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Service Delivery and Performance Overview and Scrutiny Committee

Wednesday 21 October 2009 at 6.30pm

The above meeting will be held in the Council Chamber at East Devon District Council Offices,

Knowle, Sidmouth, to consider the matters detailed on the agenda below.

Members of the public are welcome to attend this meeting.
A period of 15 minutes has been provided to allow members of the public to raise questions.
In addition, after a report has been introduced by the relevant Portfolio Holder and/or officer,
the Chairman of the Committee will ask if any member of the public would like to speak in

respect of the matter and/or ask questions.

All individual contributions will be limited to a period of 3 minutes — where there is an interest
group of objectors or supporters, a spokesperson should be appointed to speak on behalf of

group.

The public is advised that the Chairman has the right and discretion to control questions to

avoid disruption, repetition and to make best use of the meeting time.

AGENDA

Public question time - standard agenda item (15 minutes)

Page/s

Members of the public are invited to put questions to the Committee through the

Chairman.

= [Each individual questioner exercising the right to speak during this public

question time is restricted to speaking for a total of 3 minutes.

» Councillors also have the opportunity to ask questions of the Leader
and/or Portfolio Holders during this time slot whilst giving priority at this

part of the agenda to members of the public.

= The Chairman has the right and discretion to control question time to
avoid disruption, repetition, and to make best use of the meeting time.
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To confirm the minutes of the meeting of the Service Delivery and Performance

Overview and Scrutiny Committee of 24 September 2009

To receive any apologies for absence.

To receive any declarations of interests relating to items on the agenda.

To consider any items, which, in the opinion of the Chairman, should be deait

with as matters of urgency because of special circumstances.

(Note: such circumstances need to be clearly identified in the minutes;
Councillors please notify the Chief Executive in advance of the meeting if you

wish to raise a matter under this item. The Chief Executive wilt then consult with

the Chairman).

To agree any items to be dealt with after the public (including the press) have

been excluded. There are no items that the officers recommend should be dealt

with in this way.

Development Management Quarterly Measures Report
1* Quarter — April — June 2009

Members to consider the report of the first quarter of the year relating to
Development Management.

The Portfolio Holder for Strategic Planning Chairman of the Development
Management and are invited to attend.

Preventable Demand Customer Service Centre

Members to consider the statistical information on calis made to the Council
Offices regarding the new Refuse and Recycling Contract.

The Portfolio Holder for Streetscene is invited to attend.
Use of Resources Action Plan

Members to consider the Action Pian on the Council’'s Use of Resources
Assessment to address the Areas for Improvement identified by the external
Auditors, Grant Thornton.

The Portfolio Holder for Resources and the Chairman / Vice Chairman of the
Audit and Governance Committee are invited to attend.

Quarterly Monitoring of Service Plans and Performance Indicators:
2" Quarter 2009/10

Members are asked to highlight any service where they have concerns or
require information.

Benefits Service Inspection

Members are asked to comment and highlight any areas of the service where
they have concerns or require information.

Service Delivery and Performance Committee Forward Plan

Members to note the future work of the Committee in the coming year and
suggest any new areas to be examined.

Pagels
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14 - 42

43 - 52

To follow

53 - 81

82



Getting to the Meeting - for the benefit of visitors

The entrance to the Council Offices is located on
Station Road, Sidmouth. Parking is limited during

/= normal working hours but normally easily available for
/"= evening meetings.

The following bus service stops outside the Council
= Offices on Station Road:

? From Exmouth, Budleigh, Otterton and Newton

Poppleford - 157

The following buses all terminate at the Triangle in
Sidmouth, From the Triangle, walk up Station Road until
you reach the Council Offices (approximately ¥z mile).
From Exeter — 52A, 52B

From Honiton — 340 (Railway Station), 387 (Town
Centre)

From Seaton - 52A, 899

From Ottery St Mary — 382, 387

SIDMOUTH

Please check your local timetable for times.

The Committee Suite has a separate entrance to the main building, located at the end of the visitor
and Councillor car park. The rooms are at ground level and easily accessible; there is also a toilet for
disabled users. The doors to the civic suite (meeting rooms) will be opened % hour before the start
time of the meeting. Councillors are reminded to bring their key fobs if they wish to access the area
prior to that time. A hearing loop system will be in operation in the Council Chamber.

For a copy of this agenda in large print, please contact the Democratic
Services Team on 01395 517546



EAST DEVON DISTRICT COUNCIL

Minutes of a Meeting of the Service Delivery and Performance
Overview and Scrutiny Committee held at Knowle, Sidmouth on

*9

*10

*11

Thursday 24 September 2009

Present: Counciliors:

Steve Hall (Chairman)
Frances Newth (Vice Chairman)

Roger Boote
David Chapman
Brenda Tayior

Officers: Mark Williams — Chief Executive
Chris Lane — Democratic Services Officer
Karen Jenkins — Head of Organisational Development
Denise Lyon- Corporate Director and Deputy Chief Executive

Also Present Councillors:

Paul Diviani

Ray Bloxham
lain Chubb
David Cox

Mike Green
Andrew Moulding

Apologies: Councillors:
Derek Button
Geoff Chamberlain
Vivien Duval Steer
Jilt Etson
Douglas Hull
David Key
Ken Potter
Tony Reed

The meeting started at 6.30pm and ended at 8.20pm.

The Chairman welcomed everyone to the meeting of the Service Delivery and Performance
Overview and Scrutiny Committee.

Public question time

There were no questions from the public raised at this point of the meeting.

Minutes

The minutes of the meeting held on 17 June 2009 were confirmed and signed as a true record.

Improvements to the Scrutiny Function

The Committee received the report originally made to the Scrutiny Committee on 12
November 2008, on the proposed improvements to the scrutiny function for consideration, as
requested by this Committee on 17 June 2009 (minute no *2 refers).
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Improvements to the Scrutiny Function

Members noted the improvements to the scrutiny function that had been made as a result of
the recommendations adopted by the Scrutiny Committee at its November meeting.

The Committee recognised that the Member Development Programme was working very well
and giving Members a better understanding of how to undertake their various roles through
wider development.

New members of the Development Management Committee would receive mandatory
planning training. This training would be in house in early October. The Member Development
Working Group had discussed the issue of training for new Development Management
Committee members at its meeting on 21 September and had recommended that a system of
‘buddying’ be adopted for new members of the Development Management Committee. This
would give further support for new members alongside training sessions.

It was noted that Town/Parish Councillors also needed training on planning issues, but that
there was no plan to extend training to them at present. The Head of Planning & Countryside
Services discussed planning issues at the Town/Parish Council evenings held at Knowle.

The recommendation contained in the report to consider the appointment of a dedicated
Scrutiny Officer was raised, but it was recognised that in the current economic climate and
with the continuing uncertainties over Local Govemment reorganisation it was not a practical
possibility.

RESOLVED: that the report be noted;

RECOMMENDED that mandatory training for new Members and Members on the
Development Management Committee and other quasi judicial
bodies be organized immediately after the election.

Preventable demand in the Customer Service Centre

Consideration was given to the report of the Customer Service Manager, which explained the
volume levels of customer contact with the Customer Service Centre (CSC) from 1 April 2008
to 30 June 2009 in relation to preventable demand which had been captured on the Customer
Relationship Management (CRM) system during this period. This key information was
introduced during the systems thinking reviews and had also been collected nationally from 1
April 2008 as National Indicator 14 (avoidable contacts).

During discussions the following points were raised,;

= the correlation between the roll out of the new recycling contracts and contacts to the
Customer Service Centre,

* many of the calls to the Customer Service Centre were in relation to missed rubbish
bins and recycling boxes;

» preventable demand was an issue which would be discussed at the next meeting on
21 October,;

» the Council had adopted an approach whereby it did not seek to discourage telephone
calls and that there was a member of staff available to answer all calls;

= there were pressure peaks that the Customer Service Centre needed to overcome,
such as when a new recycling contract was rolled out and early mornings.



*12
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*14

Preventable demand in the Customer Service Centre (Cont)

RESOLVED: 1) thatthe Committee revisit the issue of preventable demand in the
Customer Service Centre (CSC) at the next meeting, with the
information to be presented including the 2™ quarter data if available,
and with the relevant Streetscene Officers and the Portfolio Holder —
Streetscene being invited to attend the meeting to up-date the
Committee on proposed action;

2) that any Heads of Service responsible for services where the CSC
deals with preventable demand review their processes in order to
reduce this demand and help ensure that an improved service is
provided to the residents of East Devon.

Draft Performance Management Strategy

Consideration was given to the Draft Performance Management Strategy presented by the
Head of Organisational Development. Members noted that this strategy had been developed
in August 2009 and had superseded the monitoring of Government related Performance
indicators policy, the contents of which were now incorporated into the strategy.

The Council wished to move to a culture of systems thinking which it was felt had benefits for
its customers, the Council was looking to improve the customer experience. The Strategy was
trying to bring together National Performance Indicators and the systems thinking approach.
Members indicated that that they were happy with the way the strategy had evolved and
accepted that this would take the Council forward for the future. it was acknowledged that
there could be conflict between this approach and reporting Performance Indicators; the Audit
Commission may be in opposition to this approach. The Council may need to justify its action.

The Strategy was an attempt to make sure we manage and design services in a way that
meets the customer demand. The data provided was of a good quality, but Members
questioned whether there were would be two ways of reporting, one for those services who
had adopted a systems thinking approach adopted and those who had not yet. Denise Lyon,
Corporate Director reported that it was planned to systems think all services through 2010.

RECOMMENDED: that the Draft Performance Management Strategy as
presented, be adopted as Council policy.

Quarterly Monitoring of Performance - 15t Quarter 2009/10

Consideration was given to the report of the Communications and Improvement Manager on
performance information for the period 1 April 2008 — 30 June 2009, which had been attached
to the report to allow Members to monitor overall performance and identify any areas where
improvement may be necessary.

The Head of Organisational Development took Members through some of the indicators where
graphs on comparative performance had been provided. The way this information had been
presented had been changed and improved to make it clearer for Members; the information
had been arranged around the Council’'s corporate priorities.

During discussions the following points were raised;

= the comments made by the Officers on each Performance Indicator were appreciated
by Members;

» Councillors should have all the information to form their own opinions on Performance
Indicators,



*14  Quarterly Monitoring of Performance - 15t Quarter 2009/10 (Cont)

= highlighting indicators in colour helped Members consider the performance information;

= Officers who had been working to present the information in this new way be
congratulated as it made it much clearer to read,;

= consideration should be given to linking the narrative contained in the report to the
summary on the front page of the report.

RESOLVED: 1. that the report be noted;

2. that the proposed method of reporting Performance
information in relation to the council's corporate priorities be
adopted.

*15  Absence Report Quarter One 2009/10

Members were asked to consider the sickness absence report for the first quarter of 2009/10.
This indicated that the average number of days lost per person for the first quarter of 2009/10
was 2.47 days per person. If the absence rate continued at the same rate as the first quarter
the final outturn figure would be 9.88 days lost per person.

The Head of Organisational Development confirmed that everything possible was being done
to reduce absence through sickness amongst staff, but that things such as swine flu may
increase the number of days lost per person. Interviews were held with absentees on a regular
basis and all staff returning from sickness had a return to work interview. Members were
reassured that the absence situation was being closely monitored.

RESOLVED: that the report be noted;

*16  Service Hierarchy Chart

Members received the current chart outlining the current management structure for the
Council. Members noted that more detailed charts were available and these may become
more relevant when outcomes had been achieved as a result of the Transformation process.
Oificers were thanked for producing the Service Hierarchy Charts .

RESOLVED: that the Service Hierarchy chart be noted.

*17  Service Delivery and Performance Overview and Scrutiny Committee
Forward Plan

Members considered the Service Delivery Performance Overview and Scrutiny Committee
Forward Plan 2009/10.

Members noted that an item entitled “Performance Measures for planning”. would be added to
the meeting on 21 October from the Head of Planning and Countryside Services

RESOLVED 1. that Forward Plan be noted;
2. that consideration be given to having a pre meeting half an
hour before Committee meetings to discuss issues to be

raised at the meetings, when this was considered
appropriate.

CRAITMIAINT it s i m i hvasn EXBT . s i e e



EAST DEVON DISTRICT COUNCIL

Minutes of a Meeting of the Service Delivery and Performance
Overview and Scrutiny Committee held at Knowle, Sidmouth on

*9

*10
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Thursday 24 September 2009

Present: Councillors:

Steve Hall (Chairman)
Frances Newth (Vice Chairman)

Roger Boote
David Chapman
Brenda Taylor

Officers: Mark Williams — Chief Executive
Chris Lane — Democratic Services Officer
Karen Jenkins — Head of Organisational Development
Denise Lyon- Corporate Director and Deputy Chief Executive

Also Present Counciliors:

Paui Diviani

Ray Bloxham
lain Chubb

David Cox

Mike Green
Andrew Moulding

Apologies: Counciliors:
Derek Button
Geoff Chamberiain
Vivien Duval Steer
Jill Elson
Douglas Hull
David Key
Ken Potter
Tony Reed

The meeting started at 6.30pm and ended at 8.20pm.

The Chairman welcomed everyone to the meeting of the Service Delivery and Performance
Overview and Scrutiny Commiittee.

Public question time

There were no guestions from the public raised at this point of the meeting.

Minutes

The minutes of the meeting held on 17 June 2009 were confirmed and signed as a true record.

Improvements to the Scrutiny Function

The Committee received the report originally made to the Scrutiny Committee on 12
November 2008, on the proposed improvements to the scrutiny function for consideration, as
requested by this Committee on 17 June 2009 (minute no *2 refers).
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Improvements to the Scrutiny Function

Members noted the improvements to the scrutiny function that had been made as a result of
the recommendations adopted by the Scrutiny Committee at its November meeting.

The Committee recognised that the Member Development Programme was working very well
and giving Members a better understanding of how to undertake their various roles through
wider development.

New members of the Development Management Committee would receive mandatory
planning training. This training would be in house in early October. The Member Development
Working Group had discussed the issue of training for new Development Management
Committee members at its meeting on 21 September and had recommended that a system of
‘buddying’ be adopted for new members of the Development Management Committee. This
would give further support for new members alongside training sessions.

It was noted that Town/Parish Councillors also needed training on planning issues, but that
there was no plan to extend training to them at present. The Head of Planning & Countryside
Services discussed planning issues at the Town/Parish Council evenings held at Knowle.

The recommendation contained in the report to consider the appointment of a dedicated
Scrutiny Officer was raised, but it was recognised that in the current economic climate and
with the continuing uncertainties over Local Govemment reorganisation it was not a practical
possibility.

RESOLVED: that the report be noted;

RECOMMENDED that mandatory training for new Members and Members on the
Development Management Committee and other quasi judicial
bodies be organized immediately after the election.

Preventable demand in the Customer Service Centre

Consideration was given to the report of the Customer Service Manager, which explained the
volume levels of customer contact with the Customer Service Centre (CSC) from 1 April 2008
to 30 June 2009 in relation to preventable demand which had been captured on the Customer
Relationship Management (CRM) system during this period. This key information was
introduced during the systems thinking reviews and had also been collected nationally from 1
April 2008 as National Indicator 14 (avoidable contacts).

During discussions the following points were raised,

« the correlation between the roll out of the new recycling contracts and contacts to the
Customer Service Centre;

»  many of the calls to the Customer Service Centre were in relation to missed rubbish
bins and recycling boxes;

» preventable demand was an issue which would be discussed at the next meeting on
21 QOctober;

* the Council had adopted an approach whereby it did not seek to discourage telephone
calls and that there was a member of staff available to answer all calls;

» there were pressure peaks that the Customer Service Centre needed to overcome,
such as when a new recycling contract was rolled out and early mornings.
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Preventable demand in the Customer Service Centre (Cont)

RESOLVED: 1) thatthe Committee revisit the issue of preventable demand in the
Customer Service Centre (CSC) at the next meeting, with the
information to be presented including the 2™ quarter data if available,
and with the relevant Streetscene Officers and the Portfolio Holder -
Streetscene being invited to attend the meeting to up-date the
Committee on proposed action;

2) that any Heads of Service responsible for services where the CSC
deals with preventable demand review their processes in order to
reduce this demand and help ensure that an improved service is
provided to the residents of East Devon.

Draft Performance Management Strategy

Consideration was given to the Draft Performance Management Strategy presented by the
Head of Organisational Development. Members noted that this strategy had been developed
in August 2009 and had superseded the monitoring of Government related Performance
Indicators policy, the contents of which were now incorporated into the strategy.

The Council wished to move to a culture of systems thinking which it was felt had benefits for
its customers, the Council was looking to improve the customer experience. The Strategy was
trying to bring together National Performance Indicators and the systems thinking approach.
Members indicated that that they were happy with the way the strategy had evolved and
accepted that this would take the Council forward for the future. It was acknowledged that
there could be conflict between this approach and reporting Performance Indicators; the Audit
Commission may be in opposition to this approach. The Council may need to justify its action.

The Strategy was an attempt to make sure we manage and design services in a way that
meets the customer demand. The data provided was of a good quality, but Members
questioned whether there were would be two ways of reporting, one for those services who
had adopted a systems thinking approach adopted and those who had not yet. Denise Lyon,
Corporate Director reported that it was planned to systems think all services through 2010.

RECONMMENDED: that the Draft Performance Management Strategy as
presented, be adopted as Council policy.

Quarterly Monitoring of Performance - 15t Quarter 2009/10

Consideration was given to the report of the Communications and improvement Manager on
performance information for the period 1 Aprit 2008 — 30 June 2009, which had been attached
to the report to allow Members to monitor overall performance and identify any areas where
improvement may be necessary.

The Head of Organisational Development took Members through some of the indicators where
graphs on comparative performance had been provided. The way this information had been
presented had been changed and improved to make it clearer for Members; the information
had been arranged around the Council's corporate priorities.

During discussions the following points were raised;

» the comments made by the Officers on each Performance [ndicator were appreciated
by Members;

= Councillors should have all the information to form their own opinions on Performance
Indicators;



*14  Quarterly Monitoring of Performance - 15t Quarter 2009/10 (Cont)

s highlighting indicators in colour helped Members consider the performance information;

« Qfficers who had been working to present the information in this new way be
congratulated as it made it much clearer to read;

« consideration should be given to linking the narrative contained in the report to the
summary on the front page of the report.

RESOLVED: 1. that the report be noted;

2. that the proposed method of reporting Performance
information in relation to the council's corporate priorities be
adopted.

*15  Absence Report Quarter One 2009/10

Members were asked to consider the sickness absence report for the first quarter of 2009/10.
This indicated that the average number of days lost per person for the first quarter of 2009/10
was 2.47 days per person. If the absence rate continued at the same rate as the first quarter

the final outturn figure would be 9.88 days lost per person.

The Head of Organisational Development confirmed that everything possible was being done
to reduce absence through sickness amongst staff, but that things such as swine flu may
increase the number of days lost per person. Interviews were held with absentees on a regular
basis and all staff returning from sickness had a return to work interview. Members were
reassured that the absence situation was being closely monitored.

RESOLVED: that the report be noted;

*16  Service Hierarchy Chart

Members received the current chart outlining the current management structure for the
Council. Members noted that more detailed charts were available and these may become
more relevant when outcomes had been achieved as a result of the Transformation process.
Officers were thanked for producing the Service Hierarchy Chanrts .

RESOLVED: that the Service Hierarchy chart be noted.

*17  Service Delivery and Performance Overview and Scrutiny Committee
Forward Plan

Members considered the Service Delivery Performance Overview and Scrutiny Committee
Forward Plan 2009/10.

Members noted that an item entitled “Performance Measures for planning”. would be added to
the meeting on 21 October from the Head of Planning and Countryside Services

RESOLVED 1. that Forward Plan be noted;
2. that consideration be given to having a pre meeting half an
hour before Committee meetings to discuss issues to be

raised at the meetings, when this was considered
appropriate.
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Development Management Quarterly Measures Report
1% Quarter — April — June 2009

Introduction:
This quarter has been one of consolidation and settling down with the new system. The working
principles for all levels of staff — frontline, managers and leaders have been embedded in the working
practices to such an extent that they are not seen as a separate subject but are now instinctive. The
retevant principles for frontline staff are;
1. Making sure all work done focuses on the planning applicant.
The teams own the casewark, not the individuals.
Make sure as far as possible all incoming information is clean.
Be accountable for raising issues and looking for solutions.
Be adaptable to the needs of the customer as they change
Know what ‘good’ looks like
Make sure all outgoing communications are clear.

NOoOookwn

For managers they are:

Resolve issues raised by frontline staff.

Ensure frontline staff focuses on the customer's needs.

Prepare for changes in the workload/staff resourcesflegislation etc in advance.
Ensure skills are improved by organising training.

Move resources to meet customer demands

Reduce waste in the system

Monitor performance and react positively to changes.

MOk wM=

Performance this quarter has seen some significant improvements,

Leading Measures
E2E Times in the 5§ Work streams

Planning applications - (i) All decisions (major, minor and other) Ap! - Jun 2009
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All applications:
With the E2E time now at 48.8 days for the quarter, this is an improvement over the previous quarter's
figure of 57.2 days.

Minor applications:
This quarter: 55.5 days (improvement)
Last quarter: 69.3 days

Other applications:

This quarter: 48.8 days
Last quarter: 48.4 days

(ii) Minor applications Apl - Jun 2009

Qtr 1 Api - Jun 09 - Minor Decitions hsucdl

200

E2E Times

. Tl L h'@x, KA h 1k ]..,’\,.‘
LA )| ik \'Arnf 'b_J"V L”W!w ." wv _rv:mjw.

o
1{* i‘;ﬁ -;" o@\ 16‘ -15* u‘f‘ &0:@& d‘,‘.‘f‘ &:ﬁé& qe@") Sl x S }0:'@) S‘O"(‘d' Y &&&@;ﬁe,‘\;&o‘;‘\z@o‘ﬁd@'&&
R B sy

Applicalion Numhnn




(iii) Other applications Apl — Jun 2009

Qtr1 Apl - Jun 09 - Other Dedlslons Issued. | e

303

2504

) . e T —— e gy -
ﬁﬁ:&&c&&o eSSt 193 R A A RPN R O R S O S T e
-\""-.“;:‘ﬁ’-ﬁ N.,;é -."‘:' «ﬁg&(\ "?é *é.;)é\tﬁ‘;\ ..ﬁ‘ of &‘!‘.5\ ‘& -éri\ci‘__w X b e ,d‘ KA X as) A ,\J‘@Q‘, ,"f';}" ‘\".:lf.\;\ Q@éy.{tﬁ\nﬂd .,‘,!36 v d{t\
dﬁfféf@&wf@ﬁg’;@%&w SIS ﬁs@@@ﬁﬁéﬁ%&f?ﬁ%@ﬁ@@% )
Applicaion Numbais
)
1 | | ﬁ:‘n‘:“ ,:
lcLo |
Analysis

There has been a two week improvement in the decision times for minor category planning
applications which has brought down the overall time taken for major, minor and other applications to
be determined by 9 days showing that there continues to be a steady improvement in service
performance since the new system became embedded and the old backlog of files was removed.

There were 373 applications on hand at the beginning of the quarter and 371 at the end of June,

which is 20 applications more on hand at any given time than for the last quarter, but indicates that no

backlog of applications has built up during the quarter.

Actions Taken

There is still an identifiable gap between applications completing their consultation exercise and the
decision being issued as well as some batching of decisions. It is our intention to drill down
through this to see if we can do anything to reduce this happening.

Pre Application Enquiries

The average time taken in April - June quarter was 16.1 days, the previous Quarter being 20 days.

Analysis
This is satisfactory.

Actions Taken

None required.
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Permitted Development Enquiries Jan-March 2009

These took 1.5 days during this quarter, a reduction of 2 days on the previous quarter.

Analysis

Again this is satisfactory.
Actions Taken

None required.

Minor Amendments

The average E2E time for the quarter remains at 1 day.

Conditions Discharge

The average E2E time for the quarter was 12.5 days, a reduction of 1 day on the previous quarter.

Analysis

The number outstanding has increased from 28 at the end of the quarter to 56 now although the E2E
trend has remained steady. This is because the number being received has increased, as there has

been no slow down in actual turnaround times.

Actions Taken

Nothing specific required - this work stream is not top priority and has to be fitted in around other

activities.

Value & Preventable Demand Survey

The survey took place during 2™ — 13" Jun 2009

Mar 09 Jun 09 Mar 09 Jun 09
Value Demand Value Demand Preventable Demand Preventable Demand
Telephone 63.3% 62.8% 36.7% 37.2%
Post 85.5% 90.3% 14.5% 9.6%
Email 75.1% 69.7% 24.9% 30.3%
Analysis

Telephone: Preventable demand increased by 0.5%. 494 calls were received during the week and
the highest ‘preventable’ request was ‘can you give me an update on my/my client's

application — 78 instances.

Post: Preventable demand reduced by 4.9% - Volume of letters has reduced from 255 to 124.
Principal reason for this reduction is the use of email.

n



Email: Preventable demand increased by 5.4% - 191 emails were received during the survey, -
107 emails were objections/expressions of support toffor applications.

Analysis
The percentage split between value and preventable demand remains steady to two thirds, one third.

Actions Taken
Preventable demand came down from 40% before Systems to 30% where it has remained steady.
This needs a re-review and will be added to the Issues log.

Capability of Point of Transaction Survey

The survey took place between 13" - 17" July 2009

Phone Calls % Post % Email %
“Mar 09 Jul09 | Mar09 | Jut09 Mar 09 Jul 09
One Stop £66.9 77.9% 90.5 99% 89.9 93.1%
Pass back 6.2 6.4% 3.2 0 3.1 1%
Pass on 21.8 10.3% 57 1% 7.0 57%
Pull down 1.52 425 0 0 0 0
Call back 3.43 1% 0 0 0 0

Analysis
[n ali categories the one stop category has improved which is beneficial for the customer,

Actions Taken

Nothing specific required at this time.

Lagging Measures:
Applicant Satisfaction Survey

Development Contral: The survey carried out during this quarter showed a return of 96
satisfaction, with 80% scoring the service 8 or above. This is a 1%
increase on the previous quarter. The total number of applicants
contacted was 57.

Actions Taken:
None required

Staff Morale

All the teams of the service have recently been through a Happy Healthy Here audit via a
questionnaire, focus group session, a feedback session and the creation of action plans. The overall
impression is that the staff in development management have overcome their initial concerns and
problems associated with a major change in their working practices and have now setiled down weli
with the new system as the results above testify.
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Budgets
No specific actions under this heading this quarter.

National Indicator Returns

N157 a, b, ¢:
Type DCLG Quarter This Quarter
Target Jan - Mar Apl - Jun
Major applications 60% in 13 weeks 16.6% 50%
Minor applications 65% in 8 weeks 62.50% 72.46%
Other applications 80% in 8 weeks 82.50% 82.68%

These statistics show a very crude representation of performance and do not accurately reflect the
notable improvement in all the workstream activity. They focus only on certain categories of planning
application and give a retrospective three month average.

Nevertheless, there has been a notable improvement in performance in the minor category where we
have always struggled to meet the Government’s target.

BVPI 204 Appeals Allowed:

Target Last quarter Jan- March This Quarter April-June
Local/national 35% 35% 22.2%

Analysis

Appeals are a very volatile measure and the percentage can vary enormously in proportion to the
number of appeal decisions received in the quarter. However we are now performing above the
National Average of 35% appeals allowed (the smaller the number the better). The number of appeals
has also gone down as we ensure that only the truly defendable cases get refused. To some extent
this contradicts our ‘say yes to good development’ as we are obliged to pass moderate development
but our reduced success rate with appeals was causing concern and needed to be rectified.

Future Projects

1. We are intending shortly to examine the question of capacity ~ the workload relationship to the
number of staff in order to understand what level or resources are required as workload
increases or decreases. However this must take into account the size of case, the amount of
work necessary to ensure a clean application and the complexity of the problems a
development throws up and not just be a numbers exercise.

2. We are also intending to try to measure the added value our input has on applications to see
whether we are achieving our purpose of 'saying yes to good development.’

Be e Nl Dakapred” 4

g
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Agenda Item 8

Service Delivery/Performance Committee

21 Qctober 2009

Systems Thinking

Preventable demand in the Customer Service Centre

Summary

This report explains volume levels of customer contact with the Customer Service Centre (CSC)
over a comparable period of one month following each roll out of the refuse and recycling scheme
in phases | and Il. The data is split into value and preventable demand. Value demand is what we
are here to do (‘Can you get rid of rats in my garden’, ‘I've lost my dog’, ‘I've seen an abandoned
car’) and preventable demand is as a result of us failing to do something (‘*You've missed my bin’)
or getting something wrong (‘1 can’t understand the letter you've sent me'). The report also includes
customer service performance levels.

Recommendation

Members consider the work we are doing to reduce preventable demand in our services.

a) Reasons for Recommendation

One of the critical measures we are using to understand what a service is like from a customer
point of view is the split between value and preventable demand.

Individual services, such as Planning and Benefits, who have been reviewed are reporting
preventable demand already to members in their Measures Reports. This is the first time we
have captured the information corporately using the Customer Service Centre data.

b) Alternative Options

Members can consider the frequency with which they receive this data, but 1 wouldn't
recommend not seeing it, given that it can help improve our services greatly.

t) Risk Considerations

If we don't pay atiention to preventable demand, we risk continuing to provide services which
don't meet our customers' needs.

d) Policy and Budgetary Considerations

This report helps members understand one of the ways we are trying to achieve our Corporate
Priority “Excellent service for our customers”.

e) Date for Review of Decision
Quarterly with performance information.

Main Body of the Report

1. Following the introduction of Systems Thinking within EDDC it was decided that all contacts
to the Customer Service Centre should be tagged as 'Preventable’ or ‘Value' demand.
Also, in 2008 the National Indicator (NI) 14 — Reducing Avoidable (or Preventable in our
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terms) Contact was introduced, which basically asks all councils for this same data... This
work has enabled reports to be generated which show where and when preventable contact
has taken place. For the purpose of this report we have reviewed a comparable period of
one month following the roll out of phases | and 1l of the refuse and re-cycling scheme.
Both periods are based on a 5 week month and similar number of residences within the
district would have been affected.

If we look at Appendix A we see the call volumes, cases (enquiries which generate an
action) recorded on Lagan (the Customer Relationship Management-CRM system) and
total preventable demand.

During the period reviewed (September 2008) a total of 22,890 calls were received by the
CSC, 4275 of these were recorded on the Lagan system. Of these recorded contacts 54%
were tagged as preventable. 51% of this preventable contact came about as a result of the
promotion and change in collection days before Phase 1 of the new recycling scheme.

During the period of phase Il roll out (July 09) the amount of calls received in the CSC was
24,406, but only 2963 cases were recorded on Lagan. This shows that even though the
amount of calls increased, the number which required action fell dramatically compared to
the same period in phase |. We believe this is because we received many calls from our
elderly residents asking for:

. confirmationof the day of collection already given in the information leaflet
. reassurance that they had understood what they had read, for example, what they
should place in each receptacle.

The table in this paragraph indicates how preventable demand during the two comparable
periods has decreased. This is especially evident when we look at the figures for refuse
and re-cycling.

Comparable Phase | & Il period

September 2008 July 2009
Total calls 22,890 24,406
Total Cases recorded | 4275 (19% of all calls) 2963 (12% of all calls)
Total Preventable 236814 (54% of all cases 1409 (47% of all cases recorded)
Contacts recorded)
Total Preventable 2181 ( 51% of all cases 1268 (38% of all cases recorded)
Refuse and Recycling | recorded)
contacts

In between the two comparable periods a number of actions were taken to improve service
delivery and also communication to our residents. These actions will continue and also be
reviewed as each phase is introduced.

e« The lagan reporting system was changed to highlight those properties whose
recycling and refuse bins had been missed on 3 occasions or more in the last 6
months. See appendix E. As a result a process was introduced to allow the refuse
and re-cycling supervisors to monitor these properties to ensure that collection had
taken place.

* Working groups were established to review leaflets advertising the new scheme,
changes were made to enhance the literature and make it easier to understand.

» Regular meetings with SITA were held and problems were
identified and solutions sought.

Important points to remember are:
o The total calls in Appendix A include switchboard enquiries
some of which are street scene and bin calls and also other
service areas within the CSC
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¢ A dedicated ‘bin’ telephone number has been introduced. This number was then
advertised on literature relating to the refuse and re-cycling scheme. This enables
us to allocate staff to purely handle these enquiries only.

» Grade of service (GOS) is the number of calls answered within a 20 second target
(7 rings). This is a Key Performance Indicator that has been agreed locally in
Devonand is used as for benchmarking purposes with other councils. Appendix A
indicates that GOS in July 09 far exceeds that of September 08. This was a result
of the knowledge base gained from the experiences of phase |, more
understandable literature of the refuse and recycling scheme and also the fact that
in phase | we had the additional issue with the change of collection day for the
whole district as well as supporting phase | of the roll out.

8. Overall, the level of service within the Customer Service Centre has improved over the
comparable periods and now remains consistent. The service provided to residents by
our Contractors has also improved significantly and is monitored on a monthly basis.

Legal Implications
There are no legal implications.

Financial Implications
With the reduction in preventable demand this leads to efficiencies which can in turn reduce costs

Background Papers

0 Appendices
O A - Overall Call Volumes and Grade Of Service
B — Preventable Contact September 08

o

C - Preventable Contact July 09
D - Call Volumes and Grade of Service on Street Scene and Dedicated bin lines
a E - Summary of Persistent Missed Bins

o

Cherise Foster Extn 1535 Service Delivery /Performance
Customer Service Manager 21 October 2009
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OVERALL CALL VOLUMES GRADE OF SERVICE

Sep-038 Jui-09
CSc
off 6677 5853
Ans 5966 5678
Lost 711 175
% Ans 89% 97%
GOS % 63 76
Ave time before ans(secs) 47 28

Sep-08 Jut-09
S/B
Off 18664 15108
Ans 16924 18728
Lost 1740 380
% Ans 91% 98%
GOS 60 86%
Ave time before ans{secs) 22 15
Total Calls Sep-08 Jul-09
Off 25341 24961
Ans 22890 24406
Lost 2451 555
% Ans S50% 98%
GOS 62 81
Ave time before ans(secs) 34 22

Sep-08 Jul-09
Cases recorded on Lagan
Total contacts 4275 2963
Preventable Contact 2308 1397

54% 47%

Absence 12% 24%
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