Quarterly Cabinet Reportfor Performance and Risk

Forthe period ending 31.03.09 Measure Type:
NIS = National Indicator Set

LPSA2 = Local Public Senice Agreement

Monthly Measure Description | Measure This Manth Feb-09 Jan-09 Dec-08 Measure Endof End of Comments Measure
Aim Actual Target Trend Year Year Type

Target Outturn
Director : Chief Executive Strategy and Performance Unit

Corporate Policy and Performance Team

54 45 42 37 tu 54 This is 15% fewer than anticipated based
on previous years. The LGO willcomment
on this as partoftheirannualreporton the OHI
IWC performance, normally received in
draft form during late April, early May.
Referrals by directorate for the year:
Community Services - 6
Childrens & YP -8

Env & Neighbourhood - 28

Resources -2

Corporate -2

We responded to 23 investigation
enquiries during the yearand ourrecords
show that (by Directorate) these took:
Childrens & YP -5 average 35 days
Comm Services - 2 average of 28 days E
& N -16 average of 44 days

Complaints referred to the Local q
GovernmentOmbudsman
(cumulative)

Average time to respond to Local q 40 26 40 41 41 p 26
GovernmentOmbudsman (Days)

The LGO willinclude theirrecord of our
performance as partoftheirannualreport.
Theirdraft reporthas highlighed an
average time of 38.8 days to respond, far
inexcess of the 28 target which they set.
For the fifth yearin a row the LGO has not
issued a reportof maladministration with
injustice againstthe authority. We have
recorded 8 local settlements involving the
authority in paying | 5,700 in total.

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

Data sourced from CorStrategy and JCAD Monday 8 June 2009
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Monthly Measure Description

Numberoflearning outcomes as
aresultofcomplaints recorded
on CRM (cumulative)

Measure
|

Percentage of closed complaints
which were fully or partially
upheld

Culture & Leisure

Netcostperuseracross Leisure
service (1)

This Month

Actua

Quarterly Cabinet Reportfor Performance and Risk
Forthe period ending 31.03.09

Feb-09 Jan-09

Target

Dec-08

Measure
Trend

Endof
Year
Target

Endof Comments
Year
Outturn

154 Learning outcomes were recorded against
75 of the complaints logged on the CRM
R system. This was the initial year of
monitoring and is lower than anticipated.
Breakdown by directorate:
ChiefExecs SP Unit-1
Children & YP - 63
Community Serv - 51
Corporate Serv -6
Reports detailing the individual learning
points have been made available to
Directors so thatchecks can be made
againstthem for future service planning.
Env & Neighbourhood - 27
Resources - 7

Measure
Type

75

37 This was being monitored for the first time
this year. 37% of complaints closed on
the CRM system were recorded as either
fully or partially upheld. However 18% did
notindicate any furtherinformation - to he
addressed in 2009/10 with NCOs to
ensure full inform ation.

Gry

OHI

-payoutofholiday pay for casualvariable
hours staffas a result of the 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.

Data sourced from CorStrategy and JCAD Monday 8 June 2009
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easure Description

Numberoflibrary visits per 1,000
population (Cumulative)

Numberofvisits to Museums
(cummulative)

Totalnumberofusersacross all
Council Leisure Facilities:

Swimming Pools, Sport Centres
& Seasonal Sites (Cumulative)

Quarterly Cabinet Reportfor Performance and Risk

This Month

Actual

Target

Forthe period ending 31.03.09

Jan-09

Dec-08

Measure
Trend

End of
fear

p
709.92 669 636 620 q 710
1121254 | 994530 | 922216 | 859562 p 1121255
.89

End

1§
Outt

0f
L [
urn

Comments

Totalreduction of 1.5% in visits during
2008 -09.Thisis to be expected as
Libraries received ¢20,000 extra visitors in
2007 - 08 through the launch of the
pensioners'bus pass scheme.

In the pastyear visits to Dinosaur Isle
have been lower than predicted, hitby the
lack of an Easterin the 2008/9 financial
year, and by a drop in visits to the Isle of
Wightin parts of the year. As a result the
projected increase in visitornumbers was
notachieved butthe service did manage
to keep visitor numbers stable. Visits are
very weather dependent, and as our
highestcharged visitor entry attraction
numbers were pegged atthe end of the
year. Cowes Maritime Museum did
particularly wellas ourone free attraction,
a feature enhanced by its refurbishment
during the course of the year.

Attributable to the poor performance of
seasonal sites due to: the weather;
emergency maintenance closure fortwo
weeks atthe Heights, and three days for
plantequipment failure at W aterside Pool.
The economic climate and reduction in
disposable income is having an impact.
Consistantly 95% of target, final result
96% of target

Data sourced from CorStrategy and JCAD Monday 8 June 2009
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Quarterly Cabinet Reportfor Performance and Risk
Forthe period ending 31.03.09

Quarterly Measure Description Measure This Quarter Oct-Dec Jul-Sept Apr-Jun Measure Endof Endof Comments Measure
Aim Actual Target 2008 2008 2008 Trend Year Year Type

Target OQutturn
Director: Chief Executive Strategy and Performance Unit

Corporate Policy and Performance Team

Numberofcompliments p 196 113 23 tu 234 |Broken down by directorate, compliments
(cumulative) were:
Gry CX-5 OHI
Comm Serv-22
Corp Serv - 35
CaypP -1
E&N-97

Resources - 74

Recentdiscussions with Fire NCO have
identified that many more compliments are
received for Fire Service than are
recorded on CRM due to capacity.

Data sourced from CorStrategy and JCAD Monday 8 June 2009
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Risk Reference

SR21

Reputational

Quarterly Cabinet Report for Performance and Risk
Forthe period ending 31.03.09

Description

Failure to positively

Objective at
Risk

A Modern

Risk Owner:; manage the reputation of Council
Steve Beynon the Counciland its partners
Chief Executive (both locally and nationally)

including failure to

effectively minimise the

reputational impactof

another strategic risk.
SR9 Contractual Failure of the Council to A Thriving
Risk Owner: optimise the service Island

Steve Beynon
Chief Executive

delivery benefits available
from the effective
managementof partnership
arrangements as a result of
missed opportunities
and/orpoormanagement
of partnerships

Current
Score

Planned Actions

Centralmanagementof media

Owner Target

Score

Claire

relationships Robertson
Media Training for key Members and Claire
0 fficers Robertson
Communications Strategy Claire
Robertson
Media Strategy Claire
Robertson

Review of allgovernance
arrangements for existing partnerships

Astrid Davies

Partnership Co-ordination Group -
ensuring a shared approach

Astrid Davies

Self Assessment within ISP - review of
allgroup work

Astrid Davies

Data sourced from CorStrategy and JCAD Monday 8 June 2009



Quarterly Cabinet Reportfor Performance and Risk
Forthe period ending 31.03.09

Monthly Measure Description  Measure This Month Feb-09 Jan-09 Dec-08 Measure Endof End of Comments Measure
Aim Actual Target Trend Year Year Type

Target Qutturn

Director : Directorate of Children & Young People

Learning and Achievement

Numberofparental complaints p 0 4 0 0 q 14 Monitoring measure. There were no
schoolrelated schoolrelated parental complaints in
Blu Gry March.

Data sourced from CorStrategy and JCAD Monday 8 June 2009
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