Quarterly Cabinet Reportfor Performance and Risk Measure Type:
Forthe period ending 30.06.08 NIS = National Indicator Set
OHI = Organisation Health Indicator
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Monthly Measure Description  Measure This Month May-08 Apr-08 Mar-08 Measure End of End of Comments Measure
Aim Actual Target Trend Year Year Type
Target |Forecast

Compliance

Percentage of agreed Audit Plan p 19.5 11.4 5 91 p 95 Loss of staff memberwillimpacton the

complete by yearend (Cumulative) ability to deliverthe expected proportion of
the audit plan. Contractresource will be
soughtto coverany shortfall.

Customer First

Percentage of all enquiries p 90 96.93 98.48 98.6 p 90 An excellentperformance by the team

resolved atfirstcontact with Help considering the work undertaken to ensure

Centre the continued service supplied during the
Ryde move. Information provided by the
CRM system.

Average time to respond to Local q 31 46 44 36 q 26 8 responses sent (4 from 2007/8)with the

GovernmentOmbudsman (Days) following timescales:

2 for Children & Young People (average 54
days)and 6 for Planning (average 42.3
days).

The numberofcomplaints upheld q 0 0 0 0 tu 0 Inthe yearto date there have been no

by the Ombudsman (cumulative) upheld complaints from the LGO,
maintaining ourrecord for the past 3 years.
We continue to aim forno upheld
complaints.

Numberoflearning outcomes as a p 66 14 7 10 tu 264 Strategy in place to improve the capture of

resultof complaints recorded on learning from complaints:

CRM IT are developing monthly report for services
which will detail com plaints closed and any
learning identified for August2008. SMTs
will then be able to discuss and identify
learning from all closed complaints which wil
be putonto CRM by complaints officers.

Data sourced from CorStrategy and JCAD Thursday 21 August2008
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