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1. Introduction

1.1. As part of the Council’s ongoing development to performance management and reporting,
2021/22 sees the next stage in how we measure and report Council performance
(alongside the standard finance and statutory reporting framework).

1.2. The Council has produced 96 new Key Performance Measures for 2021/22, and these
measures relate to each of the Council’s three new Corporate Objectives as part of the
Council’s new five-year Corporate Plan (2019-2024)

1.3. These measures are “outcome” based measures, meaning that they identify key
deliverables for the authority that actively work towards meeting the Corporate
Objectives, and will allow for greater accountability and transparency. This will mean that
the public, Members and Officers can clearly see how the Council is performing against its
objectives, and if it isn't, then why it isn't.

1.4. The narrative from each service highlights the key activities, issues and outcomes that
they have been working on, delivered or encountered during the last quarter and these
directly correlate to achieving the Council’s Corporate Plan.

1.5. The Community and Wellbeing Services have now been absorbed between services areas
of Law and Democracy and Customer Service and Transformation. In addition, new for
2021/22 are KPI's which relate to HR and sit within the SLT service area.

2. Corporate Performance

2.1.The following report provides analysis and statistics on the performance of the indicators
used to monitor our progress against the Council’s new Corporate Objectives.

2.2.There are three main objectives, with these being:

= Building, Protecting and Empowering Communities
= Growing the Borough Economically
= Providing Excellent Services

2.3.There are 96 Key Performance Indicators for our Corporate Plan Objectives. These are
categorised by each objective and service delivery arm. Each target has been graded
using the Red/Amber/Green status ranking system.

There is also a “blue” ranking and this is for indicators where work has yet to begin, and
therefore cannot be ranked. Finally, there is a “white” rating where the indicator cannot
be met due to circumstances outside of the Council’s control. The scoring system has
been applied using the following definitions:

Green Target fully achieved or is currently on track to achieve target
Indicator is in danger of falling behind target
Red Indicator is off target or has been completed behind the deadline target.

2.4.0ut of the 96 indicators, 84 were due for reporting as at the end of the financial year.
Although we start to recover from pandemic there are some areas where the Council is
taking a cautious approach and continue to display responsibility to our residents on any
potential risks and therefore some impact on reporting KPI's and the ability to deliver is
recorded. And the ability to deliver and these have fallen into the white and blue
categories.



Of the 84:

63 were green status

17 were amber status

5 were red status

This equates to 75% Green, 20% Amber and 5% Red status. In 2021/22 new KPI's have
been compiled and approved. The following table identifies the Council’s performance, by

objective and service delivery section.

In comparison the final quarter of 2020/21 completed the year with percentages as
follows 82% Green, 6% Amber and 12% Red.

Chart 1: Performance Table by Corporate Objective
Number of P Number of
Indicators ercentage Indicators
All Targets Due

Corporate Priority

Number of
Indicators

Quarter One 2021/22

Percentage Percentage

Overall Performance

Building, Protecting and Empowering
Communities 22 76% 7 24% 0 0%
Growing the Borough Economically 16 89% 2 11% 0 0%
Providing Excellent Services 25 68% 8 22% 4 10%

Chart 2: Performance Table by Service Delivery

Number of
. Percentage
Indicators
All Targets Due

Quarter One 2021/22 Number of

Percentage Percentage

Indicators

Overall Performance

Built Environment 23 72% 6 19% 3 %%

Customer Service & Transformation 13 100% 0 0% 0 0%
Finance & Resources 5 45% 5 45% 1 10%

Law & Democracy 21 78% 6 22% 0 1%

SLT 1 100 0 0% 0 e

3. Built Environment Update

3.1 2020-21 Housing Capital Programme

Our Capital works programme is now in full flow. We are coming to the end of the spring
programme and we are on target to deliver significant home improvements to 78 homes. A
similar number of households are scheduled to benefit from modernisations as part of our

summer programme.

We have also completed or have commissioned block improvements to properties on King

Street (new roofs), Elizabeth Court and Junction Road (door entry systems).



We have also started working on a number of property adaptations (council housing stock)
in order to reduce the number of outstanding major adaptation requests (currently 8 major
work requests outstanding).

See Appendix 1.
3.2 Housing Options and Homelessness

Our Homelessness position remains relatively stable with around 25 households where the
Council have accepted a Homelessness Duty, half of which are single people or couples with
no dependents and half being families. We have started to extend our offer to those who
are approaching the Council as Homeless and we are currently piloting a Rent Deposit
Guarantee Scheme by which we will provide a written guarantee to Private Sector Landlords.
We currently have two landlords who are happy to work with us through this scheme which
has helped us to secure accommodation for two single applicants who were struggling to
raise a deposit and pay a months’ rent in advance. We hope to expand and extend on this
pilot in addition to looking at other ways to work with the Private Sector.

The moratorium on evictions came to an end in May, but we have yet to experience a
significant increase in numbers of people approaching the Council as potentially homeless.

3.3 Gas Safety

Gas safety is at 100% compliancy. The team have worked hard to resolve issues of non-
compliant households as a result of the issues relating to the pandemic and we are at a
stable position in terms of our gas servicing procedures.

We have refined our process and procedures in respect of our management of this service
and we are confident that our position of 100% compliancy will be maintained throughout
the year and we have also built in emergency measures, in our process, to ensure we are
able to carry out our servicing work in situations such as have been experienced in the last
18 months.

3.4 Lightbulb

The partnership wide Disabled Facilities Grants performance dashboard is attached at
Appendix 2.

Headline information for Oadby and Wigston Borough is that:

e 10 DFG's were completed in quarter 1 — despite the pandemic and issues with
demand and supply within the construction industry. Of these, 6 were of a value
below £5,000 and 4 of a value between £5,000 and £15,000

e The average completion time was 9 weeks. After Melton Borough, this is the quickest
completion rate in the County and well below the target of 20 weeks. We have
consistently held this position over the last year.

e DFG available at the start of Quarter 1 - £887,000

e DFG spent of committed - £182,000

e DFG available at the end of quarter 1 £705,000

In addition, during Quarter 1

e 79 referrals for adaptations were made by Oadby and Wigston’s Housing Support Co-
ordinators in the Borough. These are smaller scale adaptations performed to meet
clients’ needs thus preventing them from needing to apply for a DFG. The dashboard
is attached at Appendix 3.

e 84 ongoing referrals of support were made from the Housing MOT's, for services to
ensure the resident is safe at home i.e. fire alarms and carbon monoxide detectors
through to aids to support independent living



Recruitment commenced for the Assistive Technology post
e Staff were recruited to the Hoarding Project and the project is now getting underway
e Plans are under way with the Dementia Action Group in Leicestershire to develop the
offer from Lightbulb for Dementia patients.

3.5 Void Calculation

In previous years the void calculation was defined as the number of days a void property
was undergoing major works. This definition does have value in terms of operational
management of the void process, however it does give a distorted view of how the team are
performing in terms of the total number of days a property is empty. The definition did not
account for the number of days it took to advertise, shortlist and allocate a property, how
many days a property was on offer to an individual applicant and loss of income through
properties being void.

In addition to this, it is difficult to compare our performance in void management with most,
if not all, social housing providers recording average void times, in days, from the time a
tenancy is terminated to the time a new tenancy commences.

Average void times vary between social housing providers, ranging from six to 90 days, with
25-28 days seen by many in the sector as the average void period.

From April 2021, the team have been set the challenge to achieve an average void time of
25 days. In Quarter 1 the average void time was 43 days. The team realise that they have
work to do to improve turnaround times and we are having to change our processes and
procedures in the key areas such as advertising properties, lettings and void property repair
work. We are seeing levels of improvement but there is more work to do, crucially all the
members of the housing team are working in a coordinated and focused way to deliver on
this service.

3.6 Cleaning

We have now recruited a permanent Cleaning Team Leader and work has begun to build on
the good work the team have provided during the pandemic. Services and standards are
under review and the team will hold a series of consultative meetings with tenants and
stakeholders with a view to identifying where the service can be improved and developed.

Also in the coming months, we are looking to expand the service that we provide through
the addition of two Caretakers. This will enable us to expand our offer to our tenants and

build a pro-active and responsive service which will focus on keeping our estates clean and
tidy.

3.7 Resident Engagement

The Housing Manager will give an update to the Committee on resident engagement during
the last quarter.

3.8 Exception Reporting - Built Environment

In order to highlight potential areas for improvement, this section details the targets that
have been given a “Red” or "Amber” Status for the Built Environment.



Corporate
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Policiesto have been
ated and
(We will update and develop :pd | Tb DeliveringHi
strategic housing policiesthat |00 oPeo oY Building, ivering High There are seversl draft polisies st Officer
_ N N September 2021with . Quality and |evel [Allocations, Adsptations, Repairs
will determine how we will | _ ~ Protedting and _ N -
BPE1 ice with implementationto  |Local Key Milestone Em N Healthy Built Environment  |and Recharge, Homeless Frevention Amber
communic ; & with our beginin January 2022 . POWETIE | | ifestylesin land Rough Slasping). Final drafs will be
IEHE:IE N mensge our following a period of ommunities Communities resdy toconsult on in quarter two.
housing stock -
iconsuktation and
approval
Revised feasibility study received on
[the 30ch June 2021, Optionsto be
(We willwork with the NHS  [Submit planning _ Op_ . ;
- o . _— reviewed for further discussionswith
and COG todeliver anew, application for new Growing the Delivering lstakehoiderstodevelop any
(GBE3 high quality and bespoke health fadility in Local Milestone Borough Developmertof | Built Environment orertial funding oprions hawever Amber
Heaith Facility o South South Wigston by Economically | the Town Centres porErTialinaing '
- [thiswill impact uponthe timetable
Wigston March 2022. L _ o
[for submtting a planning spplication
[for the delivery of the new surgery.
Deliver new housing and N
N . To have “aspade in " B .
regeneralion oppotunities theground” onthe [The feasibilty workd is ongoing.
within the Boroughto Ozdby Pool st Growing the Delivering our Update providedto Place Shaping
(GBE10 improve housing standards (subject o planning Local Milestone Borough Hous g I‘f Built Envirenment W orking Group and report to be Amber
and encourage new families - Economical iy provided to Full Council on 25th
- permission) by March
and businesestothe September.
2022
Borough.
[76%. Of 25 respondents 19 have
registered that they are satisfied or
\very satisfied withthe service
B R R following the completion of repair
Wewill achieve high o lwork to their home. We believe that
standards of customer 90% of tenants Providing Brcellence for lthis figure is low due to the impact
PES2 satisfactionwhencarrying satisfiedwith the Local Maonthly Excellent our Customars Built Ervirenment |5f tha bacKog of works for non Amber
out repairsto coundl work carried out Services prioitty works being carried out in
properties the last 3 months, and tenants
being unhappy with the delay that
has been caused as a result of
covid restrictions.
|BB%. OF the 35 households wh
\We will achieve high = 55 householdswho
- lcompleted the customer
standards of customer 190% of tenants Providing Excellence for estionnine in o of
PES3 satisfacionwhencarrying satisfied with the Local Monthly Excellent Built Environment q N Amber
N - N our Customers improvement works, 31 registered
out improvement worksto 'work carried out Services -
counil pro ies [that they were satisfied or very
propert |satisfied with the works caried out.
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4.0

4.1

Finance Update

Revenues and Benefits




The Benefits team is responsible for the administration of Housing Benefit and Council Tax
Support as well as facilitating the implementation of Universal Credit, which will ultimately
replace Housing Benefit for most working age claimants.

In response to the government Test and Trace App, the government introduced a Test and
Trace payment scheme, consisting of a one-off payment of £500 paid under the main and a
discretionary scheme. This is administered within the Benefits team paying those who have
lost income/earning or meet qualifying criteria and have been asked to self-isolate or is a
guardian of a child who has to self-isolate. 235 payments have been made totalling £117.5k.

Revenues

The Revenues team is responsible for administering and collecting £34.6m of Council Tax
and £9.8m of National Non Domestic Rates, which it does on behalf of Leicestershire
County Council, the Leicestershire Police Service, the Combined Fire and Rescue Service,
Central Government as well as Oadby and Wigston Borough Council.

Due to the pandemic, the government awarded a 100% discount to all businesses that
come under the hospitality, retail and leisure sector for the first three month of this
financial year, reducing to 66% discount from 1st July 2021. The revised bills following the
66% discount from 1st July 2021 for all businesses under hospitality, retail and leisure
have been issued to prompt payments.

Performance is measured through a comprehensive series of indicators which are reported
to the appropriate management team Collection rates and arrears levels are also reported
as part of the Council’s Key Performance Indicators.

The Business Grants team created in response to Covid 19, have completed grant
payments for the January Support package, (Tier 4, LRSG closed Addendum 05.01.2021 to
31.03.2021, and closed lockdown payment) The one-off grant funding scheme - Restart
Grant, which is to assist with the re-opening of businesses paying a total of 196 businesses
£1,317,351.

The Additional Restrictions Grant discretionary (fund of £1.6m) is due to open for
application during August. Currently the grant team have paid the discretionary grant to
341 businesses £791,067.

4.2 Collection Rates

Collection rates for Council Tax and Business Rates are both below target for the financial
year 2021/22.

The Covid pandemic has had a significant impact on the collection of Business Rates.

There has been limited recovery due to courts being closed and capacity for the
assessment of business grants.

Statutory recovery functions for Business Rates are expected to resume from August 2021.
The collection of Council Tax has been much closer to target in comparison.

The recovery functions for Council Tax have fully resumed with court opening in June 2021
and there is more contact from customers to make payments/arrangements.



June
%

Percentage of Debit Collected
(Cumulative)

Council Tax

Actual Collection Rate

Target Rate

Actual Collection Rate 2020/21
National Non Domestic Rates
(NNDR)

Actual Collection Rate

Target Rate

Actual Collection Rate 2020/21

April
%

May
%

28.94%
29.39%
27.69%

10.82%
10.94%
10.14%

19.91%
20.28%
18.77%

21.08%
29.33%
20.99%

7.81%
11.93%
7.55%

15.08%
19.31%
10.34%

4.3 Property Statistics

June
23,660
17,861

7,467

1458

April
23,660
17,748

7,436

1460

May
23,660
17,839
7,441

1458

No of Council Tax properties

No of Council Tax Direct Debits

No of Single Person Discounts

No of Businesses

No of Businesses in receipt of Small

71
Business Rates Relief 6

670 671

4.5 Exception Reporting - Finance

In order to highlight potential areas for improvement, this section details the targets that
have been given a "Red” or “"Amber” Status for the Revenues and Benefits.

Corporate lune
Measure/Activity Target Benchmark Frequency Target Quarter i Sub-Objective  Service June 2021 Commentary
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5.0

Customer Service and Transformation Update

5.1

Virtual Customer Service Centre

The work to review the future provision of customer service has commenced and the first
phase is completed. This includes reviewing the effectiveness of all our current channels to



market and what can be done to improve the current channels interacting with all our

residents.

Phase two will commence in September 2021 where we will investigate new technology,
other ways of connecting with residents and hours of support both to other internal
services areas and residents.

Call Volumes

Call volumes continue to increase and this correlates with the recovery out of the pandemic
and residents working and personal lives getting back to normal. To support this increase
in volumes and for resilience purposes we have made 3 CSC Technical Officer temporary
posts permanent and are in the process of recruiting an additional full-time position. Call
volumes are kept under constant review and the capacity to answer calls.

The table below shows call volumes based on the last 6 months from January through to

end of June 2020/21.

Jan Feb Mar Apr May Jun
Call Call Call Call Call Call
volume | volume | volume |volume |volume |volume
Full Enquiries
2020 2,806 2,523 2,259 1,977 2,175 2,680
2021 2,491 2,722 3,385 2,183 2,610 2,980
Telephone quick
enquiries/
switchboard
redirection
2020 1,891 1,579 1,785 1,271 1,261 1,270
2021 1,014 1,016 1,229 1,352 1,699 2,109

6.2 Customer Service Improvement

We continue with our second year’s accreditation on the three-year cycle for the Customer
Service Excellence Award. A robust action plan has been design and is currently
implemented on key focus areas raised by the assessor to ensure these are targeted for
the next assessment in December 2021.

To take responsibility for the Customer Service Excellence Award annual renewal and to
ensure we have capacity to support the Council’s continuous improvement, we have
created a new role and recruited a permanent Customer Service Improvement Manager.
Their role is to focus on improvement in operational areas to increase the overall
organisational capability and performance; identify areas for improvement and work with
those function leads to design, build and deploy effective impactful solutions to enable the
organisation to meet its operational and strategic goals.

6.2.1 Complaints

Our refined complaints process continues to work well, by using our Customer Service
Centre Technical Staff to triage calls. This enables us to do ‘first time’ resolution with
callers and reduce their frustration and potential delay on what previously would have been
put through as a full complaint.

Statistics for early resolution at first point of contact were April 58%, May 64% and June
81% of all complaints received.



Month | Total Number of | Number of | Number of | Number of
Number of | complaints | complaints | complaints | complaints
Complaints | triaged & that ending up | Stage 2
received resolved by | reached at Stage 1

Customer early
Service resolution
Team

January |13 5 1 7

2021

February | 32 15 6 11

2021

March 33 12 4 17 1

2021

Month Total Number of | Number of | Number of | Number of
Number of | complaints | complaints | complaints | complaints
Complaints | triaged & that ending up | Stage 2
received resolved by | reached at Stage 1

Customer early
Service resolution
Team

April 31 11 7 13 1

2021

May 33 18 4 11 3

2021

June 21 17 0 4 2

2021

6.2.2 Customer Satisfaction Surveys

Monthly Customer Satisfaction Surveys continue across the Council. These are conducted
via various medium:-

e Telephone
e E-mail
e On-line

The results of these surveys are published on our website.

Customer Service Centre

CSC Technical Officers ask callers 6 specific questions on the service that callers have
received when they called the CSC. Comparison from Q4 2020/21 to Q1 2021/2022.

Customer Service Centre Satisfaction Surveys — Q1 2021/22

Month Number completed Result
April 66 95.0%
May 69 96.0%
June 72 96.0%

Customer Service Centre Satisfaction Surveys — Q4 — 2020/21

Month Number completed Result
Jan 81 96.0%
Feb 98 97.0%
March 85 95.0%




Service Areas Surveys

Comparison from Q4 2020/2021 to Q1 2021/2022

Quarter 1 2021/2022

Service Area Satisfaction Surveys
Month Number Result
completed

April 17 88% very satisfied
6% satisfied

May 23 87% very satisfied
9% satisfied

June 26 81% very satisfied
19% satisfied

Quarter 4 2020/2021

Service Area Satisfaction Surveys
Month Number Result
completed

Jan 17 100% very satisfied

Feb 25 72% very satisfied
28% satisfied

March 23 96% very satisfied
4% satisfied

6.2.3 Service Level Agreements

We continue with our programme of monitoring and measuring our services across the
Council with Service Level Agreements across all services. The results are published on a
monthly basis on our website on a monthly basis for transparency with our residents and
businesses.

The process has commenced to review the Service Level Agreements to ensure that the
metrics are still relevant, be amended if necessary. If the agreements have been changed
these will be published by September 2021.

6.4 Refuse, Recycling and Green waste updates

Refuse and Recycling

The charts and figures show a general decrease in the tonnages for the refuse, recycling
and garden waste in comparison to the same time last year.

This is due to the pandemic when most households were working from home and therefore
generating more waste.
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There has been an increase in requests for larger refuse bins. Officers are monitoring those
households requesting large bins, undertaking household visits and checking the amount of
waste they are producing.

In addition, as part of this visit officers are also checking to see if residents are recycling
correctly.

Evidence from visits undertaken show that the need for larger bins is not always justifiable
as Officers are finding a lot of cross contamination with recyclables in their refuse bins.

6.6 Exception Reporting — Customer Service and Transformation

In order to highlight potential areas for improvement, this section details the targets that
have been given a ‘Red’ or ‘Amber’ status for Customer Service and Transformation.
There are no red or amber statuses for Customer Service and Transformation.

Exception Reporting — Customer Service and Transformation
There is no exception reporting for Customer Service and Transformation.

7.0 Law and Democracy Update

7.1  Corporate Assets

A considerable amount of work has been carried out on the Draft Parking Strategy and
subsequent public consultation. A total of 380 responses were received as well as two
petitions. The responses have been analysed in detail and a scheme has been drawn up
aimed at mitigating the concerns of those who responded.

A new Parking Order is now being worked on which will go out to statutory consultation
early in September. The changes to the way parking operates and the introduction of
charges for all lengths of stay will then be introduced as soon as possible after the new
Parking Order has been published.



Community centres re-opened to existing hirers from 16 August 2021. All hirers that were
with us pre-covid have been contacted to make arrangements for them to return to the
buildings. This has been done without incurring any additional cleaning costs. At such point
as we are able, to open up to new groups then cleaning costs will increase and we are
currently looking at how this will be dealt with.

The toilet block at Peace Memorial Park has been cleaned ready for re-opening from
Monday 23 August 2021.

Negotiations are ongoing with Oadby Owls Football Club in relation to a community lease
for Coombe Park Pavilion. A draft lease has been drawn up and a condition survey is
underway.

Routine maintenance of play areas is ongoing with inspections being carried out by the
Clean and Green Team and reports being made to Corporate Assets for spares and repairs.
The new system is working very well although there are frequent delays with suppliers
being able to despatch parts which leads to downtime for the equipment.

The old gym equipment at Uplands Park was removed on 19 August following a routine
safety inspection. Unfortunately, the equipment was found to be unsafe and due to its age,
spares are no longer available. Consequently, in the interests of public safety it was
removed without any advance notice being given.

Cemeteries and Allotments remain extremely busy areas and work is taking place with the
Customer Service Improvement Team to streamline work processes and reduce the
number of transactions needed between staff and customers to complete tasks. For
example, anyone who wishes to purchase a grave in advance of death can now do so via a
single phone call where all of the details and payment can be taken at the same time and
the Grave Deed is produced and issued at the same time.

The capital works to replace the boiler at Uplands Park, install an enhanced sewage
pumping system at Blaby Road Park and carry out repairs to the Biere House (old mortuary
building) at Oadby Cemetery are all in progress.

The project to install a reflective sign at Peace Park, London Road (opposite to St Peter’s
Church in Oadby) is nearing its final stages. This is partly funded by Oadby Forum and
partly by Oadby Stakeholders and has been delayed due to the Covid-19 pandemic.

7.2 Environmental Health and Licensing Teams

Following the latest easing of COVID restrictions in July 2021 (as part of Step 4), the
Environmental Health Team have started to refocus resource to recommence food
establishment inspections on a risk basis. A report was taken to the Licensing and
Regulatory Committee on 24 June 2021 outlining the Food Service Delivery Plan for the
current year and clarifying the route to recovery for this service.

Other day-to-day work has increased in the last quarter with considerable demand in
requests for service particularly relating to fly tipping incidents, abandoned vehicles, noise,
rodent infestations, and insecure, dilapidated and defective premises.

Numerous requests for advice and guidance are still being sought from businesses on
COVID, their approach and precautions particularly for close contact services (including
hairdressers and beauticians). Advice is being given for the safe use of Council owned
buildings/assets and for those Committee meetings where public attendance is anticipated.
Work continues with our Health Improvement Team to promote the importance and uptake
of vaccines with our hard to reach communities.



The Licensing team have continued to process application and renewals and engage with
the taxi industry in light of the Councils new Taxi Licensing Policy. The requirement for an
English comprehension test alongside other requirement under the amended Policy as a
result of Government guidance have required a great deal of Officer time as the Policy
embeds.

The Private Sector Housing Team have been working to ensure all rented premises within
the selective licensing scheme are now in full effect and have achieved a significant
amount of engagement with both the residents and landlords of South Wigston. We have
currently received 639 applications along with engagement from landlord that have empty
properties either because they are being sold or having major renovation works completed,
this brings the total number of properties currently engaging with the scheme to 669 out of
a possible 818 total licensable properties. This means that 81.9% of eligible properties are
engaging with the scheme.

The team have been impacted by Covid-19 due to officer capacity being redeployed to
assist with the Revenues and Benefits sections to support with general capacity and
business grants. However even during this period the team have pushed on and are
currently closing in on landlords that require licences, most recently securing 36
applications from a single landlord.

The team are currently completing a review of all applications to chase any outstanding
monies or documents to allow us to push on with issuing licences as promptly as possible
and will commence inspections of properties in the near future. Currently there have been
a total of 278 Licences or exemptions issued, these break down as 228 Full Licences
currently in place, 37 draft licences currently issued and during their two-week consultation
period and 13 exemptions. The team have delivered Housing Act 2004, Section 235 notices
to properties we suspected to be private rented properties from Council Tax data but had
not yet made contact with us. Section 235 requires the owner of the property to provide
information to the Authority or face the risk of a financial penalty.

The team are finalising the delivery of a grant scheme from monies received from
Government to improve energy efficiency in domestic dwellings. These efforts, along with a
return to full capacity and the addition of a further grants/technical officer will allow the
team to deliver the scheme and also support the landlords of the South Wigston ward to
improve property standards and energy efficiency in all rented properties.

7.3 Electoral and Democratic Services

The Electoral Services Team have commenced the annual household canvass to update the
register of electors ahead of re-publication on Monday 3 December 2021. An initial e-mail
communication encouraging households to confirm their property details online attracted
over 5,000 property responses, meaning that no follow-up paper communication is
required for these properties. The remaining 19,000 properties are receiving a paper
communication informing them what they need to do. Based upon the outcome of a DWP
data match undertaken in June to examine the accuracy of the Electoral Registration
Officer’s records, around 85% of properties are receiving a ‘light-touch’ canvass
communication which they only need to respond to if any changes need to be applied. The
remaining 15% of properties follow a more intensive canvass route which requires a
response to be obtained regardless of whether any change has occurred. A reminder will
be sent to any properties that do not respond to the first communication in the Autumn,
followed by telephone calls or personal visits where necessary.

Prior to the COVID-19 pandemic, the Council included in its Corporate Plan a commitment
to facilitating live streaming of Council meetings, and progress towards this objective was
accelerated by the pandemic as a result of temporary remote meeting legislation which
enabled the Council’'s Zoom meetings to be streamed via our YouTube channel.



Following the High Court dismissal in April of a claim for a declaration, which would have
allowed for the continuation of remote meetings beyond 7 May 2021, COVID-secure
physical meetings resumed during the first quarter for all decision-making Committees,
whilst working group and other non-decision making meetings continue to be held
remotely.

The live streaming of remote Committee meetings during the pandemic was well received
by residents, with online viewing figures notably exceeding the number of physical
attendees at meetings prior to the pandemic. This has led to an expectation that live
streaming and remote participation in meetings will continue seamlessly post-pandemic,
however efforts to facilitate this in a physical meeting environment from the Council
Chamber had limited success during the first quarter, largely due to the inadequacy, age
and deteriorating reliability of the existing hardware. In order to overcome these issues, an
upgraded hardware system has recently been purchased. This will provide an enhanced
audio and video live-stream experience to viewers and meeting participants, whilst the
mobile capabilities of the equipment will ensure that wherever an alternative meeting
venue is required, the hardware can be easily relocated. The new equipment will also
provide opportunities for hybrid meetings to be hosted, enabling Members (in a non-voting
capacity), Officers and external participants to attend meetings remotely where desired,
further widening access to the democratic process.

7.4 Community and Wellbeing update
7.4.1 Health and Wellbeing Board

The HWBB had its last meeting on the 6 July 2021 with a number of presentations
delivered providing updates on services affecting the Borough. The Community Health
Improvement Officer provided an update on the Community Champions programme and
the plans for this programme moving forward. N Swan (Chair of Trustee Directors) advised
how Helping Hands Community Trust were now the Council’s nominated general advice
server for the Borough and expanded on the work they are currently involved in. J Byrne
(Active Partnership Director) shared the LRSport Covid Recovery Action Plan and providing
a platform for discussions on whether the issues resonated locally. Representees from the
NHS presented a video on the Local NHS Mental Health Consultation.

7.4.2 Staffing Update

A second Community Health Improvement Officer recently started as part of the
Community Champions funding.

Working with LRSport, School Sport & Physical Activity Networks (SSPAN) and other
districts, three new positions have been created and filled and will start shortly. A
Graduate Community Physical Activity, Health and Sport Assistant will provide additional
support for the Sport, Physical Activity and Exercise Referral Programmes. A School Sports
coordinator will work closely primary schools providing support in the delivery of health and
wellbeing, sport and physical activity programmes. An activator has been employed to
provide additional support to develop programmes for secondary and college aged
students.

The council are also in the process of recruiting for a Physical Activity Development Officer.

7.4.3 Sport and Physical Activity Programmes

A number of programmes have been carried out over the last quarter with the most
successful being Beat the Street. A total of over 3,230 participants from 9 primary schools
and the community. Over 32,000 miles were travelled with 52% of all primary school
children taking part in the targeted schools, with up to 70% engagement in some schools
such as Thythorn Field and St John Fisher. Due to the success of the programme and both



partner and public demand, a wider edition of the game across the borough in the future is
being investigated.

7.4.4 Community Champions

The Community Champions Programme has recruited volunteers within the community
(Oadby, Wigston and South Wigston) to distribute health, Covid 19 and vaccination
messages, enabling these volunteers to consult and be the voice of their communities. A
monthly Community Newsletter has been developed with a mailing list of 1435 recipients.
Pop up events in Oadby and Wigston Towns Centres have been delivered with Community
Health Officers in the town centres providing support and advice to the community about
health and wellbeing needs and services. Future projects relating to healthy eating,
sustainability and mental health will be held at Brocks Hill Country Park, and other
allotment spaces in the Borough. A Youth Champion Programme aimed at training and
developing young people in the Borough, to become *Health Champions’ is being developed
and will potentially feed into the Youth Council recruitment.

7.4.5 Community Safety

Further confirmation around funding criteria, and crime and disorder priorities at a
Leicester, Leicestershire and Rutland level, was received prior to August’s meeting of the
Community Safety Partnership. The drafting of the Partnership’s 2021-22 Delivery Plan in
line with this guidance, as well as locally identified priorities, continues with a view to
holding an extraordinary meeting of the Partnership in September to review / adopt the
new plan. The core work of individual Partners in 2021-22 has remained largely unaffected
by the delays stemming from the PCC elections, with statutory responsibilities continuing to
be fulfilled and addressed.

7.4.6 Young People / Youth Provision

The completion of the gaps analysis work for youth provision in the Borough highlighted 22
youth groups, mostly uniformed or religious, based in, or having a catchment area
covering, the Borough. Many have not reopened as yet but are planning on doing so in due
course, particularly where their sessions are based in community buildings. Representatives
from each of the 22 groups were invited to attend August’s meeting of the Borough’s Youth
Council to discuss the ‘new landscape’ of youth provision post-Covid. Several group
representatives have pledged to attend a future meeting of the Youth Council, having been
unable to attend August’s due to the school holidays, as well as promoting the Youth
Council to the young people they are working with.

The input of these youth groups, and the young people they engage with, will be
instrumental in shaping the developing Youth Engagement Strategy for the Borough, as
well as delivering the key work intended to be included within it. Their input is also vital in
achieving a priority of the Community Safety Partnership’s 2021-23 Strategic Plan, which
places a focus on preventing, and diverting young people from entering into the criminal
justice system.

7.4.7 Leisure Contract

Based on the leisure centres operating for two and a half months and with some
community-based restrictions still in place meant numbers were restricted in some
activities and other activities were not brought back at all. This period saw the centres
Reopen with restrictions from the National Lockdown on April 12th. Consumer confidence is
such, that member numbers are increasing and that attendances are going up month on
month since reopening. It is believed this trend will only continue as restrictions are
removed.

| Description \ Apr |  May | Jun | | Total




Swimming 15,783 16,496 17,222 49,501
Gym/Fitness Classes 16,939 28,097 30,820 75,856
Sports/Activities 0 515 0 515
Activity Total 32,722 45,108 48,042 125,872
Spectators 7,450 8,525 8,638 24,613
Events 0 0 0 0
Education 0 0 0 0
Grand Total 40,172 53,633 56,680 150,485
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It is pleasing to note that Wigston has strived to the recovery
levels it has and is within touching distance of Pre Covid
numbers with Fitness Members.
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Parklands: Total Fithess Members

End of Month
Members

2021 | 2020

January | 2520 | 3637

February | 2484 | 3661

March | 2499 | 3581

April 2633 | 3140

May 2752 | 3053

June 2950 | 3053

Similar to Wigston, Parklands has made a strong
recovery on its member numbers, however there is still
a substantial way to go to hit the highs of pre covid
numbers. Parklands still sits 521 members short of
when the centres first went into lockdown in March
2020.
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19 July 2021, saw the operation of the Leisure Centres return to preCovid activity numbers
for all activities with online booking systems remaining in place for swimming sessions and
some other activities. Plans are in place to see the reintroduction of face-to-face Health
and Wellbeing services for September 2021.

7.4.8 Anti-Social Behaviour

During the first quarter in 2021/22, the Council recorded a total of 31 ASB reports. This is
similar to the previous year where the Council recorded 27 in the same timeframe.
Throughout the first quarter in 2021/22, the most common type of reported ASB is Noisy
Neighbours where there have been 8.

All these results are in the tables below.

ASB Figures 2021/22 Q1
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The Council have recently been successful in prosecuting a breach of a Community
Protection Notice against a resident in South Wigston who had for a period of 2 years,
caused her neighbours significant issues with smoking cannabis. This case was heard at
Leicester Magistrates Court on 5 August 2021, where the resident was found guilty and
ordered to pay a fine. Unfortunately, this case took longer than expected to deal due to
COVID-19 and hearings adjourned at court. Nevertheless, this will now give those
neighbours affected peace of mind.

The Council have made a further application to prosecute a resident to the court after a
Community Protection Notice was served due to continuous shouting, swearing and
banging, through which those living in the vicinity have suffered stress and anxiety. This
is still an ongoing case where several agencies are involved, including Leicestershire
Police and Social Services.

The diversionary activity summer programme has now finished. This was ran by the
IMPACT Team based at County Hall and lasted for 6 sessions, alternating between Blaby
Road Park in South Wigston and Coombe Park in Oadby. A meeting has been scheduled
to analyse the sessions where we will look to build on this for future activities.

7.5 Exception Reporting — Law and Democracy

In order to highlight potential areas for improvement, this section details the targets that
have been given a “"Red” or “"Amber” Status for the rest of the Council.
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