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1.0 Purpose of Report 

 
1.1 This report contains a summary of Quarter 1 performance for 
 East Hampshire District Council 

1.2 The attached dashboards then provide a range of further information 
including, sickness levels, finance figures and exception based 
performance reporting both corporately and for clusters. These 
dashboards give a strategic overview of performance, showing trends, 
and further analysis. By displaying information graphically, the 
dashboards enable the reader to view a wider range of data and judge 
performance at a glance, quickly and easily.  

2.0 Recommendation 

2.1 That the performance dashboard and health check report are reviewed 
and agreed. 

3.0 Subject of Report 

3.1  Performance information shows the progress that the council’s 
services are making. These performance dashboards have been 
considered by the Joint Executive Board and will shortly be scrutinised 
by the Overview and Scrutiny committee. 

3.2 Using performance information to drive service improvement or take 
remedial action is a key leadership responsibility. The information can 
also highlight where good performance is being achieved. 

 
 



3.3 After reviewing the quarterly report the Joint Executive Board 
determined a number of actions, to be pursued.  These are 
summarised on the dashboards. 

4.0 Performance summary  

CUSTOMER FOCUS - SUCCESS 

4.1 Quarter 1’s performance for the Council shows a mainly positive result 
for the customer. Corporately, the percentage of customer complaints 
resolved or where further action or a  time extension has been agreed, 
has improved significantly from 69% in quarter 4 of 13/14 to 82% in 
this quarter. 

4.2 Preparations for the popular event Busterfest are well underway with 
350 young people watching the contest to select the opening act on 
the main stage. This popularity is reflected online with Busterfest 
leading the way on Social Media with 6638 ‘likes’. Economy & 
Communities continue to work closely with their customers, awarding 
nearly £22,000 worth of grants to local community groups. 

4.3 Customers are making more use of the Garden Waste service with 
Environment & Neighbourhood Quality income £4000 higher than in 
the same quarter last year. Food premises are also continuing to offer 
our residents very good (top rating 5), good or satisfactory food 
hygiene standards, remaining above the target of 93% at 95.8%.  

4.4 This quarter, Governance & Logistics have challenged their team to 
further improve their external service by raising the payment of 
invoices within 30 day target by 10%. Although it is just under for this 
quarter Finance are still on target to achieve this new goal by the end 
of the financial year. 

4.5 Unprecedented customer demand for planning applications has been 
met by Planning & Built Environment. There are currently 2,246 major 
applications for greenfield sites undetermined against a total JCS plan 
period minimum of 2,250.  

4.6 Whitehill & Bordon have launched ‘Our Voice’ consultation group for 
customers to enable them to influence key decisions about the 
regeneration project. A large-scale major planning applications 
consultation has been held  and the Quebec Barracks planning 
application for 500 homes and 500 jobs has been submitted. 

 

 



CUSTOMER FOCUS – AREAS FOR FOCUS 

4.7 In the CSC, the initial objective of dealing with 80% of calls at first point 
of contact has not been reached  due to recent management decisions 
to divert calls to the back office to deal with an increase in the volume 
of calls. This proactive approach has not seen any rise in complaints, 
or a reduction in customer satisfaction, indeed, it has enhanced the 
service for the customer who is able to have direct access to service-
related experience and knowledge. The target will be amended to 75% 
to reflect our new approach 

4.8 Minor Planning applications  show an increase of 51 applications, up 
17 applications on this time last year. Should this trend continue there 
is a risk that this will impact on service performance in future quarters. 

4.9 Building Regulations have not hit their target of Full Plan applications 
checked within 15 days (80.3% achieved against 90% target). This is 
due to a staff shortage. Recruitment is underway and overtime / 
agency staff are being used short term to manage the problem. 

4.10 Complaints in Planning completed within the SLA % is 70% this 
quarter against a target of 85%. This is due to increased complex 
nature of complaints and the lack of resource to deal with them. Both 
of these are being addressed through an improvement to the 
complaints process and recruitment.  

4.11 Raised sickness levels in Marketing and Development is due to long-
term sickness absence which is currently being managed through 
formal processes. 

4.12 In the CSC, 56% of telephone calls are being answered within 30 
seconds against a target of 66%. In the short term this is being 
remedied through adjusted staffing levels. In the long term solutions 
such as Web chat and the Personalisation Project will reduce call 
volume through channel shift. 

4.13 50% of complaints completed in 10 days in Economy and Communities 
falls below the target of 85%. This translates to 2/4 complaints not 
resolved in the required timescale which was due to annual leave and 
service procedures to manage this. Improvements will be put in place 
to avoid this in the future. 

4.14 Environmental Quality has seen an incidence of graffiti at a known 
problem area in the northern part of the district, which has led to a 
1.4% proportion of relevant land and highway where cleanliness is 
below an acceptable level against a 1% target. The council is working 
with other teams to identify a solution to the problem. 



CORPORATE FOCUS 

PUBLIC SERVICE EXCELLENCE 

4.15   96% of Business Plan targets are on course for delivery in 14/15.  

 The Whitehill and Bordon Regeneration Project has been awarded 
“step-up town” status by Enterprise M3 LEP to recognise its ability to 
grow and its need for investment 

 Marketing and Development also continue to focus on the drive for 
Public Service Excellence, the Service Futures Programme now in its 
Delivery Phase following the development of the Delivery Plans for 
each of the four workstreams. The corporate sickness rate continues to 
be below the public sector average and is in line with the private sector 
average rate of 1.79 days per FTE. 

CREATIVITY AND INNOVATION 

4.16 Service Futures projects that are driven by Creativity and Innovation 
include New Product Design and New Ventures, with ‘pipeline’ now in 
place to explore and deliver opportunities to generate income and 
service transformation. 

ECONOMIC GROWTH 

4.17 Economic Growth is active across the council. The Chief Executive 
worked with Economy & Community to support the business 
community, carrying out three visits to local companies. Nine 
apprenticeship grants were also approved / finalised in this quarter. 
80% of major planning applications have been determined within target 
and Planning & Built Environment have taken on an external company 
“Urban Vision” to enable the delivery of larger planning applications. 

ENVIRONMENTAL SUSTAINABILITY 

4.18 Looking towards Environmental Sustainability, Environment & 
Neighbourhood Quality reports that the proportion of recycled waste 
that was reported as contaminated by HCC has reduced by 2% to 13% 
in Quarter 1, compared with 15% in the last Quarter of 13/14. Whitehill 
& Bordon have secured £3m funding from Green Deal Communities to 
establish a cashback scheme for residents to make energy saving 
improvements (2000 household target with 400 in Whitehill and 
Bordon). 

 



FINANCIAL SUSTAINABILITY 

4.19 Governance & Logistics also continue to contribute to the Financial 
Sustainability of the council, and despite an increase in regulation and 
requirements, completed the complex statement of accounts on time 
for 30th June 2014. 

FUTURE FOCUS 

4.20 Over the next quarter, the council will be focussing on improving all red 
areas including: 

• Recruitment in Planning and Built Environment and the Customer 
Service Centre to improve customer response targets 

• Focus on improved complaints handling in Economy and 
Communities 

• Working with teams and Police to find a solution to graffiti problem 
in the north of the district. 

5.0 Conclusions 

5.1 Generally performance across the majority of East Hampshire District’s 
Council’s services are meeting or exceeding objectives.   

5.2 Of the 40 areas of performance that are monitored, five were found to 
be slightly below target at Amber and six were found to be below target 
at Red. 

5.3 The targets reported as being Amber are: 

• Telephone calls abandoned in the CSC 

• Telephone calls dealt with by the CSC at first point of contact 

• Corporate complaints completed within SLA 

• Percentage of all applications determined in 26 weeks outside the 
SDNP 

• Missed waste bins per 100,000 collections 

5.4 The targets reported as being Red are: 

• Building Regulations – Full Plan applications checked within 15 
days 

• Complaints completed within SLA % (PB&E) (including planning 
application complaints 

• Sickness levels in M&D (cumulative days) 

• Telephone calls answered in 30 seconds in CSC (%) 



• Complaints completed in 10 days % E&C 

• Environmental Quality: proportion of relevant land and highways 
where cleanliness is below an acceptable level (graffiti) 

6.0 Implications 

6.1 Resources: 
Budget and Staff resources are allocated through the annual business 
planning and supporting budget. There are no additional direct 
financial implications arising other than some reallocated staff time to 
address remedial actions.  

6.2 Legal: 
No implications. 

6.3 Strategy: 
Monitoring performance highlights problems and successes with 
service delivery and ensures that the Council’s aims and objectives are 
being met. 

6.4 Risks: 
The Committee’s role in reviewing this information helps to make sure 
that the Council’s targets are being met.  This process contributes to 
the management of risk. 

6.5 Communications: 
The dashboards will be published on the Council’s website. 

6.6 For customers and the community: 
Performance in quarter 1 illustrates a continued high standard of 
service from the Council overall with some improvements in services to 
customers since the last quarter. There are some areas for further 
remedial action and these are being focused upon. 

6.7 An Integrated Impact Assessment (IIA) has been completed in respect 
of performance reporting and concluded the following: 
Not applicable. 

7.0 Consultation 

Chief Executive, Executive Directors, Executive Heads and Service 
Managers through the Joint Executive Board meeting 5th August 2014 

 
7.1 Appendices: 

• Quarter 1 Performance Dashboard.   
 
7.2 Background Papers:  Previous Health Check data from Q1, Q2 and Q3 
 Q4 2013. 



Agreed and signed off by: 

• Chief Executive 

• Executive Head of Governance & Logistics 

• Executive Head for Marketing and Development 

• Executive Head for Planning and Built Environment 

• Executive Head for Economy and Communities 

• Executive Head for Environment and Neighbourhood Quality 

• Legal Services 

• Financial Services 
 

 
Contact Officer: Cat Turner  
Job Title:   Acting Corporate Programme Office Manager 
Telephone:  01730 234055  
E-Mail:  catherine.turner@easthants.gov.uk 


