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1.0 Purpose of Report 

 
1.1 This report contains a summary of Quarter 2 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 Informal Cabinet. 

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 The overall Council performance results for Quarter 2 shows a mainly 
positive experience for our customers. Corporately the percentage of 
customer complaints resolved, or in cases where the customer has 
agreed a time extension for the resolution, has increased again from 
82% in Quarter 1 to 91% in Quarter 2, now firmly meeting the 
corporate target of 85%. Year on year this is also an improvement, up 
on 86% in Quarter 2 of 2013/14. 

4.2 Users of the easthampshire.org website are now benefiting from an 
improved service from Marketing and Development, with the new 
platform and server meaning increased functionality such as 
appointment booking or making online payments for services. 

4.3 Planning and Built Environment are seeing unprecedented demand 
from customers for major applications which is reflected in an 
estimated income that is likely to exceed £1m for 2014/15. 

4.4 Although Economy and Communities are seeing an increase in the 
complexity of cases of those seeking housing assistance from the 
council, all of the Housing indicators are on target and use of Bed and 
Breakfast accommodation is being managed (14 households in B&B 
(cumulative), compared to 19 by Q2 in 2013/14 and 17 in Q2 2012/13).  

4.5 Customer numbers requesting to access the Council’s popular garden 
waste service continues to grow, with the introduction of the wheelie 
bin service in 2013. Income levels in 2014/15 are in line with the 
budget expectations. The cumulative figure at Q2 stands at £169,135 
compared to £151,288 in Q2 2013/14 and £111,958 in Q2 2012/13. 

4.6 Governance and Logistics are serving customers accessing housing 
benefit assessment within target this quarter (average processing time 
is 17.22 against a target of 18), in a time of year that has historically 
witnessed a dip in performance (19.2 in Q2 2013/14 and 19.1 in Q2 
2012/13, both against an 18 target). 

4.7 The Whitehill and Bordon Regeneration Programme have engaged 
with over 200 key stakeholders this quarter as part of the Our Voice 
consultation, considering a range of issues associated with 



regenerating the town. The Quebec Park community fun afternoon was 
held in September which was attended by Damian Hinds MP. 

CUSTOMER FOCUS – AREAS FOR FOCUS 

4.8 Housing continues to be a high risk area as the team continue to 
manage rising levels of complex cases. Economy and Communities 
will be working closely with colleagues in Planning and Built 
Environment to address the shortage of affordable housing in the area, 
which contributes to this issue. 

4.9 Missed Waste Bins collections has a revised target of 50 per 100,000 
(up from 19 / 100,000) however this was off target this quarter, with the 
data showing 64 / 100,000 of customer collections were missed. Our 
contractor, Biffa, is currently experiencing staff retention and 
recruitment issues and the Council’s Client Team is monitoring 
progress in this area in order to improve on the performance target. 

4.10 Governance and Logistics have an Amber Business Plan target 
concerning payment of 95% of customer invoices within 30 days. 
Although this will be calculated over the 2014/15 year in its entirety, it 
has been highlighted as a risk of not being met due to the delay in 
getting invoices to the Finance team from other areas within the 
council. It is anticipated that the introduction of the new Finance 
System in April 2015 will speed up this process. 

4.11 Although Marketing and Development were able to recruit to the 
Customer Service Centre (CSC) at the end of Quarter 2 of this year, 
this was not soon enough to improve on the number of telephone calls 
dealt with by the CSC at first point of contact, which is reported at 
67.4% against a 75% target. Although this is a missed target, it is 
worth noting that there have been no customer complaints as a result 
of being redirected to a more qualified member of the team. 

4.12 The recruitment drive in the CSC is also expected to improve the 
number of Telephone Calls answered within 30 seconds, which this 
quarter is 56.6% against a 66% target. 

4.13 Annual cumulative sickness levels in Marketing and Development are 
at a total of 176 days, with 76.5 days reported this quarter. This is due 
to long-term sickness in the CSC. There is an annual target reduction 
of 5% on the previous year’s total, equating to a 136.8 day target for 
2014/15.  

4.14 Building Regulations have been unable to meet the 90% target of Full 
Plan applications checked within 15 days, which was at 80.8% this 
quarter. This has been due to staff vacancies and long-term sickness. 
Further recruitment is underway to address this. 



4.15 Planning are making the addressing of complaints a priority following 
completion of 72.2% this quarter against a target of 85% although this 
quarter shows a 2% improvement from quarter 1 14/15. The majority 
are planning application related, and resource has been shifted to 
manage these in the future. 

4.16 Both Minor and Major application determination targets fell short this 
quarter with 30.8% (target 60%) of Major applications being dealt with 
in 13 weeks and 48.4% (target 65%) of Minor applications being dealt 
with in 8 weeks. This has been due to the increased complexity and 
scale of applications in Quarter 1 and 2, recruitment and IT issues. 
Recruitment and retention of staff is being addressed and the team are 
working with IT colleagues to resolve any IT matters. 

4.17  The Whitehill and Bordon Regeneration Programme will be focusing on 
engaging with their customers next quarter, commencing the Retail 
Support Programme and participating at the MIPIM UK Property trade 
show in October.  

CORPORATE FOCUS 

PUBLIC SERVICE EXCELLENCE 

4.18   94% of Business Plan targets are on course for delivery in 2014/15 
and the Council average sickness rate is below the Public and Private 
Sector average at 1.42 days per FTE per quarter. 

4.19 Marketing and Development continue to drive forward the Service 
Futures Programme, delivering the corporate strategy, and has made 
significant progress working with colleagues in Economy and 
Communities and Governance and Logistics in bringing forward 
business cases for the future delivery of Car Parking provision and 
Legal Services. 

4.20 The council has continued to be recognised for its Excellence with East 
Hampshire’s Environmental Health Service being awarded the RSPCA 
Silver Footprint Award for the quality of its stray dog service; and the 
Whitehill and Bordon Regeneration Project being awarded £4m by 
EM3 for a new construction skills training centre. 

CREATIVITY AND INNOVATION 

4.21 Currently, the New Ventures Project is being reported as Amber due to 
the volume of ideas that are being processed through this popular new 
initiative. The recruitment campaign for the New Ventures team has 
started and appointment to these roles will see the project progress as 
required. 



ECONOMIC GROWTH 

4.22 Economic Growth is active across the council. Four apprentices 
commenced with East Hants businesses, funded through the East 
Hants Working initiative, and £6000 of start-up grants were paid to 
local companies. 

4.23 As a result of a PR campaign, tourism in the area continues to get 
national and international coverage with the Shipwrights Way listed in 
MSN’s top 10 sculpture trails in the world. 

ENVIRONMENTAL SUSTAINABILITY 

4.24 All but one of the Waste and Recycling targets have been met (see 
4.9). The Behavioural Change projects that have been approved by the 
Joint Environment Services Committee are: Increasing Capture, 
Reducing Contamination and Reduction of Household Waste, although 
the team will be focusing on current initiatives such as promoting 
textiles and garden waste services for the remainder of 2014/15. 

FINANCIAL SUSTAINABILITY 

4.25 Governance & Logistics also continue to contribute to the Financial 
Sustainability of the council, with all but one of their business plan 
targets (see 4.10) to complete on the due date. The finance system will 
deliver core modules by 1st April 2015. 

FUTURE FOCUS 

4.26 Over the next quarter, the council will be focusing on improving all Red 
areas including: 

• Monitoring new recruitment in Customer Service Centre to 
improve customer response targets 

• Planning and Built Environment focus on complaints and planning 
applications 

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 52 areas of performance that are monitored, four were found to 
be slightly below target at Amber and eight were found to be below 
target at Red. 

 



5.3 The targets reported as being Amber are: 

• Telephone calls abandoned in the CSC 

• Other planning applications determined within 8 weeks in South 
Downs National Park 

• Tree Applications determined in 8 weeks 

• Percentage of all applications determined in 26 weeks 

5.4  The targets reported as being Red are: 

• Number of missed waste bins per 100,000 

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

• Sickness levels in Marketing and Development 

• Telephone calls answered in 30 seconds in the CSC 

• Building Regulations – Full Plan applications checked within 15 
days 

• Complaints handled within SLA (PBE) 

• Major planning applications determined within 13 weeks 

• Minor planning applications determined within 8 weeks 

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 2 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  4th November 
2014, and Informal Cabinet on 25th November 2014. 

 
7.1 Appendices: 

• Quarter 2 Performance Dashboard.   
 
7.2 Background Papers:  Previous Health Check data from Q1 2014/15 

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 


