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Corporately, the percentage of customer complaints resolved or in cases 
where the customer has agreed a time extension for resolution has improved 
significantly from 69% in Quarter 4 of 2013/14 to 82% in Quarter 1 with both 
Environment & Neighbourhood Quality and Planning & Built Environment 
improving performance since the last quarter. However, the figure remains 
below the corporate target of 85%. 

Further information is available on each department dashboard.

Key Successes in Quarter 1

● There were 64 Affordable homes delivered in the District in Quarter 1, over twice the amount delivered in the same period last year, 
comprising of 20 Affordable Rent homes,  7 Shared Ownership homes , 9 Social Rent and 28 Help to Buy homes.
● 700 Children took part in the Easter Rural Areas Play Project (RAPP) activity programme. An online booking and payment system has 
also been introduced for the RAPP scheme utilising the Hants shop system, which is proving popular with parents booking for the summer 
programme.
● Garden waste income was identified as an area for improvement for 2014/15. Income in the first quarter is £4,000 higher than the same 
quarter last year and reflects an increased take up of the wheelie bin option. This represents both an increase in customer base but more 
significantly a move to wheelie bins from garden sacks compared to same quarter last year.'
● The Finance team completed the statement of accounts on time for 30 June 2014.  
● The corporate sickness rate continues to be below the public sector average rate and is in line with the private sector average rate at 
1.79 days per FTE, per quarter.
● 80% of Major planning applications have be determined within target, continuing the department's high performance rate in this area. 
While minor planning application decisions have performed equally despite an increase to 51 received applications in Quarter 1, up 17 
applications on the amount received during this period in 2013/14.
● Whitehill & Bordon have held a large-scale major planning applications consultation. The Quebec Barracks and Louisburg Barracks
planning applications have been submitted for 100 homes and 100 jobs, and 500 homes and 500 jobs respectively.

Areas for Improvement / Risks

● Six risks on the Corporate Risk register are showing as red on their RAG status due to pressures with the planning service arising from 
the large number of major applications this year.  There 2 key issues:  the workload associated with these applications and the impact this 
has on employees including retention; and customer pressure on politicians to reject applications despite the legal presumption in favour of 
approving especially in the run up to elections in 2015.  Management have appointed new staff and Urban Vision to help with the workload 
paid for by the increase in planning fee income.  Senior management are working closely with Cabinet and the Planning Committee to help 
politicians strike a careful balance between the law, customer opinion and the pressures they face in the run up to an election.

● Additionally, there are 2 red risks on the risk register arising from the issues surrounding decisions on the future of the Mill Chase and 
Alton Leisure Centres.  Borrowing to fund 2 new leisure centres, if required, will be very challenging  for the Council in the light of its 
financial aspirations to be grant free and re-letting the Leisure Facilities Management Contract in 2017 will be difficult without these matters 
resolved.  Management have appointed consultants to develop options for Councillor decision in the autumn.
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Days lost to sickness by department
(per Full Time Equivalent, per quarter)

Private sector national average sickness rate (1.8 per FTE per quarter)
Public sector national average sickness rate (2.2 per FTE, per quarter)

Council average sickness rate (1.79 per FTE per quarter)

Cost of overall sickness to the Council in the Quarter: £36,289

The 2014/15 business plan targets are focused on providing 
beneficial outcomes for our customers. At the end of Quarter 
1, 96% of these targets are on course for delivery in 2014/15.

There are three Amber business plan targets which relate to 
the Behavioural Change projects in the Environmental 
Services Joint Client Team, embedding customer insight and 
delivering a new intranet.

Further details are available on the reverse of the relevant 
dashboards.
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Service Futures is tracked monthly through the 
monitoring of key milestones across projects, and cross-
referencing with the impact of the business plan targets 
opposite.

Quarter 1 has been a busy time for Service Futures. All 
workstreams now have Delivery Plans with priorities set 
for 2014/15. A huge variety of projects are underway, 
organised around the Corporate Strategy objectives and 
four areas of work: People Performing Effectively; 
Creating Growth and Prosperity; Managing Contracts 
Strategically; and Delivering Differently. The latter has a 
significant focus on innovation and creativity through the 
New Ventures initiative. 

In future quarters we will provide updates on different 
initiatives across each workstream in order to provide a 
flavour of the project work underway.

0, 0% Red

0, 0% Amber

28, 100% Green

Service Futures Projects

The pie chart above shows that 92.9% of invoices submitted to the Council have been paid within 30 days in Quarter 
1. The annual target was raised by 10 percentage points in 2014/15 to 95% in order to provide a more challenging 
target, and the team still aim to achieve this average by the year end.

The bar chart above provides a snapshot of how the budget stood at the end of Quarter 1, along with a prediction of 
what will have been spent by the end of the financial year.  This allows a prediction of the total level of over or under 
spend expected. It is forecast that the Council will have a projected overspend this year of around £403,000. Further 
information is available in the Council's Quarter 1 Forecast Report.

92.9%

7.1%

Percentage of Invoices Paid 
within 30 Days during

Quarter 1

Paid invoices: £0 £5,000 £10,000 £15,000 Thousands

Current Budget vs. Predicted Out turn

Total Budget: £12,682,605 

The majority of performance indicators in Quarter 1 for the council are 
reported as Green at 78%, with five Amber and six Red indicators.

The Red indicators currently under close management control relate 
to the percentage of complaints resolved within target in Economy & 
Communities and Planning & Built Environment; an incidence of 
graffiti; telephone calls answered within 30 seconds by the CSC; 
sickness within Marketing & Development; and Full Plan applications 
checked within the 15 day target by Building Control.

The Amber indicators are associated with the number of missed 
waste bins per 100,000 collections; corporate complaints resolution 
within the 10/20 day target; telephone calls dealt with at first point of 
contact and calls abandoned in the CSC; and all planning 
applications outside of the SDNP.

Further details and management plans are available on the reverse of 
each departmental dashboard.

Projected 
overspend: 
£403,100 
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Economy & Communities – Quarter One Health Check 2014 / 2015  
Executive Head: Tim Slater

Economy & Communities

Successes for Quarter 1

● 13 area based grants were awarded to facilitate community groups and projects during the first quarter 
totalling £3,735, and 4 Cabinet approved grants were awarded to community organisations totalling £18,000.
● Affordable housing delivery has been strong and above profile for the quarter (64 completions)
● Homeless acceptances are lower than profile and successful homelessness prevention work is minimising 
the number of people having to be accommodated in bed and breakfast accommodation.
● 700 Children took part in the Easter RAPP activity programme. An online booking and payment system has 
been introduced for the RAPP scheme utilising the Hants shop system, which is proving popular with parents 
booking for the summer programme.
● 307 Children from 9 schools participated in the Citizenship Programme.
● A Butserfest Battle of the Bands was held at Alton College's Welcomefest, with an estimated 350 young 
people watching a contest which was won by the Alton two piece 'Bourne' who will now open the main 
Butserfest stage. Over 80 local bands have applied to play on the third stage at Butserfest which is being 
introduced to the event in 2014.
● There were 9 Apprenticeship grants approved and/or finalised during this period.
● There were also 3 business visits carried out by Chief Executive supported by the Economic Development 
team during this period. 
● 11 businesses in East Hampshire have been assisted this quarter, helping them to receive government 
grants towards the loss of income/trade due to the surface water flooding and the closure of roads for a three-
month period from January to April 2014.

Areas for improvement / Risks

● Whilst homelessness is being managed through preventative work and work to increase the supply of 
affordable housing and availability of homes to rent in the private sector, this is still a risk area for the Council, 
and there remains an undersupply of affordable housing.  
● Two complaints were not met in the required timescale and this will be an area of focus for improvement.

Generally performance within Economy & Communities has 
remained high during Quarter 1, as 86% of performance indicators 
reported are as Green.

The single indicator reported as Red relates to the percentage of 
complaints to Economy & Communities that have been resolved 
within the 10 day target.

Further details on this are available on the reverse of this sheet. 

All business plan targets are on course for delivery in 2014/15 for 
Economy & Communities and as such all of the department's targets 
for the quarter are reported as Green.

A list of Economy & Communities's business plan targets is shown 
on the reverse of this sheet.

This department received 4 complaints this quarter, of which 2 were resolved within 
the 10 day target. Unresolved complaints during the 10 day target in Quarter 1 are for 
Car Parking.

Further details on this are available on the reverse of this sheet.

The chart above tracks Economy & Communities's performance against both the performance indicators and the business plan targets
over the past five quarters.

At the start of this financial year, the department has met all but one of its targets by the end of  Quarter 1. Business plan target 
achievement remains at a constant.

The only performance indicator in exception relates to complaints that have not been resolved within the 10 day target.

Officers are working with Portfolio Holders to review performance indicators for Economy & Communities and introduce additional 
indicators for these areas, the outcome of this work will be reported in Quarter 2.
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Key HR Issues for Economy & Communities

Overall, there are no areas of concern to note for Economy & Communities. 
Sickness absence levels are within the acceptable levels and  being managed in 
accordance with procedures. There is one long-term sickness case in 
Neighbourhood Quality.
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No business plan indicators at amber or red to report

Business Plan Indicators  - Amber and Red

Performance Indicators  - Amber and Red
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Business Plan Targets 2014/15

Q1 figure 2014/15 Target Comment and Improvement Action Planned or Underway
Target date 

for 
completion

Status Last 
Quarter

Complaints completed in 10 days (%) (EC)

50% this 
quarter 85% quarter actual Two complaints were not met in the required timescale and this will be an area of focus for improvement. Ongoing

Officer Target RAG
Maximise the number of new affordable housing units developed 2014/15 G
Monitor and manage the impact of Welfare Reform on homelessness in partnership with external 
and internal partners, and mange impact of changes to Supporting People funding G

Maximise best use of the housing stock including access to the private rented sector G
Continue to develop the Hampshire Home Choice G
Enable delivery of sites & infrastructure to support job creation G
Develop & promote East Hampshire’s visitor destination offer G
Support business productivity focusing on SMEs & growth sectors G
Enable local residents to access employment and training opportunities G
Work with partners to explore opportunities for alternative service delivery options for community 
services and infrastructure G
Work with partners to advise on the development and delivery of key leisure and community 
infrastructure projects G

Develop a commissioning based approach to the delivery of services G
Work with partners to ensure the health and wellbeing of the population G
Support the delivery of events G
Working in partnership to promote and co-ordinate the delivery of the sustainability agenda across 
the Council for residents and the community G

Complete the shared parking review and implement recommendations G
Complete Neighbourhood Quality Service Review G

Tracey Howard

Dan Grindey 

Claire Hughes 

Natalie Meagher
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Performance Indicators

Environment & Neighbourhood Quality – Quarter One Health Check 2014 / 2015  
Executive Head: Jackie Batchelor

Successes for Quarter 1

● The percentage of food premises in the area where hygiene standards are very good, good 
or satisfactory remains above the target of 93% at 95.8%. In addition to exceeding our target, 
515 out of 882 food premises achieved a rating of 5 (very good).

● Garden waste income was identified as an area for improvement for 2014/15. Income in the 
first quarter is £4,000 more than the same quarter last year and reflects both an increased 
customer base and an increased take up of the wheelie bin option. 51% of  residents 
renewing their licence in the period April - June opted for a bin licence compared to 30% in the 
same period in 2013. 

● Cleanliness surveys have identified that the amount of detritus on the highways surveyed 
has reduced significantly from Quarter 4 2013/14, with only 5% falling below an acceptable 
standard this quarter compared to 16% for the period January - March 2014. The results are 
better than the first quarter in both 2012/13 and 2013/14.

● The proportion of recycled waste that was reported as contaminated by HCC has reduced 
by 2% to 13% in Quarter 1, compared to 15% in Quarter 4 of 2013/14, and as a result East 
Hampshire's position is better than the county average. 

Areas of Improvement / Risks

● Warm and wet conditions together with ensuring availability of appropriate machinery has 
resulted in delays in the grass cutting programme in Quarter 1. Officers have worked with our 
contractor The Landscape Group to agree a recovery plan to ensure that the required number 
of cuts are undertaken this year. This has resulted in improved performance in Quarter 2.

The majority of performance indicators within Environment & 
Neighbourhood Quality have been met during Quarter 1, with 80% of 
indicators reported as Green.

The Red indicator relates to an incidence of graffiti at a known problem 
area in the northern part of the district. We are working with other teams 
to identify a solution to the on-going problems including requesting that 
Police increase PCSO patrols in the locality.

The indicator reported as Amber relates to the number of missed waste 
bins per 100,000 collections, which has increased in Quarter 1 to 42 
compared to 33 in Quarter 4 (2013/14), this could be as a consequence 
of residents being unclear as to collection dates following the three 
bank holidays in the quarter. We need to improve publicity prior to bank 
holidays and through Partners magazine.

86% of Environment & Neighbourhood Quality's business plan 
targets are on course for delivery in 2014/15 with one target reported 
as Amber. This relates to the Behavioural Change projects in the 
Environmental Services Joint Client Team which are temporarily on 
hold pending approval by JESC and whilst the team focus on putting 
in place business process improvements which will resolve some of 
the contract monitoring issues raised within the team.

A list of the business plan targets for 2014/15 is shown on the 
reverse of this sheet.

Responding to complaints in a timely fashion was identified at the end of 2013/14 as a 
key priority for 2014/15.

We  received 29 complaints this quarter, 25 of which were resolved within the 
corporate 10 day target. This is an improvement on performance compared to 2013/14 
and reflects the efforts being made within the Environment & Neighbourhood Quality to 
ensure that the corporate target of responding within 10 working days is met.

The chart above tracks Environment & Neighbourhood Quality's performance against both the performance indicators and the business 
plan targets over the past five quarters.

Environment & Neighbourhood Quality have shown a significant improvement in the number of business plan and performance indicators 
achieved since Quarter 4 of 2013/14.
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Key HR Issues 

Managing sickness in Environment & Neighbourhood Quality was identified at 
the end of 2013/14 as a key priority for 2014/15.

Long-term sickness levels remain similar to the previous quarter and relate to 
staff who have returned to work after serious illnesses on a phased return. There 
has been a small increase in the incidence of short-term sickness which needs 
to be monitored and managed in accordance with the Council's policy. Further 
training and support for first line managers has been identified as a key priority 
for Quarter 2.
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Business Plan Indicators  - Amber and Red

Performance Indicators  - Amber and Red
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Business Plan Targets 2014/15

Q1 figure 2014/15 Target Comment and Improvement Action Planned or Underway Responsible 
Officer

Status Last 
Quarter

Missed waste bins per 100,000 collections (refuse and recycling only)

42 TBC
quarter actual

JESC has agreed the principle of a revised target, implementation has been delayed pending detailed discussions with Biffa as to their contribution 
towards service improvements and changes in livery. Rob Heathcock

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

1.4 1% quarter actual
This is due to an incidence of graffiti at a known problem area in northern part of district where we have experienced previous problems of vandalism and 
antisocial behaviour. We are working with other teams to identify a solution to the on-going problems including requesting that Police increase PCSO 
patrols in the locality.

Rob Heathcock

No figures 
were 

available at 
the time of 

Q4 reporting

Officer Target RAG
Deliver outcomes from the pest control review (definition is completed report and decision made by 
cabinet) G

Licensing and Taxi review in light of legislative changes G
Implementing policy for cemeteries services G
Review sustainability of burial provision - Petersfield G
Behavioural Change projects A
Plan phasing of new developments for waste collection G
JESCT Back office and process improvement G

Stuart Wedgbury

Rob Heathcock

Business Plan Target Current 
Status Commentary

Behavioural Change projects Amber
The approval of the work programme by JESC was delayed at the Chairman's request until autumn 
2014. Focus within the Joint Client Team during Quarters 1 and 2 is required on business process 
improvements with support from the R&D team within Marketing & Development.



9
100%

Performance Indicators

Governance & Logistics – Quarter One Health Check 2014 / 2015  
Executive Head: Jane Eaton

Governance & Logistics

Successes for Quarter 1

● The Finance team completed the statement of accounts on time for 30 June 2014. 
This is always a large and complex task and ever increasing regulation seems to make 
it more difficult each year. 

● The implementation of the main part of the Corporate Support review is progressing 
well.

Areas for Improvement / Risks

● There are some risks around the implementation of the Finance System because of 
delays in the development of the test environment.  We are working closely with our 
supplier to ensure they understand the importance of this project to the Council, and 
have agreed that resources will be prioritised to ensure delivery. We have also 
rescheduled the implementation of some of the lesser modules to later in 2015 to 
ensure we can deliver the core modules on 1 April 2015. Therefore we have left this 
indicator green.

● There are also risks in the payment of invoices target because we raised the target 
by 10 percentage points this year.  At the end of the first quarter we are just below 
target but have shown this as Green because we still aim to achieve this by the year 
end.

All of the performance indicators for Governance & 
Logistics  have been met during Quarter 1. This mirrors 
Quarter 4's performance at the end of the previous 
financial year.

At the end of the Quarter 1 reporting period, 100% of 
Governance & Logistics's business plan targets are on 
course for delivery in 2014/15.  

A list of the business plan targets for 2014/15 is shown on 
the reverse of this sheet.

Governance & Logistics received 9 complaints during Quarter 1, all of 
which were resolved within the corporate 10 day target. This continues the 
department's high complaints resolution rate for four consecutive quarters.

The chart above tracks Governance & Logistics 's performance against both the performance indicators and the 
business plan targets over the past five quarters.

Governance & Logistics have had an encouraging start in Quarter 1 by meeting all of its business plan targets and 
performance indicators.
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Key HR Issues for Governance & Logistics 

Although overtime costs are quite high within Governance & 
Logistics, the contractual nature of these, in Democratic Services, 
means they are not of concern.

We have referred one employee to Occupational Health due to short-
term sickness issues this quarter.
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There are no performance indicators at Amber or Red.

There are no business plan targets at Amber or Red.

Business Plan Indicators  - Amber and Red

Performance Indicators  - Amber and Red
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Business Plan Targets 2014/15

Officer Target RAG
Simpler processes for monitoring and setting capital budgets G
A scalable finance system implemented and opportunities for future sharing produced G
Accurate and timely year end accounts produced by 30th June and completing the budget by 28th 
February G

Pay 95% of invoices within 30 days (year average) G
Legal service fit for commissioning leading to potential savings for EHDC G
Parishes pick up some costs of legal and democratic services G
More targets and cheaper corporate support service in place G
A cost effective, risk based internal audit plan prepared and delivered G
Audits deliver ideas for services improvements across the Council G
Completing the statements of accounts by 30th June G
Council Tax Support Scheme recovers the money necessary and is reviewed and a new version is 
implemented if necessary G
Plan for the phased implementation of Universal Credit including delivery model for face to face 
customer support G

Fraud service transferred within statutory timescales G

Reduction in Council Tax cash collection rate to be no more than 0.1%, compared to 2013/14 rate G

Implement welfare reform initiatives by statutory deadline G
Maintain Housing Benefit average claim processing times at 2013/14 rates G
Increase in investment income (property) G
Refurbishment of Penns Place, with a view to letting opportunities G

Jon Sanders

Simon Little

Jo Barden-Hernandez

Jane Eaton

Mike Ball
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Performance Indicators

Marketing & Development – Quarter One Health Check 2014 / 2015  
Executive Head: Debbie Fox

Successes for Quarter 1

● HR activity continues to support the development of the organisation to ensure that we can attract, retain and motivate the best 
talent in the future. Delivery highlights include the corporate training plan, focused HR activity on sickness absence, development of 
employee recognition schemes, implementation of the coaching programme and appraisals/objectives set for 100% of staff.

● After completing the planning stage, Service Futures is now delivering major projects across the Council, and is a key priority for 
staff across Marketing & Development. Further information on these and how they will transform the Council and the District will be 
reported in future Health Checks including the development of the Council's approach to New Ventures and New Product Design and 
Development.

● As the rollout of the new corporate IT service progresses, the Business Improvement team are continually ensuring value for 
money. This can be illustrated through the development of an alternative corporate printing solution projected to cost £46,000 less 
than the original design.

Areas for Improvement / Risks

● Within Marketing & Customer, absence has increased.  Long-term absence is being managed.  Short-term absence is indicative of 
change, and is being managed in a robust way.  Recruitment in the customer services team will alleviate some pressure where 
working pace and hours could be contributing to absence. 

● 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.

50% of Marketing & Development's performance indicators have been met 
in Quarter 1, with two Red and three Amber indicators reported.

The two Red indicators relate to telephone calls answered by the CSC in 
30 seconds and sickness within Marketing & Development.

One of the Amber indicators relates to the corporate complaints target that 
is reported within Marketing & Development. The remaining Amber 
indicators relate to the percentage of telephone calls abandoned in the 
CSC and calls dealt with at first point of contact. 

Further details on these are available on the reverse of this sheet. 

At the end of Quarter 1, 91% of Marketing & Development's  business plan 
targets are on schedule. Two of Marketing & Development's targets have 
experienced delays and are reported as Amber. These relate customer 
insight and delivering a new intranet.

A full list of the year's business plan targets is shown on the reverse of this 
sheet.

The chart above tracks Marketing & Development's performance against both the performance indicators and the business plan targets over the past 
five quarters.

At the start of the year, the department has experienced a delay to two of its business plan targets and five performance indicators have been missed, 
one of which relates to the corporate complaints target that is reported within Marketing & Development. These are discussed in detail overleaf.
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Key HR Issues for Marketing & Development
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Corporate ICT Focus
Business Improvement is working with HCC IT and service users to improve IT provision. The 
new Desktop, currently being piloted, will resolve the issues of stability and latency 
experienced by many users, with the added benefit of a complete refresh of Office Tools. This 
is due in the autumn. Meanwhile, a Task Force has been set up. This group will focus in on 
the priority issues to find solutions and improve the overall user experience. A meeting of the 
group was held in Quarter 1 to identify key areas for improvement, the outcome of which 
matched the trend in call types received by HCC and is being investigated with most issues to 
be resolved as part of the new Desktop migration.

Following a successful drive in late April to direct staff and councillors to Hampshire County 
Council IT remote support, we have seen the number of calls to the helpdesk climb in May and 
June. In Quarter 1, HCC resolved 972 tickets, with 97.7% of tickets closed within the agreed 
SLA.

Analysis of the tickets show that there are three key call types that make up 80% of calls: 
session force off requests; email queries; and password resets. Further information on IT will 
be provided through future dashboards.

Corporate Media Insight
Butserfest has led the way on Social Media with 6638 'likes' and 131 new posts being placed by the team over the quarter. The 'help home East Hampshire hounds' was the next most popular site with 602 'likes'.  

April shows a significant increase in Council Tax calls at 2,930 compared to 2,666 in 2013. The increase in election calls, election duties and other election administrative work also meant that the customers were 
waiting longer to speak to a CSO. The CSC took over 950 calls in April and May leading up to the elections. The top 4 FAQ's were: Registration; requesting postal and proxy votes; and cancelling absent votes.

June saw several complaints regarding fireworks at Churchers College on a Sunday night.  We received positive re-tweets with regard to the office closure for the Corporate Event which helped us to support the 
event. 

In May, the CSC pushed to increase the take up of E-Bills, increasing take up from 1947  to 2023 E-Bill users.

There have been 16 Flooding claims for the Repair and Renewal Grant with over 80% having received a cheque for up to £5,000 towards helping to protect their properties from future threats. Further information 
relating to media insight will be available at the meeting.

A number of staff have reached trigger points within the CSC for short-
term sickness and have been advised that formal meetings are to be 
held to discuss the issue. There is one long-term sickness case in 
Marketing & Development.

Total Number of Customer Complaints 5
Percentage Resolved within 10 days 100%

Force Off
30.9%

Email
12.5%

Software
11.3%

User 
Admin
6.8%

Printing
6.2%

Access
5.9%

Reset
5.4%

Desktop
5.1%

Other
5.9%

Hnet Passport
4.2%

Password
2.8%

HPSN2 Voice
1.7%

HPSN2 
Data
0.6%

A4W
0.3% Acolaid

0.3%

Call types of 
incidents raised in 
Quarter 1 2014/15
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Business Plan Targets 2014/15

Q1 figure 2014/15 Target Comment and Improvement Action Planned or Underway Responsible 
Officer

Status Last 
Quarter

Sickness levels in M&D (days) (cumulative)

99.5
A reduction of 5% 

per year
(136.8 days)

Sickness levels are due to long-term sickness within Marketing & Customer Relations which is being managed through formal processes. Short-term sickness levels are reported at 1.3 days per 
FTE for Marketing & Development. This is considerably below the target. Short-term sickness is being managed through the formal processes also. 

Caroline Tickner

Telephone calls answered within 30 secs in the CSC (%)

56.0 66% (quarter 
actual)

In 2011, we predicted the calls coming into the CSC would be reduced as the digital channels would be developed and customers would have accessed more services on-line than we have 
achieved.  We have been taking a higher level of calls, for a longer length and we do not have enough staff to do so.  To remedy this we have adjusted our staffing levels in Quarter 1, which will be 
implemented in Quarter 2 and by the end of Quarter 2 our service levels should be back on track.  We are also delivering long-term solutions to this such as Web chat and the 'personalisation' 
project which will reduce the calls by providing channel shift benefits.

Dawn Adey

Telephone calls abandoned in the CSC (%) 

10.6 10% (quarter 
actual) As per 'Telephone calls answered within 30 secs in the CSC (%)' above. Dawn Adey

Telephone calls dealt with by the CSC at first point of contact (%)

73.9 75% (quarter 
actual)

Since setting the indicator some years ago, the CSC have taken the calls for several new services where the process 'by design' is for the call to be passed to the 'back office'.  These new services 
include SDNP, Housing and Elections.  The service level has been reduced in a controlled and managed way to a 75% target.

Dawn Adey

Corporate complaints completed within SLA (%) (including PBE Planning Application complaints)

80.6 85% The breakdown for corporate complaints responses within SLA (20 days for Planning Application complaints, 10 days for all other complaints) for the council in Quarter 1 is as follows: E&C: 50%; 
E&NQ: 85.2%; G&L: 100%; M&D: 100%; and P&BE: 70%. Dawn Adey

Officer Target RAG
Work with finance to deliver a new finance system so our customers can make payments 
electronically G

Implement new desktop G
Business Improvement will have evidenced proposals for alternative ways of working G
Modernise and streamline the approach to performance management and business planning G
Delivery of the 14-15 milestones across Service Futures taking into account local financial targets 
and national trends and best practice surrounding service design and delivery G

Website channel shift project to produce evidence that customers are changing channels G
Deliver a new CRM / CFM G
Deliver a new intranet A
Embed insight and marketing principles into service delivery, ensuring services are customer 
focused and financially viable. 10% of Service Managers will be using self service insight A

Transform the customer digital journey G
Deliver a mobile website G
Customer Access points will be fully reviewed and mapped to ensure that service points are located 
according to customers’ needs G

Deliver ‘Personalisation of Services’ G

Susan Parker

Dawn Adey

Business Plan Target Current 
Status Commentary

Deliver a new intranet. Amber The intranet project is on ‘Amber’ as we continue to develop sufficient support to the services to assist them in understanding how to prepare for the migration/editing of their 
spaces.  This will be delivered in Quarter 2, and the new intranet will be launched in Quarter 2/3 as a framework for the services to build on. 

Embed insight and marketing principles into service 
delivery, ensuring services are customer focused and 
financially viable. 10% of Service Managers will be using 
self service insight.

Amber
This year's targets are ambitious. Although currently the majority hold Green status, the amount of work to do in Quarters 2 & 3 are challenging and there is no scope for new work.  
Loss of a critical team member would threaten these targets. Having reviewed all of the business plans in Quarter 1 we can envisage an increase in the need to support marketing 
and analysis to support the delivery of projects and initiatives.  A review of these resources is under way to ensure appopriate skills are available.

Officer Target RAG
An increase in the opportunity for our employees to self-serve HR products and services G
80% of employees will be using the competency framework G
360 degree appraisal project implemented G
A Back-to-Basics approach in the delivery of HR metrics and support to help with the leadership of 
teams G
A robust training needs analysis, to provide cost effective appropriate training opportunities with an 
evaluation of Return on Investment G

Delivery of the Corporate training programme G
Delivery of the Councillor training programme G
Provide innovative training and development opportunities to prepare employees for change G
Develop a culture of innovation and creativity G

Debbie Fox Implement the Marketing Strategy to deliver new ways of working, to foster a creative and innovative 
approach to service delivery in the future G

Caroline Tickner
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75%

1
8%

2
17%

Performance Indicators

Planning & Built Environment – Quarter One Health Check 2014 / 2015  
Executive Head: Julia Potter

Successes for Quarter 1
● The excellent performance against targets for determining planning applications has 
continued - especially concerning major cases - in the face of an unprecedented number 
and scale of major applications at the end of Quarter 1. We currently have major 
applications undetermined on greenfield sites (excluding the SDNP and Whitehill & 
Bordon) for a total of 2,246 dwellings against a total JCS plan period minimum allocation of 
2,250. This includes 15 separate applications proposing between 40 and 550 houses.
● Minor application decisions also showed an increase to 51 in Quarter 1, up 17 
applications on the amount received this time last year. In response, there has been an 
excellent performance in the determination of minor applications, especially given the high 
levels of significant major applications received.

Areas for Improvement / Risks
● The Council should be aware that the continued trend in the number of major 
applications received is likely to lead to a downturn in performance in the remaining three 
quarters of the year.
● An area of focus is the management of complaints coming into the team and its 
response times. A new initial triage system is being introduced to identify genuine service 
complaints and divert other enquiries (such as enforcement 'complaints') to appropriate 
service areas and systems. Website improvements are also being investigated to improve 
self-service and direct, pro-active monitoring of complaint responses has been introduced. 
A need for an additional resource to monitor and respond to complaints has been 
identified.
● Recruitment and retention of staff is highlighted as a risk.
● An external company, 'Urban Vision',  has been employed to take on larger applications.

75% of Planning & Built Environment performance indicators for 
Quarter 1 are reported as Green.

The first indicator reported as Red relates to the percentage of 
complaints resolved within 10/20 days SLA, which incorporates the 
20 day Planning Application complaints timescale for resolution. The 
other Red indicator corresponds to the Full Plan applications 
checked within 15 days by Building Control.

The Amber indicator relates to the Percentage of all applications 
determined in 26 weeks outside of the SDNP.

Further details on this are available on the reverse of this sheet. 

All of Planning & Built Environment's business plan targets are on 
course for delivery in 2014/15.

A list of the department's business plan targets is shown on the 
reverse of this sheet.

Planning & Built Environment have shown a marked increase in the overall resolution 
of customer complaints within a timely manner since Quarter 4 of 2013/14, achieving 
70% in Quarter 1. Though below the target of 85%, Planning & Built Environment have 
introduced a 20 day resolution time for Planning Application complaints as these are 
generally more complex than other types of complaints.

Further details on this are available on the reverse of this sheet. 

The chart above tracks Planning & Built Environment's performance against both the performance indicators and the business plan targets 
over the past five quarters.

Planning & Built Environment have continued their previous business plan target performance since Quarter 3 of 2013/14. At the end of 
Quarter 1, three of their performance indicators are in exception.

Further details are available overleaf. 
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Key HR Issues for Planning & Built Environment

Agency costs have been identified as being high while the department provides 
cover for posts that remain unrecruited and for the completion of necessary 
work. Therefore, areas of concern remain the retention and recruitment of staff 
while workloads are unprecedentedly high. This has been previously reported to 
Overview & Scrutiny and action is being taken to address these issues. Both 
long-term and short-term sickness rates are the lowest across all of the Council's 
departments.
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There are no business plan targets that are reported as Amber or Red.

Business Plan Indicators  - Amber and Red

Performance Indicators  - Amber and Red Page 12

Business Plan Targets 2014/15

Q1 figure 2014/15 Target Comment and Improvement Action Planned or Underway Responsible 
Officer

Status Last 
Quarter

Building Regulations – Full Plan applications checked within 15 days (cumulative %)

80.3 90%
The department is not hitting its target due to staff vacancies. Recruitment is underway but in the shorter-term, the gap is filled with overtime and agency 
staff until September 2014. We have lost three Building Surveyors to the private sector in as many months which has compounded the issue as the team 
is a small team.

Robin Seamer

Complaints completed within SLA (%) (P&BE) (including Planning Application complaints)

70.0 85% (quarter 
actual)

While the number of complaints is not increasing each quarter, the complexity is however. The general resource available to respond to this is proving 
inadequate given the level of major planning applications currently being received. Recruitment is in hand, but is not yet in place.  The structural 
management of complaints is also being reviewed as part of the service review and the new process will be in place for Quarter 3. Improvements to the 
management of complaints will include a better system of triage of "simpler" complaints which can be dealt with more swiftly.

The breakdown of complaints within SLA is as follows:
Complaints completed in 10 days (excluding Planning Application complaints):  (4) / 6 = 66.7%
Planning Application complaints completed in 20 days:  (10) / 14 = 71.4%

Julia Potter

Percentage of all applications determined in 26 weeks  (actual) 

97.1  +  (100 
SDNP) 98% The indicator is just under target for Quarter 1. Future performance management of applications will include greater visibility of cases that are within 3 

weeks of the 26 week date deadline. Chris Murray

Officer Target RAG
Joint Core Strategy (Local Plan) is adopted by EHDC and SDNP G
The Community Infrastructure Levy is adopted G
Improve IT and web information including the use of social media G
Accelerate local plans allocation or support neighbourhood plans G
Coordinate teams across the Council and wider partnerships to prioritise and progress major 
projects and investment in the District G

Allocations Plan – Draft – Autumn 2014 G
10% increase in annual housing completions G
CIL Charging Schedule Submitted – Winter 2014 G
New S101 agreement in place with SDNP to pay for Heritage Services G
Determine planning applications quickly and efficiently in order to meet government timescales and 
to deliver sustainable development G

Implement post decision monitoring system for decisions/S106 Agreements G
Increased training of Building Control staff to develop further income generating consultancy style 
services G
Improve access channels to services for customers (e.g. website, telephone applications, online 
applications etc) G

Improve the processes for dealing with complaints G

Andrew Biltcliffe

Chris Murray



Quarter 1 headline successes

Quarter 1 for 'The Big Year for Whitehill & Bordon' had a number of notable successes 
including:                                                                                                                                                            
● Large-scale major planning applications consultation held
● Quebec Barracks planning application for 100 homes and 100 jobs submitted
● Louisburg Barracks planning application for 500 homes and 500 jobs submitted 
● £3million Green Deal Communities funding secured to establish cashback scheme for 
residents to make energy-saving improvements – 2,000 household target (with 400 in Whitehill 
& Bordon)
● New fit-for-purpose governance structure established to speed-up decision-making and 
become investor ready 
● Launched ‘Our Voice’ consultation group for residents and groups to influence key decisions 
about the regeneration.

● Robert Napier, Chairman of the Homes & Communities Agency praised the effective 
partnership work that is taking place to ensure the successful regeneration of Whitehill & 
Bordon and East Hampshire District Council’s role in it 
● Whitehill & Bordon named as runner-up in the National Energy Foundation’s ‘best energy 
smart initiative by a local authority’ award for its overall approach to sustainable energy in 
regenerating the town 
● Whitehill & Bordon awarded ‘step-up town’ status by the Enterprise M3 Local Enterprise 
Partnership to recognise its ability to grow and its need for investment 
● Construction of the first three eco-houses following international architecture competition 
● Successful launch of Hampshire’s green town brand
 ● Research has identified 30 companies to target who are looking to relocate or expand with 
initial analysis suggesting that Whitehill & Bordon might meet their criteria

There are 10 performance indicators within the 
Whitehill & Bordon Regeneration Programme 
dashboard and, at the end of Quarter 1, all were 
on target.

A full list of performance indiactors is available 
overleaf.

There are 5 business plan targets within the 
Whitehill & Bordon Regeneration Programme 
dashboard and, at the end of Quarter 1, all were 
on target.

A full list of business plan targets for 2014/15 is 
available overleaf.

Performance Indicator Commentary Business Plan Commentary

Quarter 2 look forward

Building on the momentum generated in Quarter 1, we will be looking forward to: 
● The critical planning applications for Quebec Barracks, Louisburg Barracks and Phase 1 of 
the relief road being determined 
● Business case being developed for a construction skills training centre at Louisburg 
Barracks                                                                                                                                                                                            
● Expecting funding from the Local Enterprise Partnership for a construction skills training 
centre and relief road 
● Planning decision to transform Bordon Inclosure training area into a Suitable Alternative 
Natural Greenspace (SANG)  
● Promotion of the Green Deal initiative 

Whitehill & Bordon Regeneration Programme
Quarter One Health Check  - 2014 / 2015
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Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Main development 
(Prince Philip Barracks) 

Planning Application 
submitted

Relief Road (Phase 1) 
commences

Louisburg Barracks & 
Relief Road Phase 1 

Planning Applications 
determined

Louisburg Barracks & 
Relief Road Phase 1 

Planning Applications 

Quecbec Barracks 
Planning Application 

determined Construction on 
Quebec Barracks 

commences

Key Programme Milestones 2014/15

10
100%

Performance Indicators

Red Amber Green

5
100%

Business Plan Targets

Red Amber Green



There are no performance indicators or business plan targets at Amber or Red

2014 / 2015 Business Plan Targets Owner
Major planning applications John Tunney

S106 Agreements John Tunney

Funding and investment secured Kate Hillerby

Delivery of the WB Marketing & Communication Plan Lydia Forbes-Manson

Delivery of the WB Community Development Plan Lisa Hutchinson

Performance Indicators Owner Target by 31 March 2015

Number of new homes started John Tunney 103 (note this figure is a guestimate until the phasing of the 100 new builds at Quebec Barracks is agreed)

Number of new homes completed John Tunney 3

Number of homes to be retrofitted Stephanie Beggs 400

Number of training places Sue Robbins 12

Number of businesses supported Sue Robbins 35

Number of business engaged with inward investment activity Sue Robbins 16

Number of jobs created / safeguared Sue Robbins 0

Carbon savings (tonnes per annum) from new and existing homes Bruce Collinson / Stephanie Beggs 540

Number of hectares of green spaces improved Bruce Collinson 25

Increase annual daily passenger usage of the town bus by 20% Bruce Collinson 32

Targets and Indicators  - Amber and Red

Business Plan Targets for 2014 / 2015

Performance Indicators for 2014 / 2015
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