£ adby & Wigston Law & Democracy

OROUGH COUNCIL Democratic Services

TO COUNCILLOR:

Mrs R H Adams Mrs L M Broadley F S Ghattoraya
N Alam F S Broadley (Vice-Chair) Mrs S Z Haq
L A Bentley D M Carter K J Loydall
G A Boulter (Chair) Mrs H E Darling JP Mrs S B Morris
J W Boyce Mrs L Eaton JP R E R Morris

I summon you to attend the following meeting for the transaction of the business in the agenda below.

Meeting: Service Delivery Committee

Date and Time: Tuesday, 6 September 2022, 7.00 pm

Venue: Council Offices, Bushloe House, Station Road, Wigston, Leicestershire, LE18 2DR
Contact: Democratic Services

t: (0116) 257 2775
e: democratic.services@oadby-wigston.gov.uk

Yours faithfully

Council Offices %ﬂnc ac*M .

Wigston
26 August 2022

Mrs Anne E Court .
Chief Executive Meeting ID: 2253

@ It has cost £4.10 to print, package and post this single agenda pack for this meeting.
A full cost breakdown for all agenda packs for this meeting is provided further down.

ITEM NO. AGENDA PAGE NO'S

Live Stream of Meeting | Instructions

This meeting will be live streamed.

Press & Public Access:

YouTube Live Stream

A direct link to the live stream of the meeting's proceedings on the Council's
YouTube Channel is below.

Postal Address: Coundil Offices, Station Road, Wigston, Leicestershire LE18 2DR

w
e % Refuse & Recyding Centre: The Depot, Wigston Road, Oadby, Leicestershire LE2 5JE
553 Tel: (0116)2888961 Fax: (0116) 2887828 Email: csc@oadby-wigston.gov.uk
m;m ARMED FORCES
=V ARWEL FURWES
B“m‘ﬁ @ COVENANT oadby-wigston.gov.uk o OadbyWigstonBC o @0Oadby_Wigston
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https://youtu.be/NzT-TduVmrM

Apologies for Absence

To receive apologies for absence from Members to determine the quorum of the
meeting in accordance with Rule 7 of Part 4 of the Constitution.

Appointment of Substitutes

To appoint substitute Members in accordance with Rule 26 of Part 4 of the
Constitution and the Substitution Procedure Rules.

Declarations of Interest

Members are reminded that any declaration of interest should be made having
regard to the Members’ Code of Conduct. In particular, Members must make
clear the nature of the interest and whether it is 'pecuniary' or *non-pecuniary'.

Minutes of the Previous Meeting

To read, confirm and sign the minutes of the previous meeting in accordance
with Rule 19 of Part 4 of the Constitution.

Action List Arising From The Previous Meeting
Petitions and Deputations

To receive any Petitions and, or, Deputations in accordance with Rule(s) 11 and
12 of Part 4 of the Constitution and the Petitions Procedure Rules respectively.

Corporate Performance Update (Q1 2022/23)
Report of the Head of Customer Service & Transformation
Litter Strategy (2022-27)

Report of the Corporate Asset Manager

You can access all available public meeting documents
and audio-visual live streams and recordings electronically on:

10-66

67 -76

=) il

P s
Our website oadby- Your smart iPad, Our YouTube Channel Our audio platform
wigston.gov.uk under Android or available at soundcloud.com/
'Your Council’ and Windows device bit.ly/3vji3FY or oadbywigstonbc or
‘Meeting Dates, with the intuitive smart device with the smart device with the
Agendas & Minutes’ ‘Modern.Gov’ app ‘YouTube’ app. ‘SoundCloud’ app

®

Paper, ink and envelope

The cost breakdown for printing, packaging and posting the agenda pack for
this meeting (excluding any carbon footprint impact) is calculated as follows:

This agenda pack (1) All agenda packs (9)

(A4 white, colour, C4 envelope)

Service Delivery Committee
Tuesday, 6 September 2022, 7.00 pm

£4.10 £36.92

Printed and published by Democratic Services,
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https://youtu.be/NzT-TduVmrM
https://moderngov.oadby-wigston.gov.uk/ieDocHome.aspx?bcr=1
https://moderngov.oadby-wigston.gov.uk/ieDocHome.aspx?bcr=1
https://apps.apple.com/gb/app/modern-gov/id1453414073?mt=8
https://play.google.com/store/apps/details?id=uk.co.moderngov.modgov&hl=en
https://www.microsoft.com/en-gb/p/moderngov/9pfpjqcvz8nl
https://bit.ly/3vji3FY
https://apps.apple.com/us/app/youtube-watch-listen-stream/id544007664
https://soundcloud.com/oadbywigstonbc
https://soundcloud.com/oadbywigstonbc
https://itunes.apple.com/gb/app/soundcloud-music-audio/id336353151?mt=8
https://itunes.apple.com/gb/app/soundcloud-music-audio/id336353151?mt=8

Postage

(1st class, large) £2.24 £20.16
Officer time

(Pro rata hourly rate) n/a £10.31

Total cost(s) £6.34 £67.39

Please contact Democratic Services to discuss the more cost-effective and environmentally-friendly
options available for receiving this agenda pack, including any IT and/or training requirements.

Printed and published by Democratic Services,

Service Delivery Committee Oadby and Wigston Borough Council, Council Offices,
Tuesday, 6 September 2022, 7.00 pm Station Road, Wigston, Leicestershire, LE18 2DR
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Agenda Item 4

MINUTES OF THE MEETING OF THE SERVICE DELIVERY COMMITTEE HELD AT/BY
COUNCIL OFFICES, BUSHLOE HOUSE, STATION ROAD, WIGSTON, LEICESTERSHIRE
LE18 2DR ON TUESDAY, 14 JUNE 2022 COMMENCING AT 7.00 PM

PRESENT

G A Boulter Chair T
F S Broadley Vice-Chair 4 4
COUNCILLORS [=] =

Meeting ID: 2231
Mrs R H Adams

N Alam

L A Bentley

J W Boyce

Mrs L M Broadley
D M Carter

Mrs H E Darling JP
Mrs L Eaton JP
Mrs S Z Haq

K J Loydall

Mrs S B Morris

OFFICERS IN ATTENDANCE

T Bingham Strategic Director / Section 151 Officer

C Campbell Head of Finance / Deputy Section 151 Officer
P Fisher Strategic Director

D M Gill Head of Law & Democracy / Monitoring Officer
T Hatton Head of Customer Service & Transformation

A Thorpe Head of Built Environment

S Wheeliker Democratic & Electoral Services Officer

1. APOLOGIES FOR ABSENCE

An apology for absence was received from Councillor R E R Morris.

2. APPOINTMENT OF SUBSTITUTES
None.

3. DECLARATIONS OF INTEREST
None.

4, MINUTES OF THE PREVIOUS MEETING

By affirmation of the meeting, it was
UNANIMOUSLY RESOLVED THAT:

The minutes of the previous meeting held on 15 March 2022 be taken as read,

Service Delivery Committee Chair / Vice-

Tuesday, 14 June 2022, 7.00 pm Chair’s Initials
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confirmed and signed.

5. ACTION LIST ARISING FROM THE PREVIOUS MEETING

By affirmation of the meeting, it was
UNANIMOUSLY RESOLVED THAT:

The Action List arising from the previous meeting held on 15 March 2022 be

noted.
6. PETITIONS AND DEPUTATIONS
None.
7. COUNCIL PERFORMANCE UPDATE (Q4 2021/22

The Committee gave consideration to the report as set out on pages 11 — 56, which asked
it to note the update on progress achieved during the fourth quarter against achieving the
Council’s Corporate Objectives.

A number of questions and requests for further information and/or actions plans were
raised by the Committee in relation to services covered in the report, including the Finance
Exception Report, unauthorised kerb edgings to graves and condition of cemetery
benches, graffiti in various areas of the Borough, the Law & Democracy Exception
Reporting and the performance of Customer Services. Officers present at the meeting
noted the requests and agreed to provide the requested information and/or action plans at
the next meeting.

Members’ expressed their dissatisfaction with the Lightbulb Performance Dashboard which
they felt was unclear and requested their concerns be raised with the Council’s Lightbulb
partner.

It was moved by the Chair, seconded by the Vice-Chair and

UNANIMOUSLY RESOLVED THAT:

The content of the report be noted.

8. ADOPTION OF NEW STYLE OF COUNCIL PERFORMANCE UPDATE REPORT
(VERBAL UPDATE/PRESENTATION)

The Committee gave consideration to the Verbal Update/Presentation given by the
Strategic Director.

It was moved by the Chair, seconded by the Vice-Chair and
UNANIMOUSLY RESOLVED THAT:

The revised structure of the Service Delivery report be approved.

9. INSTALLATION OF NEW LITTER BINS AND LITTER COLLECTION PROGRAMME
Service Delivery Committee Chair / Vice-
Tuesday, 14 June 2022, 7.00 pm Chair’s Initials
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The Committee gave consideration to the report as set out on pages 57 - 62, which asked
it to approve a moratorium on installing public bins in new locations, the upgrading of
replacement bins and to approve conducting a review of town centre litter bins.

Members’ raised concerns over the communication between the South Leicestershire Litter
Wombles (SLLW) and the Council and whether the SLLW may be inadvertently collecting
residential and/or commercial waste. The Committee agreed that conducting briefing
sessions with the SLLW would be beneficial.

Members raised the issue of fly tipping and cases of residents disposing of garden waste in
public litter bins. The Head of Law & Democracy advised that when these cases occur,
people need to report it to the Council, and it will be dealt with accordingly. The
Committee requested a report on the feasibility of including recycling sections in public
bins, what items can be recycled and how it will be dealt with. Members also discussed the
possibility of implementing a public campaign to tackle the issue of littering. Officers
present at the meeting noted Members’ concerns and requests.

It was moved by the Chair, seconded by the Vice-Chair and
UNANIMOUSLY RESOLVED THAT

i) The content of the report be noted;

ii) The current humber of bins in the Borough be noted as being at the
optimum limit and a reduction in the installation of public bins in new
locations be approved rather than a moratorium;

iii) Bin replacement types as upgrades from either post to floor mounted
single bins, or single bins to double bins be approved; and

iv) A review of the town centre litter bins be conducted.

THE MEETING CLOSED AT 8.55 pm

&5

Chair / Vice-Chair

Tuesday, 6 September 2022

Printed and published by Democratic Services, Oadby and Wigston Borough Council, Council
Offices, Station Road, Wigston, Leicestershire, LE1I8 2DR

Service Delivery Committee Chair / Vice-

Tuesday, 14 June 2022, 7.00 pm Chair’s Initials
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Agenda Item 5

SERVICE DELIVERY COMMITTEE

ACTION LIST

Arising from the Meeting held on Tuesday, 14 June 2022

No Minute Ref. / *Action Details / Rg;?g:r?sb)l,e Action
) Item of Business Action Due Date o Status
Initials
1. 7. — Council Paragraph 4.5 — Exception Report CoCa Complete
Performance Update | - Finance.
(Q4 2021/22) Members requested an action
plan on how the red status issues
are going to be resolved.
Due by Sep-22
The Council is in the process of completing an action plan. This
will highlight the strategy to be used to reduce the Council Tax
and NNDR arrears. The target is Council Tax 3.5% and NNDR
4.5%. The arrears reported at Quarter 4 2021/22 were Council
Tax 4.55% and NNDR 8.19%.
2. Appendix 2 Lightbulb Qtr 4 2021/2022 AdTh Complete
Performance Dashboard.
Members wanted feedback to be
given to Blaby District Council
that they are unsatisfied with the
format of the Lightbulb
Performance Dashboard as it is
unclear. Members advised the
main information they require is:
e How many residents need
a DFG?
e How many residents
receive a DFG?
e How many have we
completed?
Due by Sep-22
This feedback was provided on 16/6/22. The Lightbulb Manager
responded as follows ‘The dashboard is more generic and high
level in detail — It would cause lots of extra work to replicate
this individually for each LA (for fairness to all districts) and was
agreed to be kept high level for that reason.” However,
Lightbulb has undertaken to book a consultant so that its back-
office system can be reconfigured to extract this information on
a quarterly basis for this Committee. As soon as this has been
done this information will be provided in the narrative of this
report. Members are reminded that Lightbulb is a delegated
Council Body Chair’s
Date Initials
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service and as such Blaby District Council is responsible for
delivering DFGs on behalf of the Borough Council.

Appendix 3

Customer Service Statistical PhFi
Analysis.

Ongoing

Members requested the figures
for online customer service
interactions be provided.

Due by Sep-22

We have investigated the possibility of online stats, this was
previously provided to us by the IT partnership. Work has
begun to develop a reporting mechanism inhouse and stats will
be provided at the next service delivery committee In
November.

9, - Installation of
New Litter Bins and
Litter Collection
Programme

Members requested improved MaKi
communication with, and further
briefing sessions/guidance be
given to the South Leicestershire
Litter Wombles.

Due by Sep-22

Complete

This will be included within the Litter Strategy and covering
report that will be brought to Services Committee on 6
September 2022.

9. - Installation of
New Litter Bins and
Litter Collection
Programme

Members requested Officers look MaKi
into the possibility of
implementing an anti-littering
campaign.

Complete

Due by Sep-22

This will be included within the Litter Strategy and covering
report that will be brought to Services Committee on 6
September 2022.

9. - Installation of
New Litter Bins and
Litter Collection

Members requested a report on MaKi
including recycling bins with
public bins, what can be recycled

Complete

Programme and how it will be collected and
administered.
Due by Sep-22
This will be included within the Litter Strategy and covering
report that will be brought to Services Committee on 6
September 2022.
Council Body Chair's
Date Initials
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* | All actions listed are those which are informally raised by Members during the course of debate
upon a given item of business which do not form part of - but may be additional, incidental or
ancillary to - any motion(s) carried. These actions are for the attention of the responsible Officer(s).

Council Body Chair's
Date Initials
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Agenda Item 7

Service Delivery Tuesday, 06 Matter for
Committee September 2022 Information

Report Title:

Report Author(s):

Corporate Performance Update (Q1 2022/23)

Trish Hatton
(Head of Customer Service & Transformation)

Purpose of Report:

To provide an update on progress during Quarter 1 of the 2022/23
Financial Year towards achieving the priorities of the Oadby and
Wigston Borough Council’s Strategic Objectives as agreed in the
Corporate Plan 2019 - 2024. The report updates Members on the
Council’s Key Performance Indicators with appendices for information
on service updates, items of note from working groups and future
events.

Report Summary:

In January 2022 the LGA conducted a Peer Review. Two of the key
recommendations were for a new vision and corporate plan to be
created by Members. The sign off for both these items is not likely to
be until September 2022 and February 2023 respectively. This report
contains KPI's which relate to continuous improvement in line with our
Corporate Plan 2019 — 2024 and statutory KPI's that have to be
delivered as ‘business as usual’.

There are 44 Continuous Improvement Key Performance Indicators
from our Corporate Plan 2019-2024. 40 are to be reported on in this
quarter 1 2022-2023.

There are 24 are statutory Key Performance Indicators. 19 are to be
reported for Quarter 1 2022-2023.

For both continuous improvement and statutory reporting the Key
Performance Indicators are categorised by each objective and service
delivery arm.

Each target has been graded using the Red/Amber/Green status
ranking system. There are two other ranks, a “blue” ranking and this
is for indicators where work has yet to begin and a “white” ranking
system where it is outside the control of the Council for delivery, and
therefore cannot be ranked.

Recommendation(s):

That the performance of the Council against its Corporate
Objectives in delivering services be noted.

Senior Leadership,
Head of Service,
Manager, Officer and
Other Contact(s):

Trish Hatton (Head of Customer Service and Transformation)
(0116) 257 2677
trish.hatton@oadby-wigston.gov.uk

Philippa Fisher (Strategic Director)
(0116) 257 2677
philippa.fisher@oadby-wigston.gov.uk

Corporate Objectives:

Building, Protecting and Empowering Communities (CO1)
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Providing Excellent Services (CO3)
Growing the Borough Economically (CO2)

Vision and Values:

“A Stronger Borough Together” (Vision)
Accountability (V1)
Innovation (V4)

Report Implications:-

Legal:

There are no implications arising from this report.

Financial:

There are no implications directly arising from this report.

Corporate Risk
Management:

Reputation Damage (CR4)
Organisational / Transformational Change (CR8)

Equalities and Equalities
Assessment (EA):

There are no implications arising from this report.
EA not applicable

Human Rights:

There are no implications arising from this report.

Health and Safety:

There are no implications arising from this report.

Statutory Officers’ Comments:-

Head of Paid Service:

The report is satisfactory.

Chief Finance Officer:

The report is satisfactory.

Monitoring Officer:

The report is satisfactory.

Consultees:

None.

Background Papers:

Corporate Plan 2019 -2024

Appendices:

Operational Update

Working Groups Update

Forward Planning Events Calendar

Cost of Living Action Plan

Collection Rate — NNDR and Council Tax Action Plan (To Follow)
Continuous Improvement KPIs

Statutory KPIs

Customer Service Statistical Analysis (Q1 2022/23)

N W=
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1.0

1.1

1.2

1.3

2.0

2.1

2.2

2.3

Introduction

In January 2022 the LGA conducted a Peer Review. Two of the key recommendations
were for a new vision and corporate plan to be created by Members. The sign off for
both these items is not likely to be until September 2022 and February 2023 respectively.

As a transition to the above Members agreed a new reporting approach on the Council’'s
performance which was presented at the June 2022 Service Delivery Committee Members
agreed to.

As part of the Council’s ongoing development to service performance management and
reporting, 2022/23 sees us report on KPI's in two different ways. Firstly, to continuous
improvement in line with our Corporate Plan 2019 — 2024 and statutory KPI's that have to
be delivered as part of legislative or legal duty as a Council (alongside the standard
Finance Framework).

The Council has produced 44 new Continuous Improvement Key Performance Measures
for 2022/23, and these measures relate to each of the Council’s three Corporate
Objectives as part of the Council’s five-year Corporate Plan (2019-2024). These will be
reviewed once the new corporate plan is approved.

The Council has produced 24 Statutory Improvement Key Performance Measure for
2022/2023, these measures relate to each of the Council’s three Corporate Objectives as
part of the Council’s five-year Corporate Plan (2019-2024). Statutory KPI's refer to those
that the Council has to report and measure from a legislative, legal or need to report to a
particular body. These will be reviewed once the new corporate plan is approved.

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.

Corporate Performance

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.

There are three main objectives, with these being:

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

There are 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
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Red Indicator is off target or has been completed behind the deadline target.

2.4 Continuous Improvement Key Performance Indicators

Out of the 44 indicators, 40 were due for reporting as at the end of Quarter 1 2022-2023.
Although we emerge from the pandemic into the endemic phase 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 there is some impact on reporting KPI's
and the ability to deliver is recorded and the ability to deliver on these which have fallen
into the white and blue categories.

Of the 40

34 were green status

6 were amber status

0 was red status

This equates to 85% Green, 15% Amber and 0% Red status. The following table
identifies the Council’s performance, by objective and service delivery section.

As this is a new reporting year and this is a new way of KPI reporting there will be no
comparison for the first quarter of 2022/2023.

Performance Chart One — Continuous Improvement - Corporate and by Objective
Number of P Number of
Indicators ercentage Indicators
All Targets Due

Corporate Priority

Quarter One 2022/23

Number of

Percentage Percentage

Indicators

Overall Performance

Building, Protecting and Empowering
Communities 11 100% 0 0% 0 0%
Growing the Borough Economically 4 80% 1 20% 0 0%
Providing Excellent Services 19 79% 5 21% 0 0%

Performance Chart Two — Continuous Improvement - By Service Area

Number of
3 Percentage
Indicators
All Targets Due

Department

Quarter One 2022/23 Number of

Percentage
Indicators 5

Overall Performance

Built Environment 13 93% 1 7% 0 0%

Customer Service & Transformation 6 100% 0 0% 0 0%
Finance & Resources 9 90% 1 10% 0 0%

Law & Democracy 6 60% 4 40% 0 0%

2.5 Statutory Key Performance Indicators
Out of the 24 indicators, 19 were due for reporting as at the end of Quarter 1 2022-2023.

Although we emerge from the pandemic into the endemic phase there are some areas
where the Council is taking a cautious approach and continue to display responsibility to
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our residents on any potential risks and therefore there is some impact on reporting KPI's
and the ability to deliver is recorded and the ability to deliver on these which have fallen
into the white and blue categories.

Of the 19

17 were green status

1 were amber status

1 were red status

This equates to 90% Green, 5% Amber and 5% Red status. The following table identifies
The Council’s performance, by objective and service delivery section.

As this is a new reporting year and this is a new way of KPI reporting there will be no
comparison for the first quarter of 2022/2023.

Performance Chart One — Statutory Key Performance Indicators — Corporate and

Objective
Number of Number of
. Percentage .
Indicators Indicators
All Targets Due

Corporate Priority

Quarter One 2022,/23 Number of

Percentage Percentage

Indicators

Overall Performance

Building, Protecting and Empowering
Communities 6 100% 0 0% 0 0%
Growing the Borough Economically 1] 0% 0% 0 0%
Providing Excellent Services 11 84% 1 8% 1 8%

Performance Chart Two — Statutory Key Performance Indicators — By Service Area

Number of
. Percentage
Indicators
All Targets Due

Quarter One 2022/23 Number of

Percentage Percentage

Indicators
Overall Performance

Built Environment 8 100% 0 0% 1} 0%

Customer Service & Transformation 0 0% 0 0% 0 0%
Finance & Resources 3 60% 1 20% 1 20%

Law & Democracy 6 100% 0 0% 0 0%

Built Environment Update

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.

(Continues overleaf)
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Continuous Improvement Key Performance Indicators

Corporate Measure Activity | Target Quarter 1 Forecast
Obijective Commentary
Growth the Develop Deliver Prices have
Borough Housing Site Horsewell Lane | been sought for
Economically Projects & SWRC the Amber
GBE 3 groundworks at
Horsewell Lane
and a survey
undertaken.
Report on
SWRC received.

Statutory Key Performance Indicators

There are no exception reporting for Quarter 1 2022- 2023
4.0 Finance Update
4.1 Exception Report — 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.

Continuous Improvement Key Performance Indicators

Corporate Measure Activity | Target Quarter 1 Forecast
Objective Commentary
Providing Reduce prior 5% Maintaining the current rate
Excellent years arrears of recovery would see a
Service for Council Tax year-end figure of 5.5% for | Amber
PES 13 (debt not in council tax arrears.

recovery)

Statutory Key Performance Indicators

Corporate Measure Activity | Target Quarter 1 Forecast
Obijective Commentary

Providing Council Tax 97.5% 0.81% short of June target

Excellent Collection Rates of 29.39%

Service 0.36% short of 21/22

PES 15 (s) position.

Improvement plan being
delivered to Service Delivery
Committee in September
with details of steps being
taken, expected impact on
service and performance,
and timelines.

Changes made to
streamline processes
including new customer
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forms and procedures in
Council Tax to facilitate
timely collection.

New and refresher training
delivered to team members
to increase productivity.

Disability Reduction Review
undertaken to ensure
accurate billing.”

Providing
Excellent
Service
PES 16 (s)

NNDR Collection
Rates

98.5%

“2.7% short of June target.
5.45% improvement on
21/22 position.
Improvement plan going to

Amber

Service Delivery Committee
in September with details of
steps being taken, expected
impact on service and

performance, and timelines.

Empty property review
scheduled to begin in
September. Intensive work
on high balance rates
avoidance cases to increase
collection and strengthen
the position of Oadby and
Wigston as a borough that
does not tolerate rates
avoidance.

5.0

5.1

6.0

6.1

Customer Service & Transformation Update
Exception Reporting of 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.

Continuous Improvement — Key Performance Indicators
There is no exception reporting for Quarter 1 2022-2023

Statutory Key Performance Indicators
There are no exception reporting for Quarter 1 2022- 2023

Law and Democracy Update

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 Customer Service and Transformation.

(Continues overleaf)
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Continuous Improvement — Key Performance Indicators

Corporate Measure Activity | Target Quarter 1 Forecast
Objective Commentary
Providing Council To plan for the | First strategic Amber
Excellent Elections in May | administration elections
Service 2023 and of a fully planning
PES 16 Associated compliant and meeting held in
Member resourced poll June 2022
Induction (including the between RO
implementation | and DRO's.
of the relevant | Preparations
Elections Act underway to
2022 identify staffing
requirements) levels. 90% of
and devise an polling stations
inclusive provisionally
Members booked.
Induction
Programme.
Providing New reports Scoping out, Research, Amber
Excellent and decision- implementing, scoping out and
Service making and training testing currently
PES 17 workflow officers on a in progress to
process new, stream- test new work-
lined internal flow process in
reports and the back-end
decision application
making-process | Issue Manager.
to make To be reported
forward back to and
planning more | feedback
effective and sought from
efficient. SLT in
September
2022.
Providing Fit-for-Purpose | Scope out, bid- | Benchmark
Excellent Meeting AV for and oversee | specification Amber
Service equipment at the installation | from other
PES 18 Brocks Hill of fit-for- Leicestershire
Integrating New | purpose audio- | authority sent
Member ICT visual to Corporate
Offer/ equipment for Project Lead in
Equipment Council and July 2022 in
committee order to scope
meetings at out OWBC
Brocks Hill requirements
complementing | and prepare
its flexible tender.
meeting
space(s) and
assist in
integrating and
maximising
Members’ new
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ICT
offer/equipment
into that set-up.

Providing
Excellent
Service
PES 19

Paperless/light
Committee
Administration

Continue to
support,
encourage, and
persuade less
technically able
Members to
receive and
annotate
agenda papers
electronically
consistent with
the Council’s
newly adopted
Agile Working
Policy.

Registration
links and re-set
login details
send to all
Members who
have received
their new
Surface Go
Tablet. Drop-in
training
sessions on
using the
Mod.Gov app
(Windows
platform) to be
arranged in
August 2022
once all
Members in
receipt of new
hardware.

Amber

Statutory Key Performance Indicators

There are no exception reporting for Quarter 1 2022 — 2023.
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Appendix 1

Service Delivery Committee
Operational Updates — Quarter One — 2022 - 2023

BUILT ENVIRONMENT UPDATE

Planning

The new Local Plan production has slowed during quarter 1. However this is expected to
progress with good pace in quarter 2 because we now have experienced Officers are in post.
The team is currently on course to meet all of the statutory Government targets as well as
local Key Performance Indicators.

For planning applications during quarter 1 there was a backlog of over 8 weeks both in
validation and determination. However, this backlog is now reducing given that we have a
full time Validations Officer in post. Validation of planning applications has now reduced to 1
— 2 weeks.

In terms of the determination of planning applications, there is still a backlog. However due
to having agency staff in post we have been able to focus on specific tasks with some,
concentrating on the backlog, others on more major applications and other officers
focussing on new applications. It is our intention to recruit on a permanent basis to vacant
posts during quarter 2.

This first Quarter, all of the statutory Government targets have been exceeded as well as
local Key Performance Indicators.

Housing

2022-23 Homelessness

The Council’s position in respect of homelessness is that there were 30 households in
temporary accommaodation as at 30 June 2022. This comprised of:-

. 14 single/couple household
. 16 Family household

At the end of the first quarter we had accepted a main duty to 17 Households. The main
housing duty owed by the authority is to someone who is homeless, eligible, has a priority
need and is not intentionally homeless. This means we have a duty to rehouse the family
whether this is through a social housing tenancy or a tenancy in the private sector for a
minimum of 12 months.
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Between 1st April and 30th June, we created 34 Relief cases. A relief case is where we are
satisfied that a household applicant is homeless and eligible, this may include applicants who
are not in priority need or that could be seen as intentionally homeless. The relief duty
requires the authority to take reasonable steps to help the applicant to secure that suitable
accommodation becomes available for the applicant's occupation for at least six months.
Help to secure does not mean that the authority has to source and provide accommodation,
but that it should try to agree reasonable steps with the applicant which could result in
accommodation being found.

Between 1st April and 30th June, we recorded 23 prevention cases. A prevention case is
where we are satisfied that an applicant is threatened with homelessness and eligible, and
we have taken reasonable steps to help the applicant secure accommodation. Helping to
secure does not mean that we have a duty to directly source and provide accommodation
for the applicant. Instead, we provide support and advice to applicants who are taking some
responsibility for securing their own accommodation.

We have renewed our focus on homelessness prevention and set prevention as our top
priority for the housing option service. We have strengthened our partnership arrangements
through;

e Increased the support hours we receive from Women'’s Aid from 10 to 16 hours per
week. This is financed through the annual homelessness grant

¢ Building on existing partnerships with other districts and developing initiatives to end
rough sleeping

¢ Adopting the Offender Pathway service level agreement working with prison and
probation services to provide early interventions to prevent homelessness

e Producing a Care Leaver Offer and improving our communication and operational
processes with the County’s Care Leaver Team

Homes for Ukraine

We are working closely with the County Council in our response to accommodate and
support those fleeing the Ukraine and providing support to those host families in
Leicestershire.

We currently have 9 households in the Borough that are or have applied to accommodate
families from the Ukraine.

The location of these homes are spread out in the Borough and these placements are for an
initial period of 6 months.

There are a number of emerging issues coming to the fore in respect of accommodating
Ukraine families and we are working with our district colleagues and the County Council to
plan for any eventualities. This includes,

. Managing threats of homelessness
. The rematching process in respect of relationship breakdown
. Facilitating planned move on as placements meet their natural end
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The County Council are to recruit to 3 posts that will be the first point of contact when risk
of homelessness has been identified. An assessment will be carried out and the officers will
pro-actively work with hosts and guests in an attempt to identify solutions through
resources and services attributed to the Ukraine programme.

As of the end of June 2022 the impact of the Homes for Ukraine programme has not
significantly impacted on resources within Oadby And Wigston Borough Council and this has
been absorbed within existing resources for which costs have been recovered.

Lightbulb
The Quarter One Partnership Highlight Report and Disabled Facilities Grant Performance

Reports are included in this document.
In summary:

e the first quarter performance show that 25 DFG works have been completed with an
average cost of £6,486 per grant (Total value £162,000)

e there are a further 29 grant requests (Including quarter two DFG) that have been
processed and are awaiting contractor sign off

e there are 4 cases that are still waiting to be assessed the longest wait dating back to
22nd June 2022
(Note: all figures as at the time of writing — 12" August 2022)

In the first quarter there was 3 applications that were withdrawn. The reasons for this being

. Applicant withdrawal
. Contribution required from applicant was too high
. Applicant contact details incorrect

This information responds to Members requests at the last meeting for this specific
information to be provided.

The Home Gadgets Project provide a range of housing support solutions, aiming to help
older and vulnerable people stay safe and well in their own home for as long as possible. In
the first quarter the project received 8 referrals in to the scheme. With 3 cases being closed
having received some equipment or smart technology or gadgets.

Examples of equipment include

A digital calendar displaying the date and month
Remote control blinds

Smart hub

Pill dispenser

Pen reader

The Safe Spaces project supports people affected by hoarding. The project’s aim to help
achieve and maintain a safer and less cluttered home environment. In the first quarter one
case from within the Borough was refereed through to the scheme.
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Light Bulb Quarter One Performance Dashboard

Lightbulb Qtr 1 2022/2023 Performance Dashboard

Chart 1: DFG Completion Times YTD by No of Weeks

Chart 2: No of DFG's Completed by Cost by District YTD
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Lightbulb 12022 Performance Dashboard
Chart 1 : Total No. of cases processed by HSC's Chart 2: Average number of days HSC cases
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Lightbulb RRO grant data Qtr 1 2022/23

Chart 1: Other Grants completion times (weeks)
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Chart 3: Reason for dropout by quarter
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Chart 2: Value of Other grants (£)
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FINANCE UPDATE

Revenues and Benefits

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 ulti-
mately replace Housing Benefit for most working age claimants.

The Test and Trace scheme has now finished and the audit is complete and signed off.
£273,000 was issued by the team to support residents that suffered a loss of income due to
COVID-19 restrictions.

Revenues

The Revenues team is responsible for administering and collecting £34.6m of Council Tax
and £11.2m 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.

The Council Tax team continue to deliver excellent customer service, answering 88% of calls
in Quarter 1 and receiving positive feedback from