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Processing times and accuracy of revenues and 
benefits claims are down against performance 
targets.  Plans are in place to address this.  
Council wide sickness levels have fallen 
consistently each month.  Management 
information is available to managers including the 
top 100 cases of sickness.  There are no 
significant budget variations at this time of the 
year and most delivery plans are on track. 

Customer Services and Business Transformation 
is beginning its post restructure consolidation and 
rebuilding of staff morale. Early signs are 
encouraging with exceptional performance in 
terms of speed and quality of service - and the 
Reception team that dealt with our busiest 
November ever for face to face customers - over 
6,000 individuals through the doors in a month. 
We received nearly 30 compliments for Reception 
staff, with all but one naming individuals who 
delivered excellent service, which was very 
encouraging. We are also well advanced in 

Finance, assets and efficiencies has made 
significant progress against budget delivery plans 
and are now projecting an end of year 
underspend. Significant spend has been taken out 
from the Revenues and Benefits service which is 
now below Unitary benchmark on cost - a clear 
plan is in place to improve performance in terms of 
processing times and accuracy - this improvement 
will commence early in the new year.

The council wide average days’ sickness per FTE 
(based on the previous rolling 12 months) has 
consistently fallen each month.  For November 
2010 – October 2011 it stands at 10.12 days 
(compared with 12.88 the previous year).  
Management information is available to managers, 
including the top 100 cases of sickness.  

All ICT performance indicators are performing well 
and it is expected that they will meet their end of 
year targets.
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encouraging. We are also well advanced in 
preparation for taking on customer service 
apprentices early in the new year.
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    Delivery Plans - November 2011
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    Performance 

No Red Indicators No level 2 or 3 indicators No level 2 or 3 indicators

November - Overall year end forecast November - Overall year end forecast November - Overall year end forecast

November - Overall year end forecast 100% 

Indicator Definition November 11/12 Target/ 
Forecast 

BV078a Time processing new 
claims

28.92 days 20 days

BV078b Time for processing 
notifications of changes of 
circumstances 20.53 days 15 days
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    Risks 
ICTFinance, Assets and Efficiencies

Information Governance (compliance with 
statutory requirements, information 
sharing, information security) (16)

MTFS issues (20)

Non realisation of cashable savings from 
Strategic Procurement project (16)

Delivery of the Accommodation Strategy (16)

Finance Assets and Efficiencies: MTFS 
issues (20)
Finance Assets and Efficiencies: Non 
realisation of cashable savings from 
Strategic Procurement project (16)
Finance Assets and Efficiences: Delivery of 
the Accommodation Strategy (16)
ICT: Information Governance (compliance 
with statutory requirements, information 
sharing, information security) (16)

  HR - Sick days per Employee
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Employee Engagement Index 
Scores
Council's overall score :
 2010 - 57%
 2011 - 62% (prov)
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