Fi 01

95 21%

96.21%

10000

01.24% 91.52%
95.98% | 96.76%

91.74%,

91.65% | 91.85%
98.00% | 98.147%
B2.35% ‘

92.55%

G2.06% 51.85%
O7.HT% 100%

___D SRR

91.72%

to the Council’s workforce.

Quarterly statement showing reconciliation between feeder
systems (including AR/AP modules) and the main FMS within 25 | qgarter Jan-12
days of quarter-end.
Monthly statement showing the completed reconciliation
FM 02 |between the bank account, cashbook and FMS within 21 days of Month Now-11
the month end.
Produce accurate year-end accounts/statements for approval in
3 -1
Fho statutory timescales, which are ungualified by Auditors. Foa hinzh
Completed monthly budget monitoring statements at cost
FM 04 |centre level with variance analysis within 25 days of the month Month Nov-11
end.
Provision of an overall financial commentary report to the CFQ
Fi 05 within 30 days of the month end, Sk Rt
Number of e-creditor payments made exceeds 84.6% of the total
FM 06 |[creditor payments made including revenues and benefits Half Year Mar-12
payments.
The number of undisputed invoices paid within 30 days exceeds
4] -
Fm 07 97% of the total payments made. Ll sl
Analysis of loans and investments outstanding plus performance
FM 08 |against the 7-day market rate produced within 5 days of the Hanth Mov-11
month end.
Operate all loan and investment transactions in accordance with
‘ -11
FM 09 the Council's Strategy, lending policy and counterparty list. Laall) Ha
FM 10 |Monitoring report for the VAT Partial Exemption Limit provided
within 21 days of the quarter end. Quarter Jan-12
Accurate completion of all statutory and regulatory returns
FM 11 within scope, to agreed deadlines. o A
Oreanisational Development
OD 01 |Production of quarterly performance information for all Council
Services. Quarter Dec-11
oD 02 Approved response given to all media enquiries within 2 working Month i
days.
0D 03 |Production of employment correspondence following
recrultment, variation or other changes within 5 working days. Quarter Dec-11
0D 04 |Quarterly report on recruitment activity by standard equality
categories. Quarter Dec-11
0D 05 |Half yearly report on training activity by standard equality
categories. Half Year Mar-12
oD 06 Production of monthly sickness absence data by service area and Moath NereaA
type.
0D 07 |Support is provided within 1 working day in relation to the BEEd
matters arising from employment policies or procedures. Quarter )
0D 08 qu{ality Impact Risk Assessments completed on identified Aol Jul-12
Policies.
oD 09 ProduFe an annuat profile of the Council’s workforce. Meet Annual May-12
equality targets,
oD 10 Employee health and well being promotional activities gnnudl i3z
completed. k.
- 2 -
oD 11 Job e'vall:!atlons completed 2 working weeks from receipt of Nl 12
information.
0D 12 |Equal Pay Audit that includes gender pay analysis. Annual May-12
oD 13 Achievement of key priorities within the Council's Workforce ARG May12
Development Strategy.
oD 14 Monthly internal newsletter produced, approved and circulated Month Nov-11

_F-_ y
i |
hliicd |

81, 76% 91885
93.80% 95,365
100%

100%

90.33%

99.12%

100% -




OD 15 |Support the production of a Public Information Document as — = Hia : - o i . T T ;
required by the Council. Quarter Dec-11 _ﬁ —I : Nia I 1 Na Hia | N/a Hia
™ - - - - — — — : = |
oD 16 Achievement of actions within the Council’s Consultation o May-12 e | : | |
Strategy. gg : - SH L 1, e , ¥ i ——
oD 17 Achievement of actions within the Council’s Communication Annual May-12 !m \ \ |
Strategy. Sl -t | ] et ol \ | ) _
oD 18 ::::r:evement of actions within the Council’s Health & Safety prisd May-12 W | } i
. | — ] - 1
0D 19 |To complete annual programme of health & safety inspections. Annuat May-12 @: '
o] P ' s —— N R ]
To support the annual review, completion and production of the o LN w | ]
0D 20 Council’s Corporate Plan in line with the timetable set. Anntel Mar:i2 J‘l'ﬁ I 1
T rt th L revi leti d production of th e e 7 _ } : R
© support the annual review, completion and production of the . | - i
0b 21 Sustainable Community Strategy in line with the timetable set. aanel May12 “-:! ‘ :
Draft, develop, co-ordinate and submit in agreed format .
0D 22 |information for external assessment on the Council and services.| Month Nov-11
To agreed timescales .
0D 23 |To complete the bi-ennial Place Survey to an agreed timetable o | d
g i ¢ Annual N/a i Wiz Mta Hia: Mia Hia Hia Mia: (Nia H/a Hia. Mia Hia Nia: Mia Hia
oD 24 To complete an annual employee survey. To an agreed Aot Feb-12
timetable
Maintaining accurate information on the Council’s website with =i = ; : . - o . S — "
; . ; 100% 100% 95, 78% 100% 100%
OD 25 | ew content edited and published within 3 Working Days. Anpial Aug-12 10 190% i 1 1o jods S 1% i : ; L i
P01 |Deliver all print requests on time agreed with user Quarter Dec-t1 100% 99.21% | 99.60% 100% 100% 100% 100% 98.61% SB.76% 100%
Payrolls are produced and run in accordance with the Council’s f
PAY 01 schedule to meet pay dates for staff, employees and members. LD =By 11 -
All authorised payments for salaries, wages and allowances are
PAY 02 made by the pay date and are 95% accurate. (Sas Hovet
ICT Services
IT 01 |Deliver 22 key stages of ICT Strategy as approved by the Council |  Annual Aug-12
ensuring compliance with all [T govemance standards set out in 18.18% 18.18% 18184 18,184 II.?H 22.73% 27.70% 22,724 23704 22,70 22.78% 12T D.Hi‘- 1.28%
s ) 1 | Fai f L L PR { -
IT 02 |Service Reporting. Month Nov-11 by woa |
IT 03 |Overall Service Rating. Measurement of Customer Satisfaction. Annual Jan-12 |
T 04 Complaints/ escalation handling. Report on data monthly and Motk Nov-11 1004
ensure all escalations followed L B
IT 05 |5 Projects successfully delivered. Annual Mar-12 | 01 4 B0 e
IT 06 |Accurate Back Ups taken in accordance with the agreed process. Month Nov-11
SD 04 Severity 1 incident Respond to 100% within 30 mins and fix 90% | Quarter Dec-11 100% 100% 100% 100% in Wﬂﬁ i 1‘@7 1 _10@5 '7 71m“7 ‘m = 100k
within 4 hours and 100% within 16 hours Quarter Dec-11 i i 100% 100% 0% 180% 100% 1006 | 100% 100% | 100% 100%
sp oz |severity 2 incident. Respond to 100% within 1 hour and fix 90% | Quarter Dec-11  |& 100% 1008 | 100% - 100% 100% 100 | 100% 100% ~100% 100%
within 8 hours Quarter Dec-11 100% T 160% _ 100% 100% | 100% 100% 0% | 100% Bl
sp 03 Severity 3 Incident. Respond to 100%$ within 8 hours and fix 90%| Quarter Dec-y ' 1005 00% | 100% 7@0‘3 s 100°% ., 100% 100% 008 | 100%7 - 100%
within 40 hours Quarter Dec- 11 ~ 100% 100% 100% 1008 | 9om 9901 | 100% - j00R 100% 100%
spog |5everity 4 incident Respond to 100% within 8 hours and fix Quarter Dec- 11 100% 1005 | 100% 0% | 100% _does | 1008 _ ook | 1008 100%
within agreed timescales Quarter Dec-11 | | t00% 100% | 100% 100% fO0% ~ 160% | 100% 1008 | 100% 100%
sp o5 |IT Service Desk availability. Answer 80% calls within 20 seconds. | Quarter Dec-11 | gnook | i ] S S b [ (i 100%
Abandonment rate below 6% Quarter Dec-t1 | & | —— . = 7 —l 1 i 0:33%
First time fix - at first point of telephone contact with the = ] o . ; i ; i i 7 : o ol
X il Annuat Mar-12 BN nia n/a nia 6% | 73008 | 74ex | 73w 472% | 7278 | 74.86% 7673% | 7894k | esa1n | seoex | ansex




sD 07 Ong.cnng reductions i.n incident semce.desk calls per desktop f—— Aug-12 {-'ﬁ* i Wi N ;5 | 4-3095 T 15.!3-\‘.'1
device per year. 5% in year 1 {cumulative) N R |

SD 08 |Incidents receiving a follow up call from the Service Desk. Guarter Dec-11 w 20.00% 20.00% i 13.36% 13.32% 14.13% 15.69% 19.61% 15.09% 18.29% 21.77%
Ensure stable up to date secure IT infrastructure in place for the e s i|

Sb 09 Council. PC/Server refresh, Produce & implement annual plan Apuat i "m #‘L 1

SA 01 |Overall SAT Average (Network, Electoral, etc..) Quarter | Dec11 J_!;M_ 1 o 1006 | 99.81% "99.94% | 100% 100% 1002 100% 100% 99.41%

sA 02 [overall SA2 Average (Printers, Fraud, etc..) Quarter Dec-11 00000 | 99.48% 9.74% | 99.19% 99.40% | 99.26% 99.37% 99.99% 99.61% 99,454, 98.53%

$A 03 |overall 5A3 Average (CMIS, IT Service Desk etc..) Quarter Dec-i1 | mBggx |  100% 100% | 100% __100% 1680% 100% 100% 99,89% 100% 99.25%

T 01 |Telecom system availability. Quarter |  Dec-if 95,006 | 99.99% 1005 | 100% 100% 99.99% 99.99% 99.99% 99.99% 100% 99.68%
e . - I == |

Bl 01 Identify projects and fmtlatl-ves acr.(’ s the Council to achieve Annual Mar-12 LA nia nia nfa: nia nla: | n'a nfa nia { On'track On track On track | -Ontrack On track On track On track

year on year net cash releasing savings. ] 1 i - | ] i y Mg TEEPN B 7 1
— - - : = — : === ) — et
pioz |ereased level of efficiency savings through Partnership Annual Mar-12 1w [ o nia nia nia nta | nia nia nia | Ontrack | Ontrack | Ontrack | Ontrack | Ontrack | Onitrack | Ontrack
working. Year on year realisable cost savings e e o T | i W | 1 [ b ; Wid | 2 . ]
— — — N = i I - e — e (e
Coe-ordinate the Council's Business Improvement Plan and act as " ; =it ; i ) [ | 1 |
B1 03 a catalyst to deliver the plan. Review all services within 3 years i N1z 1004 i 25 ies ey ik 175 Zi% A5 ATS AT | Aas Bak Wk ! A5 il
- i ] |
— = . - — = - - + :
Co-ordinate the Council's Procurement Improvement Plan and o _ _ j o \ : _ _ : ]

BI04 |act a5 a catalyst to deliver the plan. Review all services over 3 Annual Mar-12 m 1% I% % | 5% 6% 1% 20% 0% 0% 30 \ 45% 45% 45%, 5% 5078
years | S— = J

Bl 05 Dfaliver Key Stages of Procurement Strategy. Action Plan and T Mar-32 : ﬁ e 24 3% 5% | % % 17% 305 0% 0% \ 455 50% S0 S0% 0
biannual update of procurement strategy [ _

C501 |Abandoned telephone calls. Month Nov-i1 4

C5 02 |[Percentage of telephone calls answered within 20 seconds. Menth Nov-11 ' W

€S 03 |Percentage of customer satisfied (Telephone). Month Nov-11 | 5.0
Percentage of personal callers with who initial contact is made B

504 within 3 minutes of arrival. Ll -l M
Percentage of personal callers not kept waiting more than 20 A

CS05 | inutes after arrival. il Noweid 99.000

€S 06 |Percentage customer satisfied {Personal callers). Month Now- 41 0%

CS 08 |Percentage of contacts classed as avoidable (NIS 14). Month Nov-11! i

HB 01 |Accuracy of claim assessment (in month) Quarter Dec-1% : | s.00% | 94.a0% . 0% 96,00% 98, 00% 100% 97.22% §7.00% S.7T0% 54, 00%

i — —11 "5 : : .

W o2 [Averase time for processing new HB and CTB claims (calendar | o - Dec-11 | | 2284 2038 | 2099 20,57 21.78 1347 15.75 14.10 11,45 12.85 16.32 15.72 15,37
days in month measured quarterly). [ | : | : : : i
Average time for processing notifications of changes of ) ' 1 B

HB 03 |circumstances claims {calendar days in month measured Quarter Dec-11 Jm = 14.32 ‘ 12.77 13.49 12.60 15.78 12.23 12,75 1093 6:58 T2 4,92 B2l B.14
quarterly). - '_' i = |

HB 04 |Completion of initial, mid year and final HB and DHP claims. f.'-?wgrﬁiriq'.' :

Tri -annual Mar-11 fl e

HB 05 |Production of monthly Performance monitoring report. Month Nov-11  BywD 21

Hp gg LA eror subsidy recorded as a percentage of all subsidy Annual Mar1z | wodge | otz | otz | ooz | oaze | ooms | oam | oo 0.03% 0.05% 044% | 09123 0.16% 0. 14% 0.14%
{cumulative). | CERATRN : | B 1k i 25 W it hEH i | b i
Percentage of cases requiring a Rent Officer decision passed to s : . | . ; } oy : i e~ -f; Wiy, === el s

HB 07 |£ in accordance with agreed SLA. Annual May-12 1o0n oo | 100% 100% mm.r | 100% | 100% 100% _ ___T?fo____ ‘ m;_. 100% : | . mma 100% L _IuF!_!Jﬁ - 100%

3 Iy s — o= | ‘ - = : f
HB 08 :ﬁ:{;mlmm 3s a result of errors identified in the subsidy Annual Nov-11 ETLTe NIA ; NfA | NiA wa | owa | wa N/A NIA ! NIA /A wa | na N/A N/A WiA
. ___. L R BRSNS JI‘_____ — — - I = "______';if‘ L = —_— — = — ‘!‘,,_,':, — —_— -

CT 01 |Council Tax - in year collection Annual mar-12  [e7a0e | 48.82% | 58.44% | 6830% | 77.53% | 86.36% | 95.29% | 96.75% L 12.03% 21.28% 30.45% | 39.72% 49.01% 58.55% 6547

CT 02 [NNDR - in year cotlection Annual Mar-12 G608 | 46.27% | 58.79% | 68.47% | 7714 | 85.48% | 9d.47% | 95.35% 9.14% 18.14% 28.04% | 39.45% 48.47% 59.05% | 68.84%

CT 03 |Council Tax Arrears collection Annual Mar-12 | 26708 13.26% | 1499% | 1647 | 17.64% | 18.93% | 19.95% | 21.54% 4.50% 7.20% 9.80% | 12.20% 14.07% | 15348 | 167w

: g T - 1 - | = - = = 1 )
i | : | | 1

proy [Annual Percentage of overpald Housing Benefit collected in year | =, -, Mar-12 34208 | 1894n | 2105% | 23.76n | o9 | 26008 | 2753 28.74% 4.06% 8.71% 11.89% | 1a.78% 17.80% 20.31% 21.76%

as a % of aoverpaid HB raised in year and arrears brought forward E i | g
—— ——— ——— | —_ — == ——
D o e T [ = i ol B ! o PRl |1, il ] el e e | a—— iy .

bR |Annual Percentage of sundry debtor income (excluding HB Annual Mar-12 82.60% g4k | 87.26% | 9rezx | mlaax | s0.68% | 7e.62% 81.91% 16.72% 32.18% 5.5 | 59.90% 63.38% 57.11% 70.88%
overpayments) collected in year ST L | -] G - e Rl || L ) :




