physical and industrial infrastructure (enshrined in the present Local Plan’s draft successor, the Local Development Framework) are designed to preserve the Green Belt, attract only “clean” industries, secure good quality and affordable housing, educational and leisure facilities, and attract and retain local shopping that complements the ample major shopping facilities in and around Watford and beyond.

However, deprived communities do exist in the District, often side by side with more affluent areas, where disadvantaged individuals and groups find difficulty in accessing the full range of services and facilities many of us take for granted.  The Council has therefore made a conscious decision to concentrate on improving services and access to services for all people, particularly the people in deprived communities, so its plans for developing the physical and industrial infrastructure seek to secure and improve affordable housing and local shopping areas, maintain free shoppers’ parking throughout the district to support the local economy, attract employment opportunities, and provide services, facilities and opportunities in the identified areas aimed specifically at target groups.  In addition, we recognise our increasing duty to promote “greener” ways of delivering services, reducing the carbon footprint of the district, and creating cohesive communities that enable people to live in harmony with each other and with their environment.  We also recognise that the people of Three Rivers need and expect from an excellent Council a high standard of service delivery, of increased access to services and of value for money.  Finally, we know that our residents have had a fear of crime disproportionate to the crime statistics that show the district is exceptionally safe.  Recent research has shown this is now a less important matter than before, and we shall therefore continue to invest in combating this fear of crime whilst also investing in other measures that increase community safety and the well being of the district.

All our work can therefore be encapsulated in one sentence:  As an excellent Council, we are working for Safer and Sustainable Communities.

How do we decide on our objectives?  Primarily they emerge from what you, the public, tell us, but we are not isolated, and our plans influence and are influenced by national, regional and county considerations.  These are explained and discussed below.

Major Plans in Hertfordshire and Three Rivers

This Strategic Plan has been modified to reflect the objectives of the four major documents that we must take into account in developing the plan:  Hertfordshire’s Sustainable Community Strategy, the Hertfordshire Local Area Agreement, the Three Rivers Sustainable Community Strategy and the Three Rivers Local Development Framework, all of which have been the results of public consultation.  In Appendix 2 to this introduction is a chart that sets out the connection between Hertfordshire’s Sustainable Community Strategy, the Local Area Agreement and the Three Rivers Sustainable Community Strategy.

The first of these documents is Hertfordshire’s Sustainable Community Strategy that sets out the vision and long-term objectives for the County.  The Government also has aims for Hertfordshire and the summary of these aims and the outcomes towards which we are trying to bring about are set out in the second document, the Hertfordshire Local Area Agreement (LAA).  For convenience, the activities are contained within the six Hertfordshire “blocks”, agreed in early 2006 and updated in 2008 by the Government, Hertfordshire County Council and the ten district councils:

	· Economic Development and Enterprise

· Children and Young People

· Housing and Character


	· Safer and Stronger Communities

· Healthy Communities for Older People

· Transport and Sustainable Development




A set of National Indicators underpin the above, and the LAA sets targets for improving services that fall within the county’s priorities.  Three Rivers District Council has a major part to play in this, and the emphasis it puts on each block depends on the third document, the Three Rivers Sustainable Community Strategy 2006 – 2012.

The Community Strategy was developed by the Three Rivers Local Strategic Partnership (LSP).
  The LSP noted the priorities of the County Strategy and LAA and has taken note of those which are most pertinent to the aspirations of Three Rivers.  The Community Strategy consulted and up updated its priorities following analysis of a large amount of data including the Indices of Multiple Deprivation (IMD) 2004 and 2007
 and health information collected by the Primary Care Trust.  

The five priorities agreed by the LSP are:

1. Anti-social behaviour, crime, and fear of crime

2. Reducing inequalities, (including health, poverty, access to services and employment)

3. Improving the environment

4. Children and young people's access to education, skills and training

5. Improving the supply and standard of affordable housing
The Local Strategic Partnership therefore re-considered its work in 2008 and, in addition to the Community Safety, Health and District Children’s Trust partnerships already in existence, formed working groups to find projects that will address the full range of its priorities.  These groups’ reports have been central to developing schemes that will take advantage of the Government’s Performance Reward Grant, and will enable us from March 2010 to pay for a range of projects.

The fourth document is the Local Development Framework, a work in progress that builds on the Community Strategy to bring together the district’s aspirations for the use of land, the development of its economy and the securing of affordable housing.  The extensive public consultation has informed other plans when trends have emerged.  The final document will be approved during 2010.

Three Rivers District Council’s Strategic Plan

As mentioned above, we have had to bear in mind all the foregoing plans, demands, targets and consultation so that we can decide on our own priorities for the next three years.  In general, we know that the satisfaction of our residents and our reputation rest on our running superb services consistently well across our communities and on our remaining customer-focused.  We were the first local authority to achieve Charter Mark across every service in the whole organisation and we have done likewise for Charter Mark’s successor:  the accreditation of Customer Service Excellence.  For years, we have been performing well across the whole range of the old Best Value performance indicators (BVPIs).  We have consistently received a positive Direction of Travel statement from the Audit Commission, and we are in the forefront of districts nationally, having achieved a Level 3 (‘performing well’) in the new inspection regime of Comprehensive Area Assessment.  This commitment to improving public services enables us to respond better to the targets that have been agreed under Hertfordshire’s Local Area Agreement, and so service improvement must remain a major priority.

We have also decided to concentrate our energies on three major areas of activity:  community safety, sustainability and good governance.

The first two themes are those which, as with the Community Strategy, you believe to be of most concern to you.  The third comes from the knowledge that public money should be spent wisely, efficiently, effectively and with demonstrable value for money.  Corporate Governance is the system by which local authorities direct and control their functions and relate to their communities.  

The Council reviews its governance arrangements under the title Towards Excellence to advertise its ambition and values.  The Council’s aim is that it will be able to demonstrate Excellence by increasing value for money, securing risk assessment and project management procedures, and consistently exhibiting customer focus.  It should then acquire an enhanced reputation amongst both its customers and the auditing bodies.

Conclusions for the Strategic Plan

Having considered all of the above, sometimes bewildering, influences on what we do and how we do it, Three Rivers District Council re-emphasises the following priorities for the period 2010-13.  

1.  The two themes of the Strategic Plan are the creation and maintenance of Safer and more Sustainable Communities, reflecting the priorities of the new Three Rivers Community Strategy 2006 – 2012.  
So, on the safer objective, we shall work with partners to make the district a safer place and we shall provide a safe and healthy environment.

On the more sustainable objective, we want to provide equal access to services and facilities for the public within the district and surrounding area and in particular address the needs of vulnerable residents such as elderly, disabled and young people.  In addition, we want to maintain a high quality local environment and reduce the eco-footprint of the district so we are working to achieve ISO14001 across the Council to prove that we can reduce energy consumption in all our operations.

Finally in continually striving Towards Excellence, we shall deliver services to a standard that meets the needs and expectations of all of our customers and provides exemplary value for money.  To achieve this, we shall manage and develop our people and partnerships to ensure that we are fit for purpose.

	
	Cllr. Ann Shaw OBE

Leader of the Council
	
	Dr Steven Halls

Chief Executive
	


Annex 1

A Note on our Values

Equalities

As part of its commitments to better customer focus and improving the quality of life for all its residents and employees, Three Rivers has developed a Comprehensive Equality Policy to help us promote fair and equal access to services by all citizens.  We demonstrate our commitment to Equalities by placing it as a key priority in our Strategic Plan, making it integral to our Community Strategy, and setting out equality targets and actions in our service planning framework.  

Based on the findings of a council-wide equalities assessment, the Council’s equalities commitments will be promoted through five strategic equality and diversity objectives:

a. Promoting Community Leadership & Community Cohesion

b. Improving Community Engagement & Communication

c. Promoting Equality in Service Delivery

d. Promoting Equality of Opportunity in Employment & Training

e. Evaluating the success of our Equalities commitments

We value the diversity of our community and want to use its wealth of experience to create an excellent quality of life in Three Rivers.  We have produced an Equality Action Plan as part of our self assessment for us to achieve those commitments by ensuring delivery of fair and equally accessible service to all our citizens.  In 2009, the Council achieved Level 2 of the Equality Standard for Local Government and aims to achieve the new Achieving Standard in the new Equality Framework for Local Government by the end of March 2010.  We are already accredited under the Two Ticks scheme for promoting disability in employment and aim to be re-accredited as an Investor in People in 2009.

Reputation

The Council wishes to improve its reputation with the public through four means, initially by improved community engagement in our planning and decision-making.  Secondly, we referred earlier to our programme of service improvements and this will help drive and demonstrate improvements to the street scene and liveability, which affects all our citizens.  Thirdly, we shall continue to tell the story to our communities about what their authority does, why it does those things, and how it has responded to the community’s needs.  Fourthly, we shall demonstrate that we strive for economy and efficiency to deliver value for money in everything we do.

Specific objectives for our communications in 2010-12 are, 

· Effective media management

· Continuing to provide all households with an a-z guide of council services

· Publishing a good quality council magazine on a regular basis

· Promoting an effective and consistent image of the council brand to our services

· Promoting good internal communications

The Council’s Commitment to Data Quality – A Policy Statement

Statutory and local performance indicators as well as a range of financial and non-financial Information are used throughout the organisation to aid the decision making process as well as assess the efficiency and effectiveness of service delivery. The financial and performance information that we use must, therefore, be accurate, reliable and timely. To meet these requirements we have adopted the Audit Commission’s Standards for Better Data Quality which defines a framework of management arrangements that organisations can put in place to ensure the quality of the data they use to manage and report on their activities. These standards cover the five key areas of:-

· Governance and leadership
· Policies

· Systems and processes

· People and skills

· Data use and reporting
We are assessed annually against these standards as well as the six data quality dimensions (completeness, accuracy, reliability, validity, relevance and timeliness), through the key lines of enquiry (KLoE) approach. We are currently at level 2, which is an adequate performance, and will continue to implement the Standards for Better Data Quality in order to improve on this score. This will be facilitated through the development and implementation of a Data Quality Strategy.







Annex 2

Relationship between Plans

	
	HERTFORDSHIRE FORWARD LSP
	

	
	

	
	
	
	
	
	Local Area Agreement LAA2
	
	
	
	
	
	

	
	

	
	
	
	
	
	
	
	
	

	Block 1

Safer & Stronger
	
	Block 2

Children & Young People
	
	Block 3

Healthy & Older People
	
	Block 4

Economic Development & Enterprise
	
	Block 5

Housing & Character
	
	Block 6

Transport & Sustainable

Development

	
	
	
	
	
	
	
	
	

	195 National Indicators underpin the above, and the LAA and HCC (+ districts) are supposed to agree the top 35 that are of crucial concern to the parties.  These help inform the priorities of the Three Rivers Community Plan

	

	
	THREE RIVERS LSP
	

	
	Community Strategy Themes:  Safer, Sustainable
, Healthy & Prosperous
	

	
	

	
	
	
	
	
	

	Priority 1
	
	Priority 2
	
	Priority 3
	
	Priority 4
	
	Priority 5

	Anti-social behaviour, crime & fear of crime
	
	Reducing Inequalities (includes Access to services)
	
	Improving the environment
	
	CYP’s access to education skills & training
	
	Improving supply and standard of affordable housing.

	
	
	
	
	
	

	Community Safety Board
	
	Pathfinder Contact Centre Group
	
	Local Development Framework
	
	District Children’s Trust Partnership
	
	Local Development Framework

	
	
	
	
	

	
	Poverty sub-group
	
	HCC/TRDC works
	
	Employment and Prosperity sub-group
	
	TR Housing Strategy

	
	
	
	

	
	Health Partnership
	
	TRDC Sustainability
	
	Section 106 negotiations

	
	

	
	Waste Partnership
	


Annex 3

Risk Management Implications

  The following table shows the risks that have been identified and gives an assessment of their impact and likelihood in accordance with the Council’s Risk Management Strategy:-

	Description of Risk
	Impact
	Likelihood

	1
	Failure to secure improvements to services
	III
	E

	2
	Failure to tell residents about improvements
	III
	D

	3
	Failure to make progress on the Sustainability Action Plan
	IV
	E

	4
	Failure to engage the community in the Strategic Plan
	III
	E

	5
	Failure to achieve our access/equality targets
	II
	E

	6
	Failure to achieve Community Safety targets
	III
	E

	7
	Failure to achieve the priorities of the Community Strategy through the LSP
	III
	E


(Note: the defined impacts are set out overleaf.)

The above risks are plotted on the matrix below depending on the scored assessments of impact and likelihood, detailed definitions of which are included in the risk management strategy. The Council has determined its aversion to risk and is prepared to tolerate risks where the combination of impact and likelihood are plotted in the shaded area of the matrix. The remaining risks require a treatment plan. 

	Likelihood
	A
	
	
	
	
	
	Impact
	Likelihood

	
	B
	
	
	
	
	
	V = Catastrophic
	A = ≥98%

	
	C
	
	
	
	
	
	IV = Critical
	B = 75% - 97%

	
	D
	
	
	2
	
	
	III = Significant
	C = 50% - 74%

	
	E
	
	5
	1,4,6,7
	3
	
	II = Marginal
	D = 25% - 49%

	
	F
	
	
	
	
	
	I = Negligible
	E = 3% - 24%

	
	
	I
	II
	III
	IV
	V
	
	F =  ≤2%

	
	Impact


	
	


All the risks that require management and monitoring are included in the appropriate service plans.   
	Impact Classification
	Service Disruption
	Financial Loss
	Reputation
	Failure to provide statutory service/meet legal obligations
	People

	V

Catastrophic
	Total failure of service
	>£1m
	National Publicity. Resignation of leading member or chief officer
	Litigation, claim or fine >£500k
	Fatality of one or more clients/staff

	IV

Critical
	Serious disruption to service
	£500k - £1m
	Local media criticism
	Litigation, claim or fine £250k - £500k
	Serious injury, permanent disablement of one or more clients/staff

	III

Significant
	Disruption to service
	£100k - £500k
	Local public interest and complaints
	Litigation, claim or fine £100k - £250k
	Major injury to individual

	II

Marginal
	Some minor impact on service
	£10k -£100k
	Contained within service
	Litigation, claim or fine £10k - £100k
	Minor injuries to several people

	I

Negligible
	Annoyance but does not disrupt service
	<£10k
	Contained within section
	Litigation, claim or fine <£10k
	Minor injury to an individual







Annex 4

TRDC’s Policy Development and Scrutiny Framework

This framework is designed to deliver a cycle of better information, leading to better policy making and policy execution, with subsequent scrutiny i.e. review and evaluation of the outcomes promised in those policies.
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Annex 5

Themes, Aims and Objectives

As explained above, the Three Rivers vision is that the district should remain a prosperous, safe and healthy place where people want and are able to live and work. This is our aspirational statement describing the future.

The two themes in which we want to make our communities safer and more sustainable, provide the framework for the areas where we believe we can help make a difference. These are set out on the charts below together with the further theme for corporate governance entitled towards excellence.  

For each theme, the charts show our prioritised aims.  These describe what we want to have achieved by 2013.

For each aim the tables set out our objectives, which are all the things we need to achieve in order to realise our aims, with how these will be measured, their targets and the lead Council service and/or Partnership that will support or monitor delivery.

	1.
Safer Communities



	Objectives
	Measures
	Target setting
	Lead Service / Partnership

	1.1 We will work with partners to make the district a safer place.



	1.1.1 Reduce anti-social behaviour.
	NI 17 Perceptions of ASB (Place Survey Q24; baseline 12.5% - top 25% of all local authorities in England).

NI 41 Perceptions of drunk and rowdy behaviour as a problem (Place Survey Q24f; baseline 20.8% - top 25% of all local authorities in England)

NI 42 Perceptions of drug use or drug dealing as a problem (Place Survey Q24e; baseline 20.4% - top 25% of all local authorities in England)

Community Safety Partnership measures.
	Improve ASB NI results by 3-5% and maintain national top quartile positions.

Local targets will be agreed by the Community Safety Board in March 2010.


	Community Safety Partnership supported and monitored by

Leisure & Community Services.



	1.1.2 Provide reassurance to the public and reduce the fear of crime.
	NI 21 Dealing with local concerns about ASB and crime (Place Survey Q26; baseline 33.6% - top 10% of all local authorities in England).

NI 27 Understanding of local concerns – seek people’s views (Place Survey Q25; baseline 23.7% - bottom 50% of all local authorities in England).

The percentage of people who feel safe outside after dark (Place Survey Q22; baseline 63% - top 50% of all local authorities in England)

The percentage of people who feel safe outside during the day (Place Survey Q23; baseline 95% - top 10% of all local authorities in England)
	County target to be advised by Hertfordshire Police Authority.

Improve national quartile position to 2nd.

68% (5% improvement)

Maintain result and top quartile position.
	Community Safety Partnership supported and monitored by

Leisure & Community Services.

	1.1.3 Safeguard vulnerable residents.
	NI 1 Different backgrounds getting on – community cohesion (Place Survey Q18; baseline 83.1% - top quartile).

NI 23 Perceptions of people not treating each other with respect and consideration (Place survey Q19; baseline 21.5% - top quartile).

NI 139 Support for older people (Place survey Q21; baseline 27% - bottom quartile).

Perceptions of ASB and feelings of safety by disabled and older people.

NI 32 Repeat incidents of domestic violence reviewed by MARAC (Multi-Agency Risk Assessment Conference) (2009/10 baseline for Western Basic Command Unit to be advised)

	85.1% (2% improvement)

19.5% (2% improvement)

77% (50% improvement)

Improve baselines.

27% (Hertfordshire LAA target)
	Community Safety Partnership supported and monitored by

Leisure & Community Services.

	1.2
We will provide a safe and healthy environment.



	1.2.1 Ensure the safety of people at work, at home and at leisure.
	BC01 Full plans applications vetted within 10 days.

BC02 Full plans determined within statutory timescales.

BC03 Inspect the same day if notified by 10am.

BC04 Inspect the same day other inspections.

BC05 Inspect with 24 hours of notified dangerous structures.

EH04 The percentage of food premises inspections due that were carried out for high risk premises

EH05 The percentage of food premises inspections due that were carried out for other risk premises

EH08 The percentage of premises due for inspection actually inspected (health & safety enforcement)


	100%

100%
	Building Control and

Environmental Health

	1.2.2 Maintain clean streets.


	NI 195 Improved street cleanliness:

NI 195a Levels of litter

NI 195b Levels of detritus

NI 195c Levels of graffiti

NI 195d Levels of fly-posting

NI 196 Improved street and environmental cleanliness – fly tipping.

The percentage of people who agree that public services are ‘working to make the area cleaner and greener’ (Place survey Q6b; baseline 70.5% - top 50%).

Satisfaction with ‘keeping public land clear of litter and refuse’ (Place survey Q8a; baseline 63.9% - top 25%).


	6%

10%

8%

2%

Level 1

76% (5% improvement)

69% (5% improvement)
	Environmental Protection

	1.2.3 Provide a range of positive leisure activities and facilities for young people.
	The percentage of respondents who think that ‘Activities for teenagers’ most need improving (Place survey Q2; 43% baseline – ranked second overall)

Consultation with children and young people.

LC01 Attendances by young people at leisure venues and activities
	Reduction on baseline.

Complete survey work.

120,000 attendances.
	Leisure & Community Services


	2. 
Sustainable Communities



	Objectives
	Measures
	Target
	Lead Service / Partnership 

	2.1 We want to provide equal access to services and facilities for the public within the district and surrounding area and in particular address the needs of vulnerable residents such as elderly, disabled and young people.

	2.1.1 Improve access to benefits.
	Increase in number of claimants.

Increase in the number of people attending benefits surgeries.

Number of e-benefit claims (to be introduced in April 2010).

Number people using online benefits calculator (to be introduced in April 2010).


	To be established from baselines.

100

250
	Revenues & Benefits

	2.1.2 Facilitate employment opportunities and improve sustainable economic vitality in targeted areas.
	Percentage of people claiming Job Seekers Allowance (JSA)

Number of young people not in employment, education or training (NEETs) (awaiting baseline)

	Reduce number of people unemployed across the District to the Hertfordshire average (2.9% - November 2009)

Reduce number of NEETs from baseline.


	Sustainability

	2.1.3 Improve or facilitate access to housing.
	NI154 Net additional homes provided.

NI155 Number of affordable homes delivered (gross).


	200 per annum.

To be based on Strategic Housing Market Assessment (SHMA) following consultation – March 2010.


	Development Plans

	2.1.4 Improve and facilitate access to leisure and recreational activities.
	NI 8 Adult participation in sport and active recreation (Active People survey; baseline 23.3%)

NI 119 Self reported measure of people’s overall health (Place survey Q29; baseline 81.3% in good health – top 25%).
	Increase by 1% per annum.

84% (increase by 3%)

Remain in top quartile nationally.


	Monitored by Leisure & Community Services

	2.2  We want to maintain a high quality local environment and reduce the eco-footprint of the district



	2.2.1 Increase the number of accredited open spaces, parks and woodland areas.
	Parks and open spaces with Green Flag accreditation.

UK Woodlands Assurance Scheme (UKWAS) accreditation.

NI 197 Improved biodiversity (baseline 21.2%)

Satisfaction with quality/provision of parks and open spaces (Place Survey Q8k; baseline 77.2% - top 25%).


	Three parks.

Maintain accreditation.

Remain above County average of 20%.

Maintain top quartile position.
	Leisure & Community Services

	2.2.2 Minimise waste and optimise recycling.
	NI 191 Residual household waste per household.

NI 192 Percentage of household waste sent for reuse, recycling and composting.

EP06 Tonnes of Household waste collected and sent to landfill
The percentage of respondents who are satisfied with refuse collection (Place survey Q8b; baseline 86.1% - top 25% nationally).

The percentage of respondents who are satisfied with doorstep recycling (Place survey Q8b; baseline 82.5% - top 5% nationally).

The percentage of respondents who are satisfied with local tips/household waste recycling centres (Place survey Q8b; baseline 83.2% - top 5% nationally).

TRDC office recycling 


	485kg
51%

18,500 tonnes

91% (5% increase; top quartile)

87% (5% increase; top quartile)

88% (5% increase; top quartile)

80%


	Environmental Protection

Corporate Services.



	2.2.3 Enhance the character of the district and maximise the impact of the built environment.
	NI 5 Satisfaction with local area (Place survey Q3; baseline 89.3% - top 25%).

DP01 Percentage of new homes built on previously developed (brownfield) land.
	91% (2% increase; top quartile)

90%


	Development Plans 

Development

Management

	2.2.4 Minimise energy and water consumption, reduce CO2 emissions and increase the use of renewable energy.
	NI 185 CO2 reduction from local authority operations.

NI 186 Per capita reduction in CO2 emissions in LA area.

NI 188 Planning to adapt to Climate Change.

NI 194 Air quality - % reduction in NOx and primary PM10 emissions through local authority’s estates and operations.

Achievement of ISO 14001 Environmental Management standard.


	1900 tonnes
0.05 tonnes
Level 2

NOx – 7.3

PM10 – 0.14
Accreditation achieved.
	Sustainability


	3.
Towards Excellence


	Objectives
	Measures
	Target
	Lead Service / Partnership 

	3.1 
Customers – We will deliver our services to a standard that meet the needs and expectations of all of our customers.



	3.1.1 We will develop, publish and monitor service standards for all services.
	A basket of performance indicators for customer-facing services will be monitored against targets:

CSC01 Percentage of calls answered

CSC02 Percentage of calls answered within 15 seconds

NI157a (DC01) Processing major planning applications within 13 weeks

NI157b (DC02) Processing minor planning applications within 8 weeks 

NI157c (DC03) Processing other planning applications within 8 weeks

EH01 Respond to all requests for service within 24 hours (no.) – Residential Pollution

EH06 Respond to all requests for service within 24 hours (animal control)

EH07 Respond to all requests for service within 14 days (pest control)

EP07 Number of household waste collections missed per 100,000 collections

The percentage of housing applications registered within 10 working days
RB 1 Speed of processing new claims

RB 2 Speed of processing changes of circumstances.


	97%

90%

60%

65%

80%

98%

98%

98%

90

90%

20 days

10 days
	Customer Service Centre

Development Management

Environmental Health

Environmental Protection

Housing Needs & Strategy

Revenues & Benefits



	3.1.2 We will monitor and maintain customer satisfaction.
	Satisfaction with the way the Council runs things (Place survey Q11; baseline 54.4% - top 10% of all local authorities (excluding county councils) in England)

The average customer satisfaction with public-facing Council services 


	Maintain top quartile position.

90%
	All Services

	3.1.3 We will regularly involve and consult our customers.
	 NI 4 The percentage of people who feel they can influence decisions in their locality (Place survey Q13; baseline 31.6% - top quartile).

The percentage of people who feel informed about how to get involved in local decision-making (Place survey Q12c; baseline 35.7% - top quartile)

Voter registration (annual canvass return rate)

Election turnout


	35%

40%

94%

36%
	Monitored by

Leisure & Community Services and

Democratic Services.

	3.1.4 We will inform and update customers about the Council’s work and services.
	The percentage of people who feel informed about local public services overall (Place survey Q12h; baseline 42.6% - top 50%)

NI 14 Reducing avoidable contact (2008/09 baseline – 38.28%)


	48%

Reduce by 50% (19.14%)
	Monitored by Corporate Services (Communications)

All Services.

	3.2 Governance – We will manage our resources to deliver our strategic priorities and service needs.



	3.2.1 We will manage our financial resources to deliver value for money.
	NI 179 Value for money gains (efficiency savings)

The percentage of people who agree that TRDC provides value for money (Place survey Q10; baseline 39.1% - top quartile).


	£990,000

43%


	DCRG

	3.2.2 We will continue to improve our performance.
	The percentage of priority indicators showing improvement.

Organisational Assessment (CAA) score

Managing Performance

Use of Resources
	90%

4

4

3
	All Services, monitored by 

Leisure & Community Services.

	3.2.3 We will ensure employees are properly trained, developed and motivated.
	Investors in People accreditation

Sickness absence 

Employee turnover rate

The percentage of survey respondents agreeing that staff did their best to be helpful (CSC survey)


	Retain.

7 days

8%

97%
	All Services, supported and led by Human Resources.

	3.2.4 We will engage with voluntary groups to deliver effective partnership working.
	The percentage of people who agree that local public services (Place survey Q6 baselines):

…are working to make the area safer (76% - top 1%)

…are working to make the area cleaner and greener (70% - top 50%)

…promote the interests of local residents (48.7% - top 10%)

…act on the concerns of local residents (53.3% - top 5%)

…treat all types of people fairly (76.9% - top% )


	76%

76%

54%

55%

78%
	The Local Strategic Partnership (LSP) supported by Leisure & Community Services.


APPENDIX 2
It is recommended that the end of the report template is updated as outlined below to provide the following information. This information takes the organisation beyond the recommendations of audit and the Use of Resources assessment, but will apply a consistent basis to embed data quality considerations into all decision making in the organisation. 


Data Quality


Data sources:


Please list the sources of any data provided in the report


e.g. service request data provided from Pro-active April 2009-Oct 2009



e.g. crime statistics provided by Hertfordshire Constabulary (non audited data)



Data checked by:


Insert name and tile of officer who has checked data


Data rating – tick one box – see below for definitions


Poor – data is collected manually, or electronic records are manually analysed. No data quality checks are made. 


Average – data is collected electronically, and basic analysis is electronically calculated. No data quality checks are made. 


Good – data is collected electronically, data samples are checked for validity, and errors corrected before final electronic calculation of results. Data quality checks are systematically applied e.g. to Market Research Society standards. 

	1
	Poor
	

	2
	Average
	

	3
	Good
	



Background Papers


  (

  (Please remember to include Contract Implications and Parish Council comments where appropriate.)


The recommendations contained in this report DO NOT constitute a KEY DECISION. (On Executive Committee reports only)


(Author to delete as appropriate)


APPENDICES / ATTACHMENTS

  (
� The LSP comprises members from the local Primary Care Trust, the Constabulary, the Police Authority, the Voluntary Sector, the Business Sector,  Thrive Housing Association and the District, County and Parish Councils.


� Hotspot Areas for Local Development in the Three Rivers Community Strategy


The LSP analysed the Indices of Multiple Deprivation data for those Super Output Areas (SOAs – localities small than wards and so offering a detailed overview) falling in the 50% most deprived in England, and the table below shows the 10 SOAs with the highest scores for deprivation.  The SOA with the most severe deprivation across all of the domains in the Indices of Multiple Deprivation is ranked 1.  The Three Rivers LSP has noted that the 10 SOAs listed might benefit from cross-cutting regeneration and development in the Community Strategy and will be used to benchmark against when other areas’ needs demand that priorities be made.  TRDC has similarly noted these areas as hotspots for possible local action in this Strategic Plan, whilst recognising the requirement for multi-agency co-operation to tackle them. 





Rank�
Ward Area�
SOA Code�
�
Rank�
Ward Area�
SOA Code�
�
1�
Northwick�
E01023844�
�
6�
Northwick�
E01023843�
�
2�
Northwick�
E01023842�
�
7�
Maple Cross�
E01023838�
�
3�
Hayling�
E01023828�
�
8�
Ashridge�
E01023806�
�
4�
Ashridge�
E01023805�
�
9�
Langleybury�
E01023830�
�
5�
Hayling�
E01023827�
�
10�
Langleybury�
E01023829�
�
Table 1:  SOAs with most deprivation factors (IMD 2007).








� From the Three Rivers Community Plan:  “Sustainable communities are residential and workplace surroundings in which people live and thrive, where there is a balance and integration of the social, economic and environmental components that define a community area. These communities are safe and inclusive, well planned, built and run, and offering equality and opportunity for all. Sustainability cuts across all of the priorities of this Community Strategy. Whilst economic growth and development is not identified as a priority, the priorities that have been chosen aim to underpin further growth and support those pockets within the district that are deprived to come up to the average income levels in Hertfordshire.”
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