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1. INTRODUCTION 

1.1 

1.2 

This report has been prepared to advise members about performance in relation to 
Environmental Services. This service comprises Land Services and Facility Support 
Services, previously of Community Services, and Planning and Development, 
Protective Services and Roads and Transportation previously of Planning and 
Environment. 

The report details performance in relation to the progress against Planned 
Improvement Actions contained in service improvement plans, performance 
management framework indicators, corporate standards, statutory performance 
indicators and key performance indicators for the period October 2006 to March 2007. 

In addition this report provides details of: 

0 Areas of strength/achievements 
Any areas requiring some improvement 

0 Proposals to address any area of concern; and 
0 Accreditation and awards received 

2. SERVICE DELIVERY REPORTS 

2.1 The performance has been reported on as noted below:- 

(i) Service Improvement Plan Monitoring Report 

This report provides an update in relation to the achievement of relevant key 
tasks, as specified in the approved Community Services and Planning and 
Environment Service Improvement Plans. 

The combined Service Improvement Plans contain 16 Planned Improvement 
Actions and 54 associated key tasks. 

Of the 54 key tasks associated with the Planned Improvement Actions 51 are 
on target. 

Planned Improvement Action Progress Report is attached as Appendix 1. 



An area for further improvement is Absence Management. The Planned 
Improvement Action is Implementation of Absence Management Policy. We 
have implemented the policy and training across all sections. However, the 
anticipated outcome from this action was an improvement in attendance levels 
across the service by 0.5%. Currently, 4 Services have still to achieve their full 
target. We will continue to regularly monitor absence and compliance with and 
standard operation of the policy. 

(ii) Performance Management Framework Indicators 

At its April 2005 meeting, the Policy and Resources Committee approved new 
performance management arrangements, including internal reporting cycles for 
new service level performance measures which incorporate improvement 
targets and exception reporting. 

These indicators are reported on a Divisional basis. There are 71 indicators 
across the 6 Divisions within Environmental Services, of which 19 still require 
some improvement to reach their targets. The exceptions report attached as 
Appendix 2 details those indicators which fall behind or exceed their target . 

(iii) Corporate Standards Compliance 

The reporting on these standards indicates that there was a high degree of 
compliance with only a few exceptions in the period. 

(iii) Statutorv Performance Indicators 

There are a number of indicators that the service is required by law to produce 
and publish annually. Information on their performance is prepared and 
monitored on a quarterly basis. 

The services performance was on or above target for 73% of the measured 
indicators. Of the remaining indicators, 18% were within 10% of the target. 

Main areas identified for improvement are in relation to waste disposal and 
number of complaints per 1,000 households 

(iv) Kev Performance Indicators 

The service has developed a number of non-statutory indicators to measure its 
performance against key areas of activity. Against these indicators, the service 
has also suggested a number of targets. The results show that the service is on 
or ahead of these targets for 65% of the reported indicators. Of the remaining 
indicators 38% are within 10% of target. 

Some areas have been identified as requiring further action including 
notification of accidents within set timescales. 

3. PERFORMANCE - STRENGTHS AND AREAS FOR IMPROVEMENT 

3.1 Environmental Services have had a considerable number of achievements in recent 
months. A limited selection of these is highlighted below. 



3.2 

+ Under the APSE Award category “Parks & Horticultural Services” North Lanarkshire 
Council won “ Most Improved Performer” 

+ Four council owned woodlands have been awarded a total of f557,609 from 
Forestry Commission Scotland for re-vitalisation work to be undertaken 

We are addressing areas requiring improvement in performance in relation to Statutory 
Performance Indicators. In respect of waste disposal, the deterioration is due to 
increases in direct refuse disposal costs of f 1.2m and inclusion of Strategic Waste 
Fund for Recycling centres of f937k. Targets were predicted prior to known landfill 
tax increases and Strategic Waste Funding expenditure. However, it should be noted 
that when cost of collection and disposal are combined performance is on target. This 
reflects the positive investment in waste management and recycling and the service is 
ahead of its programme for spend. 

In relation to number of complaints, the recording methodology was altered in July 
2006 to include all complaints received, following external audit report. Previously only 
justified complaints were reported under this indicator 

3.3 In relation to Key Performance indicators, a number of sections are not meeting targets 
for notifying the services’ Health & Safety Unit of minor and reportable accidents. 
Managers have been advised of requirement to comply with set timescales. 

4. ACCREDITATION AND AWARDS 

4.1 In the period January - March 2006 the service has achieved the following awards or 
quality accreditations: 

0 Cemeteries Service attained Chartermark 

0 Cleansing Sales achieved Chartermark 

5. RECOMMENDATION 

The Committee is asked to note the contents of this report. 

The full report is available in the Members Library. 

For further information regarding this report please contact Jean Douglas, Policy and Development 
Manager on 01 41 304 181 6.  



Appendix 1 

North Lanarkshire Environmental Services 

Review of Service Improvement Plan 2005106 to 2007/08 for Land Services and Facility Support Services 
Progress against Planned Improvement Actions October 2006 to March 2007 

Planned Improvement Action 
PIA1 
Implementation of Best Value including 
Corporate & Departmental Action Plan, 
current phase of Service Best Value 
Improvement Actions Plans, Quality Plan and 
new performance management 
arrangements 

PIA2 
Meeting efficient government target 

Achievement Commentary 
There are 4 Service Key Tasks associated with this Planned Improvement Action. 

1. We have implemented the actions as per agreed timescales. 

2. Four Best Value Reviews have been completed and implementation of actions is generally on 
target. Final draft of SLAs have been prepared and discussed with appropriate departments. 
However, we are still awaiting final confirmation of agreement from departments. Further work 
has been carried out on Transport review and a further appraisal exercise concluded. 

A further 4 reviews are being undertaken throughout 2006 and 2007, these being, Janitorial and 
Caretaking. Three separate reviews for the different aspects of the Countryside & Landscape and 
these will all be finalised in the first half of 2007/2008. 

3. We are well ahead of the overall corporate target in relation to quality accreditation. Four major 
services achieved IIP during the year, namely Building Cleaning, Catering, Grounds Maintenance 
and Estates and Transport. Chartermark was achieved for Cleansing (Commercial Sales)- 
Service and Cemeteries for Services All services have an appropriate form of accreditation, while 
many of them have more than one. 

Most sections are on target to attain quality awards as per departmental plan. However, 
Countryside and Landscape are awaiting confirmation of assessment visit dates from SGS, 
Charter Mark assessment body. 

4. New performance management arrangements are now operating within the Department. 
Current management accounts indicate that the department is projected to achieve all budget 
targets, including the impact of efficiency savings. 

Note: Where a Planned Improvement Action has more than one Key Task associated with it, the number of Key Tasks has been specified. 



Appendix 1 

Planned Improvement Action 

PIA3 
Implementation of Absence Management 
Policy 

PIA4 
Implementation of race equality action plan, 
DDA development and diversity in service 
delivery 

PIA5 
Implementation and development of 
National, Corporate and Service strategies 

Achievement-- Commentarv 

We have implemented the new Absence Management Policy. We have rolled out a standard 
interpretation of the absence policy and training on this to all sections. 

The sickness absence policy continues to be communicated and reinforced to managers and 
employees through briefing sessions and managers update meetings. Flexible training materials 
have been revised and tailored in line with the new policy and disseminated across divisions. 

One of the 5 divisions is reporting that they are behind target for quarter two for chief officers and 
local government employees. One division is behind target in respect of craft employees. We will 
continue to monitor this performance indicator and compliance with the policy and standard 
operation. 

There are 3 Key Tasks associated with this Planned Improvement Action. 

1. We have produced a Race Equality Action Plan to enable us to review policies and procedures 
as well as service delivery mechanisms to ensure compliance with the General Duty. 

We have completed a number of Impact Assessments in respect of a variety of policies and 
service provision within the service and we are in the process of reviewing our service users and 
membership monitoring arrangements in line with corporate guidance. Training has been carried 
out for managers and front line staff as appropriate to help raise awareness of cultural diversity. 
Section diversity representatives are cascading training in cultural diversity to all staff. We are 
reviewing our marketing and communication arrangements in line with corporate guidance. 

3. The Council’s Disability Equality Scheme was published in December 2006. 

4. New Council equal opportunities policy has been approved and is subject to consultation. 

There are 8 key tasks associated with this Planned Improvement Action, detailing a variety of 
national, corporate and service strategies and plans for which we have input. These include 
Corporate and Community Plans, Child Protection Framework for Standards, Public Access 

Note: Where a Planned Improvement Ac re than one Key Task associated with it, the number of Key Tasks has been specified. 



Appendix 1 

Planned lmmovement Action 
and plans 

PIA6 
Implementation of Asset Management 

PIA7 
Implementation and development of 
Corporate and Service IT systems 

Achievement Commentary 
Strategy and Government’s Healthy Eating Agenda. 

Ne are generally on target with all associated tasks relating to the detailed strategies and plans. 

In respect of development of a Motivation Strategy for the Service, the family fun day has been put 
3n hold with the possibility of extending it to include all council employees. 
Zelebration of achievement ceremony and gold star awards have taken place. A Spring 
Conference has been organised for Environmental Services staff. 

However, the 

Work has been completed on identifying the asset split for new services out of the former 
Community Services property responsibilities. 

A major review of the suitability of all former Community Services properties has been completed. 

There are a number of system developments associated with this Planned Improvement Action. 
First phase of PECOS implementation has been rolled out in conjunction with central procurement 
team. Next stage of roll out has commenced according to agreed plans. 

Cyborg personnel management and absence module has been implemented in Land Services 
and Support Services. However, Facility Support Services will continue to utilise the Building 
Cleaning Management system which will interface with Cyborg. 

We are continuing to work with corporate personnel in order to effectively implement the 
development work which is currently being undertaken by the Administration Service. 

We will commence a rolling programme for issuing licences for RTIX, the Council’s training 
system, to sections May 2007. In order to allow them to maintain training records in respect of 
course bookings, etc. 

Web bookings implementation date agreed. 

We will continue to work with the appropriate central services regarding the implementation of 

Note: Where a Planned Improvement Action has more than one Key Task associated with it, the number of Key Tasks has been specified. 



Appendix 1 

Planned ImDrovement Action 

PIA8 
Implementation of outcome of job 
evaluationlharmonisation 

PIA9 
External fundinglincome generation 

Achievement Commentary 
these above-mentioned corporate systems. However, their implementation is dependent on input 
from these services in order to complete. 

The Council took a decision to implement the Job Evaluation pay and grading model effective from 
the 6th November 2006. 

We will continue to address any issues in line with Corporate guidance. 

There are 4 Service Key Tasks associated with this Planned Improvement Action. 

1. External Funding Planning/Action Group has been set up to produce a 3 year work programme 
for lottery funding. 

2. 

e 

a 

We continue to seek to increase external funding to enable additional and enhanced facilities 
and services. Update on external funding is noted below: 

Heritage Lottery Fund contacted to supply copies of Parks for People programme for 
distribution across service. 
Funding Secured includes: 
+ Award of approximately f500k from Forestry Commission for woodland management 

works announced. 
+ SNH: f 16,800, Central Scotland Biodiversity Group: f9,500 towards SINC: A Biodiversity 

Audit & Update - Phase1 
+ Scottish Executive: f4,000,000 towards Free Fruit initiative for 2006/09 
+ Scottish Executive: f420,OOO towards Hungry For Success 2006/09 

3. We have implemented initiatives to increase income to the service including a review of Land 
rents on M&D’s leases 

4. We have identified the potential for disposal and income including leases. Grounds 
Maintenance and Estates have put a plan in place to reduce and rationalise leases. Countryside 
and Landscape Cable Ski Tow development is at tender stage, in addition, SCP Sports Pitch 
development opportunity has been advertised for expressions of interest. 

Note: Where a Planned Improvement Action has more than one Key Task associated with it, the number of Key Tasks has been specified. 



Appendix 1 

Planned ImDrovement Action 

PlAl 0 
Improved internal and external 
communication, including marketing 

PlAl I 
Implementation of the first phase of Strategic 
Waste Management Action Plan 

Achievement Commentary 

There are 4 Service Key Tasks associated with this Planned Improvement Action. 

1. We have introduced a communications matrix and regular team briefings are taking place 
within all Sections to help improve internal communication. In addition, Performance Review and 
Development plans are in place for all sections. 

2. Current methods of external communication being reviewed including establishment of CO- 
promotions throughout year for major events, which commenced June 2006 at Flower Festival. In 
addition several Sections are seeking accreditation/reaccreditation to various quality initiatives. As 
part of this process internal and external communication methods are reviewed and revised where 
appropriate. 

3. New marketing guidelines will be produced to assist both Section Managers implement 
improved marketing of services across the service. 

4. Individual promotionaVmarketing plans have been produced for each customer/campaign. 

In preparation for implementation of WEEE directive TV, Computers and other specialised WEEE 
materials are now being diverted from the Special Uplift Collection Service and recycled by a 
specialist reprocessor. Waste compositional exercise has been undertaken within one Recycling 
Site, with the final report now being analysed to implement some of the recommendations to 
improve the efficiency of the sites. 

North Lanarkshire were unsuccessful in their bid for a food waste trial for in vessel composting 
however have continued discussions with a number of operators with a view to the implementation 
of a similar scheme at a future date. 

Note: Where a Planned Improvement Action has more than one Key Task associated with it, the number of Key Tasks has been specified. 
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Review of Service Improvement Plan 2005/06 to 2007/08 for Planning and Development, Protective Services and Roads and Transportation 
Progress against Planned Improvement Actions October 2006 to March 2007 

Planned Improvement Action 

PIA1 

Develop our staff by ensuring the services 
are structured and resourced with skilled 
employees to deliver performance driven and 
dynamic services to meet customer needs 

PIA2 

Improve and modernise service delivery by 
continuing to implement the department’s 
framework for service improvement 

4ch ievemen t Commentary 

Continue programme of lip activities. Action plan developed and implemented 
TDR changed to include core competencies and name changed to PRD in line with corporate 
requirements. 

Technical and Professional requirements reviewed and under discussion with PersonneVJob 
Evaluation Team. 

There are three key tasks associated with this Planned Improvement Action. 

1. Charter Mark Building Standards Works - Pre-assessment carried out, action plan addressed, 
Final submission being prepared for June, 2007. Accreditation date arranged for July, 2007. 
Charter Mark: Economic Development - Pre-assessment booked for April, 2007 with accreditation 
date proposed for July, 2007 
Charter Mark: Food Safety - assessment arranged for May, 2007. 
Chartermark for full Environmental Health service was achieved in April 2006 
Lean Management Thinking (LMT) team identified. New mail processes identified and agreed 
with Planning and Development service. Implementation May 2007. 
Department customer consultation framework approved and Customer Consultation implemented 
for 2006/7. 
Balanced scorecard for Environmental Health was developed and first assessment was 
undertaken in November 2006. 
Communications plan for 2006/07 developed and implemented 
P&D ICT strategy agreed by Service Management Team E-Planning Programme established 
(Board and project teams in place ) 

2. Self assessment and peer review exercise completed. 

3. Consultants report on the development of a records management plan for the department draft 

Note: Where a Planned Improvement Action has more than one Key Task associated with it, the number of Key Tasks has been specified. 
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Planned Improvement Action 

I PIA3 

Facilitate and promote the regeneration of 
North Lanarkshire through the development 
and implementation of strategies and 
projects in partnership with economic 
development agencies, in line with North 
Lanarkshire's Economic Regeneration 
Framework 

Achievement Commentary 
?etention schedules finalised and issued to Head of Administration for consideration and approval 
by the CMT. 

There are five key tasks associated with this Planned Improvement Action 

1. We have Increase training and employment opportunities for disadvantaged residents and 
exceeded our targets in respect of Delivery of courseslprogrammes, assistance to clients and 
helping people into jobs. 

2. A new regeneration statement document for NLC is currently at draft stage 

Neighbourhood Plans in place for each area. Neighbourhood Improvement Plans currently at 
consultation stage 

3. We have implemented findings of the strategic review of Business Support Services including 
withdrawal from international trade activity, we are behind in some targets, these being: 
-+ Advise and support 185 businesses, 144 companies supported 
+= Awarding and investing fl,357,347 in loans and financial support, f518,906 in loans and 

financial support awarded to local companies 
-+ 329 employees trained, over 80 employees trained 

4. Regarding the development and implement key physical regeneration projects, 
Implementation plans and draft joint venture agreements for two development projects have 
been completed. Year one target of f3m spend fully committed and marketing plans 
developed for Airdrie Business Centre. 

5. Implementation plan for the development of NL Construction Skills Academy for North 
Lanarkshire to be completed. However, Construction Skills Academy forms part of a wider 
action plan incorporating Corporate Policy Development, Procurement and Training & 
Employment initiatives. Construction Section Action Plan draft complete 1 8th May 2007 

Note: Where a Planned Improvement Action has more than one Key Task associated with it, the number of Key Tasks has been specified. 
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Planned Improvement Action 

PIA4 
Sustain external funding by identifying and 
maximising opportunities for levering 
external sources of finance, including 
European, Lottery and private sector 
funding, to fund regeneration projects 

PIA5 

Ensure services are aligned with national 
policy developments, comply with national 
legislation and are appropriately aligned to 
achieve the North Lanarkshire Partnership 
key objectives 

Achievement Commentary 

Genesis system completed and tested with roll out in May 2007 to be combined with grants 
tracking system which is in the final stages of development. 

Bids submitted to Lottery for Parks for People, big Lottery and Young People’s Fund. North 
Lanarkshire Connections Project developed with Social Work department and one project is 
currently being developed with Learning and Leisure department. A bid was submitted to Parks 
for People to develop Burngreen Park. 

Action plans completed and presentations given to all departmental SMTs where key projects 
were identified. 

There are 13 key tasks associated with this Planned Improvement Action. 

Areas covered include assisting food businesses to meet statutory responsibilities in respect of the 
Food Hygiene (Scotland) Regulations 2005, meeting targets within NLC Anti Social Behaviour 
Strategy, Implementation of actions contained in Glasgow & Clyde Valley Area Waste Plan, 
Implementation of road safety and engineering measures to meet UK targets, development and 
implementation of asset management plan. 

The divisions are generally on target with all associated tasks relating to the detailed strategies 
and plans. 

Note: Where a Planned Improvement Action has more than one Key Task associated with it, the number of Key Tasks has been specified. 



APPENDIX 2 
Performance Management Framework 
Exceptions Report 
Quarter 4 200612007 

Indicator 

There are three types of exceptions reports: 

Refuse collection & Disposal Net cost of collection 
(combined domestic, commercial & domestic bulky uplift) per 
premise 

0 

0 

0 

First Report: The first time an exception report is made 
Progress Report: If performance is still failing the next quarter, a progress report 
is required 
Final Report: Once performance is back on track, a closure report should be 
presented 

Targetlband 
Surpassing or failing target band 
Reason 

Division: Land Services 

f53 
Surpassing: f7 .27 below target 
NIA 

Sickness Absence 

Risks and opportunities 
Action 
Resource implications 
Timescale 
Directors comments 

Statutory Performance Indicators 

NIA 
NIA 
NIA 
NIA 
NIA 

I Progress Report: May 2007 1 



Indicator Refuse Collection & disposal : Net cost of disposal per 
premise 

inclusion of Strategic Waste Fund for recycling centres of 
f937k 

Targetlband 
Surpassing or failing target band 
Reason 

f47  
Failing: f8.56 above target 
Due to increase in direct refuse disposal costs of E l  .2m and 

First Report: May 2007 
Indicator IRefuse Collection Comdaints: No of comdaints Der 1000 

Risks and opportunities 
Action 

Resource implications 
Timescale 
Directors comments 

Targetlband If32 
Surpassing or failing target band IFailing: 6.79 above target 

Low 
Higher disposals costs reflects the increase in landfill tax 
and gate fees associated with both landfill and recycling 
disposal. Targets for hids indicator have been revised for 
2007I2008 to reflect this 

NIA 
NIA 
Targets were set ffor this indicato prior to known landfill tax 
increased and Strategic Waste Funding Expenditure. This 
reflects the positive investment in waste management and 
recycling and the servicce is ahead of its programme for 
spend. 
Note when cost of collection and disposal are combined 
perforamnce is on target. This reflects the positive 
investment in waste management and recycling and the 
service is ahead of its programme for spend. 

Reason I 
Risks and onoortunities I 

J 

Action 
Resource implications 
Timescale 
Directors comments 

Payment of invoices 

Indicator 

Targetlband 
Surpassing or failing target band 
Reason 

Risks and opportunities 

The number of invoices paid within 30 calendar working 
days of receipt as a percentage of all invoices paid 

85.80% 
Faling:40.66% below target 
We have been advised by Corporate Finance that there 
were backlogs within Creditors Section which has had a 
significant impact on this indicator. 

Low 



IAction Action has been taken to improve this indicator and raise 
awareness of timescales. Dip throughout January and 
February, however this has improved March. It should be 
noted that this dip was due to backlogs in creditors section. 

Division: Facility Support Services 

Resource implications 
Timescale 
Directors comments 

Sickness Absence 
First Report: 26th April 2007 
Indicator I Chief Officials and local government employees 

NIA 
Immediate 
Will receive maximum management attention to ensure 
timescales are met 

I Targeuband 

Surpassing or failing target behind 

Reason 

15.92% 

Failing: 0.98% above target 

Long term sickness absence 

Risks and opportunities 

Action 

Resource implications 
Timescale 
Directors comments 

Medium 

Short life working group established to look at current 
absence management arrangements to report with 
recommendations by the end of April 07 

None 
I mmediate 

Indicator 

Target/ band 
Surpassing or failing target behind 

Reason 

The number of invoices paid within 30 calendar days of 
receipt as a percentage of all invoices paid 

85.80% 
Failing: 23.97% above target 

We have been advised by Corporate Finance that there 
were backlogs within Creditors Section which has had a 
significant impact on this indicator. 

Resource implications I NIA 
Timescale I Immediate 

Risks and opportunities 
Action 

Low 
Action has been taken to improve this indicator and raise 
awareness of timescales. Dip throughout January and 
February, however this has improved March. It should be 
noted that this dip was due to backlogs in creditors section. 

Directors comments Will receive maximum management attention to ensure 
timescales are met I 



Service Indicator 
Progress Report: 26th April 2007 
Indicator ITotal school meal uptake 

144.92% 
Targetl band 

Surpassing or failing target behind 
Reason 

Failing: 6.36% Below target 

Implementation of Hungry for Success in the Secondary 

I lSchools accounts for the-drop off in uptake. - 1  

Action 

Resource implications 

Timescale 

I 
Risks and opportunities IMedium 

Various initiatives taking place re increasing meal members 

Use Hungry for Success funding but require resources to 
upgrade school dining rooms and kitchens 

Ongoing programme of investment within available 
resources 

~ 

First Report: 26th April 2007 
Indicator Chief Officials and local government employees 

(Directors comments I I 

Action 
Resource implications 
Timescale 

Division: Support Services 

None 
Immediate 

Indicator 

I 

Targetl band 13.29% 

The number of invoices paid within 30 calendar days of 
receipt as a percentage of all invoices paid 

I 

Surpassing or failing target behind IFailing:1.57 % above target 

Targetfband 
Surpassing or failing target behind 
Reason 

I 

Reason ILong term sickness absence 1 

85.80% 
Failing: 26.85% below target 
We have been advised by Corporate Finance that there 
were backlogs within Creditors Section which has had a 
significant impact on this indicator. 

IRisks and opportunities IMedium I 

( Directors comments I I 

(Risks and opportunities (Low I 



IAction 

Resource implications 
Timescale 
Directors comments 

~ ~ 

Division: Planning & Development 

Action has been taken to improve this indicator and raise 
awareness of timescales. Dip throughout January and 
February, however this has improved March. It should be 
noted that this dip was due to backlogs in creditors section. 

NIA 
Immediate 
Will receive maximum management attention to ensure 
timescales are met 

Indicator 

Targetlband 

Surpassing or failing target behind 

Reason 

I IRisks and opportunities I Low 

Working days lost by Chief officers, administrative, 
professional, technical and clerical 

5.00% 

Surpassing:2.80% 

The service continues to monitor and identify any underlying 
trends in sickness. This is proving to be a successful 
strategy and is keping the % at this acceptable level. 

Action NIA 

Resource implications 

Timescale 

IRisks and opportunities 

NIA 

Immediate 

ILOW 

Indicator 

TargeVband 

Surpassing or failing target behind 

Reason 

I 

Action I 

Written correspondence replied to within 14 days 

100% 

Failing:l8% below target 

The service continues to monitor performance in replying to 
mail and expects to show an improved performance. 

I Resource implications I NIA I 
Timescale Immediate 



Directors comments 

Indicator 

Targeuband 

Surpassing or failing target behind 

Reason 

Written correspondence replied to within 14 days 

100% 

Failing:14% below target 

Attention will continue to be given to trying to ensure that as 
near as possible to 100 % of Service charter 
correspondence will be responded to within 14 days. 

1 I Risks and opportunities I Low 

Action 

Resource implications 

Timescale 

Directors comments 

NIA 

Immediate 

Indicator 

Target/ band 

The number of invoices paid within 30 calendar days of 
receipt as a percentage of all invoices paid 
87.30% 

Statutory Performance Indicators 
First Report: 26th April 2007 
Indicator ]The percentage of consumer complaints completed within 

Surpassing or failing target behind 

Reason 

Risks and opportunities 

Action 

Resource implications 
Timescale 
Directors comments 

11 4 days 

Failing: 12.60% below target 

We have been advised by Corporate Finance that there 
were backlogs within Creditors Section which has had a 
significant impact on this indicator. 

Low 

Action has been taken to improve this indicator and raise 
awareness of timescales. Dip throughout January and 
February, however this has improved March. it should be 
noted that this dip was due to backlogs in creditors section. 

NIA 
Immediate 
Will receive maximum management attention to ensure 
timescales are met 
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Reason 
Risks and opportunities 

The number of consumer complaints has increased 

Indicator 
Targetlband 
Surpassing or failing target behind 

For those complaints requiring a site visit, the average time 
72 
Surpassing 

Reason 

Risks and opportunities 

Timescale I 
Directors comments 

The time taken to respond to incidents has been greatly 
reduced since the introduction of the antisocial behaviour 
out of hours noise team. This target is now recognise to be 
unrealistically high and will be adjusted in the future 

Division: Roads & Transport 

Timescale 

Indicator 
Targetl band 
Surpassing or failing target behind 
Reason 

IRisks and opportunities I I 

For those requiring formal action, the average time (days) to 
60 
Surpassing 
Good performance recorded against this indicator, although 
the number of non-domestic noise complaints requiring 
formal action is low 

Action I 
Resource implications 1 

J 
Risks and opportunities 
Action 
Resource implications 

Timescale I 
Directors comments 

Indicator 

Surpassing or failing target behind 
Reason 

Targetlband 

I First Report: 26th April 2007 1 

Written complaints replied to within 14 days 
100% 
Failing:M% 
Mail records are being investigated. 

24 



idicator 

-argetlband 
iurpassing or failing target behind 

Zeason 

Percentage of Traffic Light repairs completed within 48 
hours 

98% 
Failing : 6% below target 

The performance on this indicator has been aggravated 
because new LED lights are being installed. This results in 
fewer faults occurring but those that do arise take longer to 
repair. 
By the end of 2005 there were 157 signal installations of 
which 58% (91) had been upgraded to LED heads. The 
current upgrading programme has increased this to 73% 
(1 18 out of 161 signal installations) by 31 March 2007. 
As can be seen from the graph below the number of traffic 
lights which require to be repaired shows a marked 
downward trend and whilst the performance indicator has 
reduced marginally the reliability and performance of the 
signals has improved significantly. 

tisks and opportunities 
{ction 
tesource implications 
7mescale I 
Xrectors comments 

Traffic lights - number of faults 

1,000 

600 1 
500 4 
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