Quarterly Cabinet Report for Performance and Risk

Forthe period ending 31.12.08 Measure Type:
NIS = National Indicator Set

LPSA2 = Local Public Senice Agreement
C

lir Barry Abraham

Monthly Measure Description  Measure This Month Nov-08 Oct-08 Sept-08 Measure Endof End of Comments
Aim Actual Target Trend Year Year
Target Forecast

Compliance & Procurement

Percentage of agreed Audit Plan p Performance in line with expectations.
complete by yearend
(Cumulative)

% of staff trained in new P 74.5 100 100 100 tu 100
Procurement Code of the total

needing training (cumulative)

63 61 55 40 q 95

The Procurementand Contracts Training
course has now heen completed for all
stakeholders across the organisation, this
means thatall staff involved in letting
contracts on behalf of the Councilhave now
beeninformed of both the legislative
requirements and operationalresponsibilities
associated with contracting. The volume of
papers being presented to the Procurement
Board reflects the increased level of
compliance. This in turn reduces the risk
carried by the Council whilst delivering
increased value formoney

Data sourced from CorStrategy and JCAD Thursday 19 February 2009
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Quarterly Cabinet Report for Performance and Risk
Forthe period ending 31.12.08

Monthly Measure Description  Measure This Month Nov-08 0ct-08 Sept-08 Measure Endof End of Comments Measure
Aim Actual Target Trend Year Year Type

Target Forecast

Customer Support

Average time to respond to Local q
GovernmentOmbudsman (Days)

26 42 45 40 p 26 Wiith a slow down in complaints being
referred for investigation there has been no
improvementon performance in this respect.
Average response times from the
directorates were:

Childrens & YP: 5 requests av 34 days
Comm Services: 2 requests av 24 days Env
& Neigh: 13 requests av 46 days

Underlying causes appear to be difficulties in
accessing information requested by the LGO
- file maintenance, multiple files held by
various officers etc.. The Complaints
Managerhas highlighted this with those
services having particular problems and
reference will form partofthe new
Complaints Policy to the importance of
maintaining records in a readily accessible
form.

The Councilhas not had a finding against it
overthe past3 years. We have elected to
agree a local settlementwhere the LGO
identify the need for such. Reports are only
issued by the LGO in cases where such
agreementcannothe reached.

Ofthe 41 responses this financial year so far
(8 of which related to complaints started in
2007/8) there have been 8 local settlements
agreed amounting to ! 5,700 (including one
settlementof! 4,000).

The numberofcomplaints upheld q 0 0 0 0 tu 0
by the Ombudsman (cumulative)

Data sourced from CorStrategy and JCAD Thursday 19 February 2009
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Monthly Measure Description

Numberoflearning outcomes as
aresultofcomplaints recorded
on CRM (cumulative)

Measure

Aim

Numberoflearning outcomes as
aresultofcompliments recorded
on CRM

This Month

Actual

Blu

Target

Quarterly Cabinet Report for Performance and Risk

Forthe period ending 31.12.08
Nov-08 O0ct-08 End of
Year
Target

tu 71

End of
Year
Forecast

Measure
Trend

Sept-08

Comments

Stillonly at 30% of those anticipated from
this volume of complaints. Further work with
managementto clarify whether this is an
acceptable level.

The following shows the number of
complaints by directorate and how many of
those have learning identified:

Chief Exec:
C&VYP:
Comm Serv:
Corp Serv:
E&N:
Resources:
Total:

18 -0 with learning
48 - 13 with learning

45 - 17 with learning
18 -5 with learning
174 - 14 with learning
27 -4 with learning
330 -53 with learning

The revised complaints policy confirms
expectations on services to identify and
record learning from outcomes. Targets for
09/10 will be reviewed on the basis of this
firstyears data.

Measure
Type

Gry

Working to identify mechanism forrecording
this being discussed - requires further
consultation with service heads and NCOs.

Exchequer & Residents Services

Creditor Payments - Percentage
of invoices paid within 30 days of
receipt

96

99.34 97.98 98.84 p 96

Continuing to exceed ourtargetof 96% as
we endeavourto process allinvoices within
20 days (same week processing for Island
Businesses)in accordance with the Leader
and CX initiative to help all businesses
during the currenteconomic downturn

Data sourced from CorStrategy and JCAD Thursday 19 February 2009
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Monthly Measure Description

Revenues & Benefits -
Percentage of Council Tax
collected (Cumulative)

Quarterly Cabinet Report for Performance and Risk
Forthe period ending 31.12.08

This Month 0ct-08 8 Measure Endof Endof Comments

Actual Target Trend Y ‘
Target Forecast

Although the team achieved the target this
month ithas been reported thatthe tone of
callers is differentand people are genuinely
concerned and worried about their finances.
Continued monitoring of instalments and
stringentrecovery timetables are being
adhered to.

Revenues & Benefits -
Percentage of non-domestic
rates due for the financial year
received by the Council
(Cumulative)

Although a number of high profile national
businesses have gone into administration
during the current financial year, contact has
been mostly from small business unable to
make payment. Instalments are being
continually monitored and strict recovery
timetable adhered to but, as a result of the
economic downturn, ithas been necessary to
amend the end of year forecastto 98.5%

Customer Accounts - Percentage
of Sundry Debtcollected for
currentfinancial year
(Cumulative)

Fortunately a large paymentwe had been
chasing was received from an organisation
justbefore Christmas which boosted our
Decemberperformance figure. The current
economic situation is begining to impacton
recovery figures.

Revenues & Benefits - Average
time for processing new benefit
claims - Numberof working days

Decembersaw anincrease of 34.3% in the
numberofnew claims received and
processed compared to the same month last
year. Thisis due to the currenteconomic
climate being experienced by households
across the Island, as more people make
claims for benefits. Although the team has
worked exceptionally hard to meetthe
additionaldemand, and staffing resources
have been moved around to deal with
prioritised work, the only way thatithas been
possible to getthe claims processed within
targethas been through additionalhours and
overtime working.

Data sourced from CorStrategy and JCAD Thursday 19 February 2009
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Monthly Measure Description

Revenues & Benefits - Average
time for processing henefit
change of circumstances -
Numberofworking days

sure This Month
Aim Actual Target

Percentage of all enquiries
resolved at firstcontact with Help
Centre

Nov-08

Forthe period ending 31.12.08

0ct-08

Sept-08

End of
Year

Target

Revenues & Benefits -
Percentage of new benefit claims
decided within 14 days of
receiving all inform ation

98.69

97.91

90

Quarterly Cabinet Report for Performance and Risk

Comments

Since April 2008, the redefinition of what
counts as achange by DWP means thatall
changes mustnow be monitored. This
means thaton average the team now
processes almostdouble the number that
countagainstthis measure compared to the
same period lastyear. The economic
downturn has resulted in significantly more
changes being notified as peoples
circumstances change. Although the team
has worked exceptionally hard to meetthe
additionaldemand, and staffing resources
have been moved around to deal with
prioritised work, the only way thatithas been
possible to getthe changes processed within
target has been through additional hours and
overtime working.

Measure

p 85

92.74

90.52

91.63

85

The team consistently meet this target.

The YTD figure currently stands at 90.04% .
Although the team has worked exceptionally
hard during Decemberto meetthe additional
demand, and staffing resources have been
moved around to deal with prioritised work, it
has only been possible to achieve this level
of performance by working additional hours
and overtime.

Data sourced from CorStrategy and JCAD Thursday 19 February 2009
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Monthly Measure Description

Financial Management

Measure
Aim

Percentage of predicted revenue
outturn (Netcostofservices)
compared to budget

Percentage of predicted capital
outturn (netcostofservices)
compared to revised budget
(Cumulative)

Fire & Rescue Services

Accidental Dwelling Fires in
Domestic Dwellings

Percentage of time appliances
are off the run due to crew or
appliance availability (cumulative)

All Primary Fires attended per
10,000 population (Accidental
and Deliberate) (Cumulative)

ICT

% of availability during norm al
working hours (8:00 - 18:00) - All
Corp. Systems

This Month

Actual

Target

Quarterly Cabinet Report for Performance and Risk
Forthe period ending 31.12.08

Nov-08

Oct-08

Sept-08

Measure
Trend

Endof
Year
Target

Endof
Year
Forecast

100 100 103.04 | 103.57 D 100
19 24 22 16 = 80
7 7 8 9 q 81
25 84 113 115 tu 25
15 12.12 10.18 8,67 tu 20
99.99 | 99.99 99.97 99.57 D 99.99

Data sourceda trom Corstr

ategy and JCAD Thursday 19 Fe

Comments

Measure

STE

This information is extracted from the
financial inform ation reported to individual
Service Boards during December which
relate to the position to the end of November
2008. Prior to this round of Service Boards, a
reportto Cabineton 2/12/08 identified a
potential | 5.6m overspend. Action plans
have been implemented to reduce this figure
so that with strict budgetary control for the
remainder of this financial year, a balanced
budgetwillbe achieved.

The delivery of the capital programme
continues to be slow and is reflected in the
low spend to date versus the profile. The
capital programme is currently under review
during star chambers and may potentially be
reduced.

Decemhberwas above target for the fourth
month inarow.The Forecastis also outside
target. There was one serious fire involving
anelderly lone pensioner fatality.

There have heen only only 40 failures to
mobhilise yearto date outof 1070 RDS pump
mohilisations which is over 96% success but
crew unavailability continues to be a cause
forconcern.

The numberof primary fires fellin December,
and forecastis within targetand below the
outturn in 2007-8.

Still slight issues with e-mail archiving server
and Swift.

ruary 2009
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Quarterly Measure Description

Compliance & Procurement

Measure
Aim

How embedded is Risk
Managementon a scale of 1
(poor)to 5 (excellent) - measured
by HM Treasury's Risk Maturity
Model

Financial Management

Percentage of | 2m efficiency
savings identified

Strategic Projects

Percentage of Strategic
Programme thatis ‘on target
‘againstplan (as reported to the
Programme office by lead project
managers)

This Quarter

Actual

Target

Quarterly Cabinet Report for Performance and Risk
Forthe period ending 31.12.08

Jul-Sept
2008

Apr-Jun
2008

Jan-Mar
2008

Measure
Trend

End of Comments
Year

Forecast

End of
Year
Target

Measure

Type

3.9

4.1 Increase on lastquarter reflects the
introduction of the new miniservice board
process increasing the focus on risk within
Head of Service teams

75

100 These efficiency savings have been
identified as partof the reprioritisation of

resources as agreed by Cabinet.

95

19

42

95 Reported GREEN = 44%
Reported AMBER = 41%
Reported RED = 15%

Extrapolation of the trend over the past 6
months forecasts a yearend outturn of 64%
of projects on target.

As partofits new assurance remit, Strategic
Projects will supportrecovery action on the
projects showing AmberorRed to improve
this forecast. In addition, the assurance role
will ensure thatrobustplans are in place prior
to future release of capital funding.

Data sourced from CorStrategy and JCAD Thursday 19 February 2009
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Risk Reference

Quarterly Cabinet Report for Performance and Risk
Forthe period ending 31.12.08

Description

Objective at
Risk

Current Planned Actions

Score

GAVII E nsure that major programmes and
12 projects are challenged to deliver

R outcomes within budgetand time frame.

Marcus Elsom

Developmentof Strategic Programme

Marcus Elsom

Completion of the Transformation
Programme

Marcus Elsom

Completion of the Transformation
Programme

Marcus Elsom

Completion of assetdisposal plan

Barry Cooke

Budgetmanagementand tracking of
efficiency savings

Marcus Elsom

Embed and maintain the capital
programme process.

Bob Streets

Ensure thatthe future capital
programme is consistent with approved
levelofrevenue/resources

Barry Cooke

Maintain an effective capital
programme.

Bob Streets

Maintain and operate an effective
capital spend and resource monitoring
framework.

Bob Streets

reassessmentagainststandard)

EEL0 Customer/Citizen |[Failure to deliver the A Thriving
Risk Owner: strategic change projects Island
David Burbage which are key to the One
Director of Island and One Council
Resources programmes as a resultofa

lack of capacity or a failure

to appropriately prioritise
SR3 Financial Failure to achieve the A Modern
Risk Owner: planned savings and Council
David Burbage efficiencies across 2008/9
Director of to 2010/11 impacting on the
Resources delivery of the Council's

strategic and service

priorities.
SR5 Financial Failure to effectively plan A Thriving
Risk Owner: and prioritise for future Island
David Burbage capital investment
Director of requirements.
Resources
SR7 Human Resources |[Failure to deliverthe People A Modern
Risk Owner: Strategy to ensure thatthe Council
Davina Fiore Councilhas a workforce
Directorof Corporate which is appropriately
Services resourced , skilled and

engaged to supportthe

successful delivery of the

corporate direction.
SR13 Contractual Failure to operate robust A Modern
Risk Owner: tendering and contract Council
David Burbage managementoperational
Director of processes.
Resources

Respond to key messages from the Claire Shand
staff survey through delivery of targeted

responses

Developmentand implementation of a Claire Shand
revised HR strategy

Implementation of career development Claire Shand
initiatives

Maintenance of [IP status (successful Claire Shand

Identify and train all staff with
responsibility for letting and managing
contracts on hehalf of IWC

Peter Oakeshott

Review Corporate Procurement
Strategy

Peter Oakeshott

Data sourced from CorStrategy and JCAD Thursday 19 February 2009
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Risk Reference

Quarterly Cabinet Report for Performance and Risk
Forthe period ending 31.12.08

Description

Objective at
Risk

Current
Score
High
12
R

Planned Actions

Disaster Recovery Site - fully
operational.

Owner Target

Score

Richard W illiams

AllCouncil service providers lan Collins
(contractors) to submit theirown B.C

plans to the relevant contract

managers.

Undertake a Strategic level B.C lan Collins

gxercise

Ensure thatthe ICT BC plan is robust,
resilient, fit for purpose

Richard Williams

SR14 Physical Maintaining business A Safe and
Risk Owner: continuity, including the WellKept
StuartLove Council's response to major Island
Director of civilemergencies.
Environment & Disruption to Council
Neighbourhoods services due to ICT and

other failures. Public

health/major

incident/environmental

disasterresults in

widespread disruption and

injury/deaths. Adverse

weatherand climate change

affecting service delivery.

Poorco-ordination with

other primary and

secondary agencies in role

as firstresponder.
SR16 Technological |Lack of resilience to A Modern
Risk Owner: safeguard againstloss of Council
David Burbage data and/or systems
Director of Inadvertentrelease of
Resources personaldata into the public

arena as aresultofa failure
in the secure storage and
transfer of data and/or
written inform ation.

Review of Pandemic Strategy to bring it lan Collins
in line with National Framework
Achieve compliance with the British lan Collins

Standard (BS25999) forBusiness
Continuity

Address District Auditrecommendations

Richard Williams

Implementinfrastructure to increase
ICT resilience

Richard Williams

Implement Configuration Management
System

Richard W illiams

Incorporate corporate DR plansinto ICT

Richard W illiams

ImplementInformation Assurance
Policies & Systems

Richard W illiams

Data sourced from CorStrategy and JCAD Thursday 19 February 2009
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Quarterly Cabinet Report for Performance and Risk
Forthe period ending 31.12.08

Monthly Measure Description  Measure This Month Nov-08 0ct-08 Sept-08 Measure Endof End of Comments Measure

Aim Actual Target Trend Year Year Type
Target Forecast

Culture & Leisure

Netcostperuseracross Leisure q 0.82 0.79 0.67 0.65 p 0.89 -payoutofholiday pay for casualvariable
service () hours staffas a resultofthe Working Time
Directive,approx | 30,000 costs were not
budgeted for .

-poorperformance of seasonal sites due to
weather.

-poolclosures atthe Heights and W aterside
forreactive maintenance.

However, trend is improving.
Numberoflibrary visits per 1,000 p 4950 4460 3945 3374 q 6600 Decembertraditionally sees lower visitor
population (Cumulative) numbers than usual, due to seasonal
closures, and changes to customers'
priorities. If visitor num bers return to typical
levels, we will stillmeetend of year target.
Museum figures have largely been supported
by another strong year from Dinosaur Isle.
Aftera strong showing atthe startof the
year,numbers did notgrow as strongly as
predicted thereafter. The bulk of the museum
visits take place in the firsttwo quarters of
the year. Performance elsewhere has heen
strongestin museums where we have
targetted more advertising, orin the Cowes
Maritime Museum in a facility thatis free and
has anew display.

Attributable to the poor performance of
seasonalsites due to the weather, and
emergency maintenance closure for two
weeks atthe Heights and three days for plant
equipment failure at W aterside Pool.

The economic climate and reduction in
disposable income is having an impact.
However, the trend is improving.

Data sourced from CorStrategy and JCAD Thursday 19 February 2009

Numberofvisits to Museums per p 629 609 571 517 p 710
1,000 population (Cumulative)

Totalnumberofusersacross all p 896479 | 807506 742162 657208 p 1121255
Council Leisure Facilities:

Swimming Pools, SportCentres
& Seasonal Sites (Cumulative)
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