
 

 

Performance against Council Strategy 2018/19 
 
EHDC’s mission is to improve people’s lives by providing public services that 
represent good value for money and meet our communities needs. The strategy to 
deliver this is focussed on product innovation and an entrepreneurial approach to 
ensuring the council is financially independent of all government funding. 
 
(1) Financial sustainability  
 
In order to continue providing our services for our most vulnerable residents and 
improving the lives of all our residents we are committed to being financially 
sustainable. During 2018/19 we froze our share Council Tax without any service 
reduction. We have also committed to keep Council Tax stable over the next few 
years. In 2017/18 the Council adopted a financial framework to support a property 
investment strategy, financed through borrowing. During 2018-19 the Council 
acquired additional properties valued at £41.2 million. The Council property portfolio 
was valued at £114.3m on 31 March 2019. All these investment properties generate 
a considerable financial return to the council to allow for reinvestment in public 
services. In addition to property income we have continued to receive income from 
our consultancy services. Council departments have been marketing their services to 
other authorities and local organisations to bring in extra income.  
 
Our litter enforcement company, East Hampshire Commercial Services Limited 
(EHCS) has been providing litter enforcement services to eight local authorities and 
is continuing to grow its client base across the South East with new litter clients 
secured during 2018/19.  
 
2018/19 saw the continuation of the ground-breaking partnership between six 
councils more than 85 miles apart through the delivery partner Capita. The 
Partnership is the first-time local authorities have looked beyond their immediate 
neighbours to share services to utilise their vision to deliver improved and more 
affordable services. Outsourced services at EHDC include the HR Service, which 
has implemented new HR and payroll systems across the partnership, the IT service 
and the Finance service, with new finance software as part of the system upgrades. 
The Council continues to work with Capita in order to improve services and secure 
the overall headline savings and achieve the best financial outcome for the Council. 
 
(2) Public Service Excellence 
 
Our priority is to support our most vulnerable customers. We achieved our target set 
for homelessness prevention (total of 772 cases for 2018/19) and have ensured a 
Personal Housing Plan is developed in discussion with the customer and any 
support agencies. Work has focussed on providing support to those families 
impacted by the Benefit Cap and future possible impact of Universal Credit. 
Regarding the Supporting Families project, East Hampshire was set a target by 
Hampshire County Council to engage with families and support them on a range of 
issues such as employment, financial matters, domestic abuse, health and children 
in need. The target set for 2018/19 was 61 families which was achieved and 
exceeded. We supported families on a range of issues such as employment, 
financial matters, domestic abuse, health and children in need. 
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The council continued to engage with our communities and deliver a number of 
supportive initiatives including community events. We continued with a variety of 
other community activities, including the successful delivery of Rural Areas Play 
Project (RAPP), Get Activ8’d, Volunteer Awards, Sports Awards. Older Persons 
Summit and Walk for Peace. We also completed National Take Over week with over 
400 school children visiting the council offices and meeting staff and councillors and 
took part in the National Public Service tweetathon #OurDay which was a big 
success. Our RAPP and Get Activ8’d programme continues to be booked online 
through our customer relationship management (CRM) tool and during the year we 
completed a review of the RAPP service with additional RAPP services to launch in 
2019-20.  
 
In addition, a significant number of grants were awarded during the year, £196,000 
was awarded in Councillor grants. All councillors have an annual budget of £4,500 
that they can spend on projects or initiatives within their local area. The Councillor 
Community Grants Scheme gives local councillors discretion to award grants of 
between £100 and £1,000 to support local projects or initiatives within their wards. 
Further to Councillor Grants during the year we completed a review of our 
community grants system. As a result of that review we established a new 
supporting communities fund. These grants will help community groups, either by 
providing a three-year funding agreement (revenue grants), or by providing up to 
£25,000 for a one-off project (project grants) and will be available from 2019-20 
onwards1. 
 
(3) Creativity and Innovation 
 
East Hampshire District Council is an exciting and vibrant organisation to work for. 
The Council provides community leadership and is at the cutting edge of innovation 
and practice. A change of culture remains central to a high performing Council.  
There are now four specific workstreams dedicated to an area of change and 
supported by staff volunteers in the areas of Wellbeing, Performance and 
Productivity, Good Governance and Communications and Engagement. Our EHDC 
website, designed to make priority services easy to find has continued to grow as 
well as our social media presence. When compared to the last quarter from last year 
(2017-18), the number of website visits has increased by 56% (up from 137,487 to 
214,993). The website usage continues to increase and is becoming the default 
place to access council services and information with more users visiting the site 
every year.  
 
During the year the Council was shortlisted for the Entrepreneurial Council of the 
Year award by the Local Government Chronicle. The council’s entry focused on 
property investment, income from consultancy and minimising the burden on the 
district’s taxpayers and reflected the Council’s strategy to be more business-like. 
 
We are committed to developing and supporting all our colleagues. We continued to 
develop a modern and effective employment package for our staff. Heads of Service 
and Team Leaders have completed a comprehensive HR skills programme and staff 

                                                        
1 http://www.easthants.gov.uk/community-grants 



 

 

talent matrix.  This has included information on policies and procedures in addition to 
appropriate decision making in respect of people management matters. We have 
continued our quarterly You’re a Star staff awards, and our annual staff awards took 
place in December 2018, recognising individual and team achievements. We also 
held a Leadership Conference for our current and future leaders. Our Councillors 
have also been involved in a Councillor Development pilot and were successfully 
awarded National Councillor Charter status accreditation during the year. Work 
continues to embed councillor development.  
 
Our Place Shaping work 
 
(4) Economic growth 
 
During 2018/19 we continued to work towards the goals set out in our business 
strategy with the aim of becoming the most business friendly council in the UK. 
Through the Invest for Growth initiative, grant funding from the Enterprise M3 Local 
Enterprise Partnership was used to develop 20,000 sq. ft. new business premises 
with rental income to be re-invested in local economic development initiatives. 
Construction began in April 2017 with completion in May 2019. The site, previously 
the Army Ordnance Supply Unit (OSU), on Midhurst Road, in Liphook, contains two 
office buildings and a terrace of three light industrial units. The facility has attracted 
significant interest from businesses with two hi-tech, high-growth companies being 
the first to move in during the year. Our apprenticeship scheme (Get East Hants 
working) continues to grow. Since its launch is 2013, 60 apprenticeships have been 
created at 33 businesses within the district. The council scheme boosts 
apprenticeship wages pay and contributes towards training and transport costs, 
making it a positive experience for employer and employee. In addition, during the 
year more than 200 youngsters and parents were brought together with local 
employers to explore apprenticeship opportunities at an event arranged by East 
Hampshire District Council and Horndean Technology College. Businesses continue 
to be supported across the district and during the year we established our new 
Business Buddies programme. The scheme partners local firms which want to make 
a difference in their own community with organisations providing vital services in the 
area including EHDC staff who can take two days volunteer leave each year. 
 
(5) Regeneration 
 
Our involvement in the long-term regeneration programme in Whitehill & Bordon 
continued throughout 2018/19, transforming public sector land into thriving 
communities with new homes, jobs and facilities.  During the year work was 
completed on the relief road, with Skanska commissioned by Hampshire County 
Council to build the final stage of the relief road (following the collapse of Carillion). 
During the year a total of 283 new homes were completed across the town with 
construction continuing on the new secondary school and construction beginning on 
the new leisure centre. Delivery of the new town centre for Whitehill & Bordon took 
major strides forward during 2018-19, when the development plans were granted 
planning consent and the first major occupiers and operators were confirmed. The 
town centre is expected to open in stages between late Autumn 2020 and Easter 
2021. The approved plans include a six-screen cinema, an indoor market and pop-
up stalls, an arts and heritage centre, offices, around 20 shops and restaurants, a 



 

 

new food store and 170 residential units. There will also be up to 1,085 car parking 
spaces, and over 7,000 square meters of public open space areas, including a town 
park, upper and lower town squares and an arrival square. Work continues to 
maximise employment and funding opportunities through the Future Skills Centre 
and Business Enterprise Centre. Office occupancy at BASE was 83% by the end of 
the year with 26 businesses working in the building. In addition, 45 apprenticeship 
jobs have been created and 442 jobs created in the town to end of 2018-19. During 
the year, in recognition of the work to date the Whitehill & Bordon partnership was 
shortlisted at the Planning Awards. 
 
In total the project will deliver 3,350 new homes, 5,500 new jobs and create nearly 
100,000 sqm of new commercial, retail and leisure floor space. The town has also 
been chosen by NHS England as a Healthy New Town, designing towns in this way 
will help prevent illness, encourage healthy lifestyle choices and enable residents to 
remain independent to a much later age than at present. The town will be the 
blueprint for how other communities across the country can become healthier and 
more vibrant. 
 
Continued to help facilitate new Homes in the district. A total of 1,033 new homes 
were completed across East Hampshire (47 within the South Downs National Park 
and 986 outside the National Park). 
 
(6) Local Plan 
 
Our Local Plan review continued during 2018-19. Under new Government planning 
rules all Local Plans must be reviewed every five years, meaning EHDC’s current 
local plan will be out of date by the middle of 2019. As a result, work commenced to 
gather evidence on the future needs for homes, community facilities, employment 
sites and more. The council’s new Local Plan will map out the future development of 
the area outside of the South Downs National Park. The plan will set out what 
development can go where and find sites for the minimum number of homes the 
Government expects East Hampshire to provide. During the year a consultation on 
the Local Plan was launched with over 1,000 responses received from the public.  
During the consultation residents could have their say on policies covering housing, 
employment, infrastructure and the environment. The plan will be updated and put 
out for consultation again before being submitted to the government for final 
examination during 2019-20. 
 
(7) Environmental sustainability 
 
The Council’s Energy Strategy promotes a low carbon and economically vibrant 
future for the district with a focus on increasing the amount of renewable energy 
generation and reduce energy usage and heat requirement across the district.  We 
have developed a Statement of Intent to access ECO funding and continued to 
provide COSY loans to support retrofitting of residents’ homes. Within our major 
regeneration project at Whitehill & Bordon we have advised on sustainability, green 
measures and energy performance to ensure that development of new homes 
exceeds building regulations by 10% in terms of energy performance. More than 
£76,000 has been made available for residents of Whitehill & Bordon to make their 
homes more energy-efficient. 



 

 

 
 
 
 
 
 



14/05/2019 (13:16)

EHDC PERFORMANCE INDICATORS OPERATIONS

Q4 '?' = No response to data requests

Service ID Q1 Q2 Q3 Q4

2018/19 64 (61) / 125 (104) / 229 (74) / 305 305

2017/18 35 (65) / 100 (32) / 96 (71) / 238

2016/17 27 (37) / 64 (32) / 96 (29) / 125 125

2015/16 25 (9) / 34 (81) / 115 (58) / 173 173

2018/19 3 (1) / 4 (3) / 7 (6) / 13 13

2017/18 15 (12) / 27 (14) / 42 (18) / 56

2016/17 15 (13) / 28 (14) / 42 (15) / 57 57

2015/16 16 (13) / 29 (12) / 41 (20) / 61 61

2018/19 142 (163) / 305 (262) / 567 (205) / 772 772

2017/18 148 (98) / 246 (125) / 396 (196) / 620

2016/17 113 (158) / 271 (125) / 396 (184) / 580 580

2015/16 69 (268) / 337 (111) / 448 (80) / 528 528

2018/19 12 (10) / 22 (15) / 37 (19) / 56 56

2017/18 8 (6) / 14 (6) / 29 (9) / 28

2016/17 12 (11) / 23 (6) / 29 (9) / 38 38

2015/16 5 (9) / 14 (12) / 26 (10) / 36 36

2018/19 72 (31) / 103 (66) / 169 (96) / 265 265

2017/18 58 (18) / 76 (46) / 143 (59) / 160

2016/17 45 (52) / 97 (46) / 143 (51) / 194 194

2015/16 27 (30) / 57 (30) / 87 (21) / 108

2018/19 98.0 98.0

2017/18 97.88 98.04

A

National Food Hygiene 

Rating Scheme - 

Premises where hygiene 

standards are very good, 
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A

Performance

Indicator

B

C

Affordable homes 

delivered (cumulative) - 

Social rented, Affordable 

rented, First buy (shared 

ownership), Rural Sites

Year
Target

2018/19

Year End 

Actual

E
Number of weeks in B&B 

(full weeks)

115

Homelessness 

acceptances (cumulative)
as above - 

525 (Year end 

cumulative)

Q4 Commentary/Action Taken

Number of households in 

B&B (cumulative)

40 (year end 

cumulative)

 spent time in B&B with 11 remaining at the end of the Q.  Predominantly singles 

with support needs. - 

Successful homelessness 

prevention outcomes 

(cumulative)

AR - 49, Shared Ownership - 20 and SE - 7 - Exceeded target

the team has worked with 205 households facing homelessness this Q (80 closed -

relieved /prevented/triage/intervention)  In addition they have interviewed 119 

Hampshire Home Choice applicants and 98 homelessness cases remain open with 

case officers working with the customer on their PHPs. - 

H
o

u
s

in
g

 S
e

rv
ic

e
s

D

60 (year end 

cumulative)

Number

The legal requirement to place people into temp accommodation for 56 days  - 

working closely with Two Saints on initiatives to move people on from B&B as soon 

as enquiries are complete

93%
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EHDC PERFORMANCE INDICATORS OPERATIONS

Q4 '?' = No response to data requests

Service ID Q1 Q2 Q3 Q4

A

Performance

Indicator

Affordable homes 

delivered (cumulative) - 

Social rented, Affordable 

rented, First buy (shared 

ownership), Rural Sites

Year
Target

2018/19

Year End 

Actual

115

Q4 Commentary/Action Taken

AR - 49, Shared Ownership - 20 and SE - 7 - Exceeded target
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2016/17 97.90 98.04 98.10 98.00

A

National Food Hygiene 

Rating Scheme - 

Premises where hygiene 

standards are very good, 

good or satisfactory (%).

 spent time in B&B with 11 remaining at the end of the Q.  Predominantly singles 
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14/05/2019 (13:16)

EHDC PERFORMANCE INDICATORS OPERATIONS

Q4 '?' = No response to data requests

Service ID Q1 Q2 Q3 Q4

A

Performance

Indicator

Affordable homes 

delivered (cumulative) - 

Social rented, Affordable 

rented, First buy (shared 

ownership), Rural Sites

Year
Target

2018/19

Year End 

Actual

115

Q4 Commentary/Action Taken

AR - 49, Shared Ownership - 20 and SE - 7 - Exceeded target

H
o

u
s

in
g

 S
e

rv
ic

e
s

2018/19 £507158.45
(£513610.6) / 

£1020769.05

(£517893.44) 

/ 

£1538662.49

(£493637) / 

£2032299.49
£2.03M

2017/18 £343347.53
(£388831) / 

£732178.53

(£352751) / 

£1049721

(£492132.75

) / 

£1654945.58

£1.6M

2016/17 321701
(£375269) / 

£696970

(£352751) / 

£1049721

(£338098.41

) / 

£1387819.41

£1.3M

2018/19 £52061
(£21585) / 

£73646

(£36498) / 

£110144

(£34355) / 

£144499
£114K

2017/18 £23759
(£30740) / 

£54499

2016/17 67170
(£46129) / 

£113299

(£44916) / 

£158215

(£41786) / 

£200001
200001

2018/19 65.5 67.2 71.9 68.2

2017/18 62 64 69

2016/17 65.4 72.3300971 69.1099476 47.8021978 63.65

2015/16 83.3333333 69.2307692 80.4428044 78.021978 77.75722125

2018/19 32 24 19 53 128

2017/18 28 26 37 22

2018/19 81.3 66.67 78.95 47.17 68.5

2017/18 71.4 88.5 81.1 72.7

2018/19 3 3 8 7 21

2017/18 6.0 3.0 5.0 8.0 22.0

2016/17 7.00 15.00 5.00 10.00 37.00

2015/16 14.00 6.00 11.00 15.00 46.00

2018/19 66.7 100.0 87.5 100.0 88.5

2017/18 100.0 100.0 100.0 87.5
2016/17 100.00 100.00 100.00 90.00 90.35

2015/16 100.00 85.71 72.73 66.67 81.28
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A

Major planning apps 

decided in the quarter 

(Number)

Number

B

Major planning apps 

decided within 13 weeks 

or agreed extension (%)

60%

A

C 60%

B

Income from Penalty 

Charge Notices 

(cumulative £value)

Income from pay & 

display machines 

(cumulative £value)

£1,200,000 (year 

end cumulative) 

Complaints completed in 

10 days (%) (Operations)

FPN Collection Rate (%)
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£98,000 (Year end 

cumulative)
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A
Number of complaints 

received (Operations)

85% (quarter actual) 
Quarter 4 brings an amended CRM process for Complaints.  This is still bedding in. 

- 

Number
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EHDC PERFORMANCE INDICATORS OPERATIONS

Q4 '?' = No response to data requests

Service ID Q1 Q2 Q3 Q4

A

Performance

Indicator

Affordable homes 

delivered (cumulative) - 

Social rented, Affordable 

rented, First buy (shared 

ownership), Rural Sites

Year
Target

2018/19

Year End 

Actual

115

Q4 Commentary/Action Taken

AR - 49, Shared Ownership - 20 and SE - 7 - Exceeded target

H
o

u
s
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g
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e
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e
s

2017/18 1 2 2 0 5

2016/17 0.0 0.0 1.0 0.0 1.0

2015/16 0.00 0.00 0.00 0.00 0.00

2014/15 2.00 0.00 2.00 2.00 6.00

2018/19 100.0 100.0 100.0 100.00 100.0

2017/18 100.00 100.00 100.0 100.0
2016/17 100.00 100.00 100.00 100.00 100.00

2015/16 100.00 100.00 100.00 100.00 100.00

2018/19 51 40 56 65 212

2017/18 45.0 64.0 74.0 59.0
2016/17 62.00 66.00 74.00 58.00 260.00

2015/16 56.00 43.00 62.00 55.00 216.00

2018/19 84.3 95.0 87.5 81.5 87.1

2018/19 86.7 84.4 83.8 78.0
2017/18 86.67 84.38 83.78 77.97

2016/17 79.00 84.85 83.78 87.93 335.50

2018/19 31 28 35 39 133

2017/18 26.0 28.0 35.0 18.0
2016/17 43.00 40.00 35.00 30.00 148.00

2015/16 15.00 8.00 20.00 18.00 61.00

2018/19 80.6 78.6 82.9 82.1 81.0

2017/18 88.5 82.1 65.7 100.0
2016/17 76.70 80.00 65.71 90.00 78.10

2015/16 73.33 40.00 85.00 61.11 64.86

2018/19 185 172 176 170 703

2017/18 201 202 176 167 746

2016/17 239 212 176 190 817

2015/16 196 192 203 154 745

I

Other planning apps 

decided in the quarter 

(Number)

Number

G

Minor planning apps 

decided in the quarter in 

SDNP (Number)

Number

H

Minor planning apps 

decided within 8 weeks or 

extension agreed in 

SDNP (%)

65%

E

Minor planning apps 

decided in the quarter 

(Number)

Number

F

Minor planning apps 

decided within 8 weeks or 

agreed extension (%)

65%

Major planning apps 

decided in the quarter in 

SDNP (Number)

Number

D

Major planning apps 

decided within 13 weeks 

or agreed extension in 

SDNP (%)

60%
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n

in
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e
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p
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e

n
t

C
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14/05/2019 (13:16)

EHDC PERFORMANCE INDICATORS OPERATIONS

Q4 '?' = No response to data requests

Service ID Q1 Q2 Q3 Q4

A

Performance

Indicator

Affordable homes 

delivered (cumulative) - 

Social rented, Affordable 

rented, First buy (shared 

ownership), Rural Sites

Year
Target

2018/19

Year End 

Actual

115

Q4 Commentary/Action Taken

AR - 49, Shared Ownership - 20 and SE - 7 - Exceeded target

H
o

u
s

in
g

 S
e

rv
ic

e
s

2018/19 97.3 97.1 94.3 95.9 96.1

2017/18 89.6 92.6 86.4 89.8
2016/17 89.10 89.15 86.36 92.11 89.20

2015/16 84.18 89.30 87.19 88.31 87.25

2018/19 122 99 114 82 417

2017/18 89.0 119.0 112.0 61.0 381.0

2016/17 123.00 109.00 112.00 100.00 444.00

2015/16 122.00 106.00 128.00 103.00 459.00

2018/19 90.2 89.9 92.1 96.3 92.1

2017/18 91.0 97.5 87.5 90.2
2016/17 82.10 92.66 87.50 94.00 89.07

2015/16 81.97 86.18 87.50 85.44 85.27

2018/19
99.16  +  (98.7 

SDNP)

99.53  +  

(96.92 SDNP)

97.73  +  

(96.03 SDNP)

99.17  +  

(97.52 SDNP)
98.89

2017/18

99.21  +  

(99.05 

SDNP)

99.26  +  

(99.32 SDNP)

99.61  +  

(98.65 SDNP)

98.29  +  (100 

SDNP)

2016/17 99.67

99.32  +  

(97.99 

SDNP)

99.61  +  

(98.65 

SDNP)

99.61  +  

(99.23 

SDNP)

99.55 (98.96 

SDNP)

2015/16
98.12  +  

(100 SDNP)

100  +  (100 

SDNP)

97.99  +  

(100 SDNP)

98.84  +  

(58.98 

SDNP)

98.73 (89.74 

SDNP)

2018/19
45.81  +  

(78.79 SDNP)

68.75  +  

(80.77 SDNP)

63.85  +  

(85.71 SDNP)

75  +  (69.57 

SDNP)
63.35

2017/18
84  +  (84.38 

SDNP)

65.58  +  

(73.08 SDNP)

67.48  +  

(68.18 SDNP)

49  +  (62.5 

SDNP)

2016/17 69.81

66.12  +  

(81.25 

SDNP)

67.48  +  

(68.18 

SDNP)

61.35  +  (80 

SDNP)

66.19 (77.94 

SDNP)

2018/19
2.17  +  (0 

SDNP)

2.63  +  (0 

SDNP)
0  +  (0 SDNP)

2.7  +  (0 

SDNP)
1.20

2017/18
1.32  +  (0 

SDNP)

4.17  +  (0 

SDNP)

2.02  +  (0 

SDNP)

1.75  +  (0 

SDNP)

Q

Number of Major 

application decision 

allowed on appeal (%)

Less than 20%

O

Percentage of all 

applications determined in 

26 weeks  (actual) 

98%

P

Number of discharge 

conditions apps 

determined within 8 

weeks (%)

85% Holding improvement - None

K

Other planning apps 

decided in the quarter in 

SDNP (Number)

Number

L

Other planning apps 

decided within 8 weeks or 

agreed extension in 

SDNP (%)

80%

J

Other planning apps 

decided within 8 weeks or 

agreed extension (%)

80%P
la
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n
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e
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n
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14/05/2019 (13:16)

EHDC PERFORMANCE INDICATORS OPERATIONS

Q4 '?' = No response to data requests

Service ID Q1 Q2 Q3 Q4

A

Performance

Indicator

Affordable homes 

delivered (cumulative) - 

Social rented, Affordable 

rented, First buy (shared 

ownership), Rural Sites

Year
Target

2018/19

Year End 

Actual

115

Q4 Commentary/Action Taken

AR - 49, Shared Ownership - 20 and SE - 7 - Exceeded target

H
o

u
s

in
g

 S
e

rv
ic

e
s

2016/17 4.39
2.59  +  (0 

SDNP)

2.02  +  (0 

SDNP)

2.25  +  (0 

SDNP)
2.75 (0 SDNP)

2018/19
1.65  +  (0.72 

SDNP)

1.64  +  (0.84 

SDNP)

1.64  +  (0.82 

SDNP)

1.48  +  (0.93 

SDNP)
1.60

2017/18
0.61  +  

(1.29 SDNP)

1.2  +  (1.48 

SDNP)

0.91  +  (1.13 

SDNP)

1.77  +  (0.59 

SDNP)

2016/17 0.83
0.95  +  

(1.15 SDNP)

0.91  +  

(1.13 SDNP)

0.91  +  

(1.21 SDNP)
0.9 (1.11 SDNP)

2018/19
(£42740.67) / 

£62916.52

(£20337.28) / 

£70693.17

(£40330.95) / 

£111024.12
£111K

2017/18
(£39737.62) / 

£59737.62

2016/17 10789.00
(£5129.72) / 

£15919.04

(£30692.98) 

/ £58064.87
58064.00

2015/16 £6409.98
(£8801.33) / 

£15211.31

(£8761.5) / 

£23972.81

(£25510.73) 

/ £49483.54
49483.00

2018/19 0 0 0 0 0.0

2017/18 4.8 0 0.17

2016/17 3 0 5 3.25

2018/19 0.0 0.0 0.0 0.0 0.0

2016/17 2.2 0.0 0.0

2015/16 2.17391304 0 4.34782609 2.7

2018/19 £144,852.00 £140,833.00 £176,000 £176K

2016/17 153005 114384 126527

2015/16 135215 146915 114384 247960 247960

P
la

n
n

in
g

 P
o

li
c

y

Empty property: Woolmer 

trading estate commercial 

property, based on 

available Units (%)

20% (quarter actual) All units fully let - 

C

Property debt: rent 

arrears over 90 days for 

all tenanted commercial 

property (£000s)

£100,000

(year end actual)

Total aged debt as at the end of Q4 - £108k of aged debt relates to one tenant 

where we are taking legal action. Remaining £68k is being actively managed by the 

team

A

s106 Agreement - 

Monitoring fees collected 

(cumulative)

£22,000 Income from both S.106 monitoring fees and CIL 5% administrative element. - 

P
ro

p
e

rt
y

 S
e

rv
ic

e
s

A

Empty property: Woolmer 

trading estate commercial 

property, based on 

available floorspace (%)

20% (quarter actual) All units fully let - 

B

Q

Number of Major 

application decision 

allowed on appeal (%)

Less than 20%

R

Number of Minor and 

Other application 

decisions allowed on 

appeal (%)

Less than 30%

P
la

n
n

in
g

 D
e

v
e

lo
p

m
e

n
t
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14/05/2019 (13:16)

EHDC PERFORMANCE INDICATORS COMMERCIAL

Q4 '?' = No response to data requests

Service ID Q1 Q2 Q3 Q4

2018/19 97.5 94.2 92.31 94.7

2017/18 55.10 43.02 98.48

2016/17 48.65 84.85 64.80

2015/16 97.89 96.94 97.35 88.13

2018/19 127 92 219.0

2017/18 81 90 109
328 (average 

per quarter 82)

2016/17 62 82 90 94
328 (average 

per quarter 82)

2015/16 31 105 69 57

262

 (average per 

quarter 65)

2018/19 116.8
(112.7kg) / 

342.9kg

(120.3kg) / 

463.8kg
463.8

2017/18 116.8
(116.7kg) / 

352.2kg

(118.4kg) / 

467.2kg

2016/17 119.7
(116kg) / 

235.7kg

(116.7kg) / 

352.2kg

(116.2kg) / 

468.4kg
468.4

2015/16 123
(116.7kg) / 

241.1kg

(126.6kg) / 

367.7kg

(125.5kg) / 

493.2kg
493.2

2018/19 17.45 18.24 17.85

2017/18 14.65 16.21 17.22

2016/17 16.73 16.21 15.03 15.87

2015/16 14.28 14.47 14.83 15.58 14.79

B
u

il
d

in
g

 

C
o

n
tr

o
l

A

Building Regulations – 

Full Plan applications 

checked within 15 days 

(cumulative)

90%

50 (quarter actual 

Q2>)

Estimated - 

Estimated - 

Year

C
Recycled waste - % 

contaminated

A

B

Year End 

Actual

Performance

Indicator
Target

2018/19
Q4 Commentary/Action Taken

Missed waste bins per 

100,000 collections 

(refuse and recycling only)

15% (quarter actual) 

(MRF figure)

W
a

s
te

 a
n

d
 R

e
c

y
c

li
n

g
 S

e
rv

ic
e

s

Estimated as no March figure - 

Residual household waste 

- kgs per household 

(cumulative)

470kg (year end 

cumulative)
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14/05/2019 (13:16)

EHDC PERFORMANCE INDICATORS COMMERCIAL

Q4 '?' = No response to data requests

Service ID Q1 Q2 Q3 Q4

B
u

il
d

in
g

 

C
o

n
tr

o
l

A

Building Regulations – 

Full Plan applications 

checked within 15 days 

(cumulative)

90%

Year
Year End 

Actual

Performance

Indicator
Target

2018/19
Q4 Commentary/Action Taken
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14/05/2019 (13:16)

EHDC PERFORMANCE INDICATORS STRATEGY GOVERNANCE

Q4 '?' = No response to data requests

Service ID Q1 Q2 Q3 Q4

2018/19 117 (128) / 245 (126) / 371 (133) / 504 504

2017/18 169 (198) / 367 (186) / 522 (73) / 631 631

2016/17 173 (163) / 336 (186) / 522

2015/16 100 (151) / 251 (134) / 385 (167) / 552 552

2018/19 93.2 91.4 96.8 87.2 92.2

2017/18 98.2248521 95.45454545 96.7741935 93.1506849

2016/17 98.2248521 95.45454545 96.7741935 93.1506849

2015/16 93.25153374 96.7741935

2018/19 7 10 6 6 29

2017/18 4 10 2 12

2016/17 20 4 2 3 29

2015/16 35 22 8 18 83

2018/19 57.1 80.0 16.66666667 16.7

2017/18 75.0 80.0 50.0 75.0

2016/17 75 50 100 81.25

2015/16 91.4285714 90.90909091 100 83.3333333 91.4177489

2018/19 97.7 98.0% 98.50% 97.7 97.9

2017/18 99.2 0.984 99 98.8

2016/17 99.1 0.983 99.5 97.9 98.6

2015/16 56 56.6 60.5 64.3 59.4

2018/19 87.9 87.5 85.5 89.9 87.7

2017/18 88 89 91 87

2016/17 94 90 91 90 91.3

2015/16NOT RECORDED 69 76.1 92 79.0

2018/19 58 68 57 86 269

2017/18 44 58 84 51 237

2016/17 92 72 84 88 336

2015/16 68 89 68 76 301

2018/19 77.6 73.5 73.7 50.0 68.7

2017/18 68.2 81.0 88.1 80.4

2016/17 85.9 84 88.0952381 81.8181818 84.95

YearIndicator
Year End 

Actual

Performance

Number 

Q4 Commentary/Action Taken
Target

2018/19

C
u

s
to

m
e

r 
S

e
rv

ic
e

s E

Number of complaints 

received (Strategy 

Governance)

B
95% (quarter 

actual)

L
e

g
a

l 
&

 D
e

m
o

c
ra

ti
c

 S
e

rv
ic

e
s

F

FOI requests completed in 

20 day statutory deadline 

(%)

Quarter 4 brings an amended CRM process for Complaints.  This is still bedding in. - 

Complaints completed in 

10 days (%) (Strategy 

Governance)

A
Number of FOI requests 

received

85% (quarter 

actual)

Number 

Issues in movement from old CRM to new and reporting data  - Prep will start now on reports ready for 

next KPI's

C
u

s
to

m
e

r 
S

e
rv

ic
e

 C
e

n
tr

e

E
Customer Satisfaction 

with CSC %

97% (quarter 

actual)

F

Call answered and 

completed by CSC – One 

and Done %

65% (quarter 

actual)

C

Complaints completed 

within SLA (corporate) (%) 

(including E&P Planning 

Application complaints)

B

Number of complaints 

received (corporate) 

(including E&P Planning 

Application complaints)

Number New Complaints Process live in CRM - 

C
u

s
to

m
e

r 
S

e
rv

ic
e

s

85% (quarter 

actual) 
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14/05/2019 (13:16)

EHDC PERFORMANCE INDICATORS STRATEGY GOVERNANCE

Q4 '?' = No response to data requests

Service ID Q1 Q2 Q3 Q4
YearIndicator

Year End 

Actual

Performance

Number 

Q4 Commentary/Action Taken
Target

2018/19

L
e

g
a

l 
&

 D
e

m
o

c
ra

ti
c

 S
e

rv
ic

e
s

A
Number of FOI requests 

received

2015/16 92.6470588 96.62921348 86.7647059 90.7894737 91.707613

2018/19 30.56 58.83 87.72 98.76 98.76

2017/18 30.65 59.14 88.36 98.87

2016/17 30.54 59.3 88.36 98.86 98.86

2018/19 32.49 58.45 82.98 98.76 98.76

2017/18 33.32 58.34 85.92 98.14

2016/17 35.59 60.24 86.37 98.65 98.65

2018/19 3.88 5.05 4.75 4.6

2017/18 8.11 15.95 6.26 4.49

2016/17 9.54 8.34 6.26 4.12 7

2015/16 7.3 8.6 5.8 4.03 6.4325

2018/19 13.78 20.2 21.88 18.62

2017/18 18.37 19.12 15.45 15.33

2016/17 17.69 15.34 15.45 16.9 16.3

2015/16 17.15 17.23 15.43 14.69 16.125

C

Complaints completed 

within SLA (corporate) (%) 

(including E&P Planning 

Application complaints)

98.80% 

(cumulative year 

end)

This is the first year we have hit the target in while and again in -payment terms we collected over £1 

million more than last year. Please note that monies collected only relates to the 18/19 Financial year 

but we continue to collect arrears. - 

C
u

s
to

m
e

r 
S

e
rv

ic
e

s
R

e
v

e
n

u
e

 &
 B

e
n

e
fi

ts

A

Council tax cash 

collection rate cumulative 

(%)

98.75% 

(cumulative year 

end)

The Government returns will round to 98.8% which is on par with last year. In reality our net collectable 

debit increase by £5.6million and in payment terms we collected £5.5 million more than we did last 

year.Please note that monies collected only relates to the 18/19 Financial year but we continue to 

collect arrears. - 

7 daysC

Average processing time 

– Housing Benefit & 

Council Tax Benefit 

Change Events (days) 

cumulative

85% (quarter 

actual) 

D

Average processing time 

– Housing Benefit & 

Council Tax Benefit New 

Claims (days) cumulative

17 Days 

B

Non domestic rates cash 

collection rate cumulative 

(%)
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