High Peak Performance and Customer Feedback Report: 2020/ 2021 (Q4 Outturn)

High Peak Q4 Summary
The following report provides an overview of performance at High Peak for the period 1st April 2020 to 31st March 2021 in relation to the
Council’s corporate plan priorities. As well as the summary below, the report also provides insight into the council’s performance against each
of its four strategic aims, including both successes and areas for further improvement.
Performance Overview
There are 76 targeted measures against which the council reports on a monthly, quarterly and annual basis. The remaining measures in the
council’s performance framework are considered contextual in nature and feature in the Annual Report. The charts below show the results for
the year in terms of both attainment and trend data. At the end of the financial year 2020/21 the council had met 67% of all targets and had
improved upon or maintained its performance level compared to last year, in 61% of all measures. The council revised a small proportion of its
2020/21 targets last year in response to the assessed impact of the pandemic on operational performance. The year-end results are +3% up
on last year in terms of attainment of targets but the trend data is -6% down on last year, as expected due to the impact on operations from
lockdown. The full framework and the actions being taken to address the ‘off track’ measures can be accessed here.
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Customer Feedback Overview
This report also provides an overview of the results from the Council’s customer feedback system in terms of complaints, comments and
compliments. The number of complaints closed during 2020/21 was much lower than the previous year, at just 86 cases. There have been no
repeat complaints reported and the council responded to 99% of complaints in 20 working days. This report includes further details of the
lessons learned from complaints and any repeat issues, where relevant.

Aim 1: Help create a safer and healthier environment for our residents to live and work
Fit for purpose housing
✓
✓
✓
✓

96% of right to buy transactions completed within time
99.89% of benefit cases calculated correctly
73% of homelessness prevention duty discharges resulted in a settled accommodation outcome
No gas safety checks were overdue in council homes
At the 31st March the council had 21 households in temporary accommodation for over six weeks, including one family
waiting for an identified property to be made ready. Only two of the placements were in B&B type accommodation.
Currently, there are 108 active homeless cases but all B&B placements due to covid ended on 17th May with positive
move on solutions. The ban on eviction was lifted on June 1st with no significant increase in homelessness
presentations as yet. The turnover of family homes remains sluggish, affecting performance on settled outcomes and
demand is exceptionally high. A Homeless and Home options training session was held for Councillors in June.

Carelink Service:
✓ Over 99% of emergency calls responded to within 45 minutes
✓ Over 99% of referrals installed within 15 days
Accelerated housing delivery programme:
•

•

HIF - Early engagement with potential contractors is underway with an appointment expected to be made in August. Fisher
German have been appointed to negotiate with land promoters / developers at Hogshaw and Waterswallows. Draft HoT’s issued
aiming for signed agreements by end of July. A key risk remains around timescales as the project must complete by March 2022
with no payments permitted after this time. Committed costs exceed sum remaining from early grant release (£58,021)
Granby Road B – Jigsaw Homes/Partner construction seeking to leave LAAC delivery and instead proceed with disposal via a
conditional contract. Revised offers received in line with this. IED report prepared outlining bids and seeking approval for early
withdrawal from the Homes England LAAC programme in order to accept the bid considered most advantageous for the Council.

High quality leisure facilities
✓ Over £188k in external funding awarded in support of the physical activity and sports strategy
✓ Place-based work is taking place in 3 priority areas to reduce inactivity
✓ New Mills Leisure centre has received a new flat roof, guttering system and facias, and the car park has been resurfaced.
Leisure projects – Draft energy audits of leisure centre sites are now back. Member working group attendees have reviewed the needs
assessment work detailing what services could be delivered inside our facilities in future, shaped by facilities planning models from Sport
England and stakeholder feedback.
High quality public amenities, clean streets and environmental health
✓ 130 community clean-up campaigns
✓ 96.6% of street and environment inspections achieved top grades for cleanliness
✓ 75% of high risk premises were inspected
The ability of the Environmental Health Team to carry out regulatory inspections in food and other premises last year was severly affected by
the lockdown and the pull on resources for public health work. Resource needs within the service are being addressed corporately in order to
ensure the team is able to get back on track with its schedule of inspections as businesses reopen.

Working in Partnership:
The Fit pick scheme has now been launched in conjunction with AES
across the Borough.
The scheme aims to get residents moving more whilst engaging in
community litter picking, supporting several of our corporate objectives.
Residents are given litter picking equipment and in return for litter
picking, will be given a week-long pass to use at one of our leisure centres
free of charge. Over 100 requests for equipment were received across the
Alliance within the first few days of the scheme launching.

Aim 2: Meet financial challenges and provide value for money
Financial resilience and value for money
✓ Over 90% of expenditure is on-contract spend
✓ Over 96% of internal audit recommendations were implemented in time
At the end of the financial year, sundry debt levels were £20k higher than last year due to the effects of the pandemic on recovery, particularly
in relation to vulnerable customers of our Carelink Service. The creditors team narrowly missed the target for invoice processing due to
working all year on the payment of business grants and self-isolation payments.

Available services provided ‘right first time’

✓
✓
✓
✓

49% of contacts made via the web
Over 36,000 customer portal accounts open
Over 8500 social media followers
99% of complaints dealt with in 20 working days and no repeat complaints

FOI response times have increased due to the demand on resources caused by the pandemic, with 59% issued on time. A new Access to
Services Strategy is being prepared with the help of the Institute of Customer Services, which will both influence and reflect the new Digital IT
Strategy also being prepared this year with professional expertise provided by SOCITM.
High performing and motivated workforce
✓ Sickness absence rates have halved to just 4.6 days in 2020/21
✓ Only 3 workplace accidents last year
✓ No reportable / lost time accidents

Positive Legacy Project Update:
The retention of agile working and access to flexible working
arrangements is currently being reviewed, and new policies are
currently being developed. Alongside this, the council is
identifying the benefits of reduced mileage, virtual access to
meetings and training, and the overall reduction in sickness.

A leadership development programme is underway with Heads of Service and a new Organisational Development Strategy is nearing
completion, which will bring together and provide direction for the workstreams that underpin employee and business performance.

Asset Management Plan Update:
Stock condition project must be completed before refreshed
Asset Management Plan can be agreed. Significant work will be
required around decarbonisation.
HRA Capital program – there are 14 Projects and Programmes
targeted for 21/22.
Glossop Cemetery - contactors should be on site over the
summer with a September 2022 completion date.

Effective use of assets
✓ Over 90% of business units occupied
✓ Less than 1% of rent lost due to vacant properties
✓ 100% of system and network availability
It took an average of 38 days to re-let council stock last year, 10 days
longer than the year before. Covid restrictions have added three days to
each void property, and the Council completed eight major voids in
March which required significant work by external contractors.

Procurement with a focus on local businesses
✓ 32% of contracts were awarded to local businesses following expressions of interest
✓ Almost 8% of supplier spend is made within the local area

Technology and innovation
A new 5-year IT contract has been agreed with Northgate following a procurement exercise. There are future opportunities from a wider
digital workspace yet to be fully realised and there are likely to be outcomes from the new Digital IT Strategy that will rely on this virtual
platform. Socitm has been engaging widely with stakeholders across the Council as well as reviewing our existing digital landscape. These
sessions will identify opportunities to leverage the existing investments in technology, as well as providing insight into areas of opportunity to
inform the future roadmap.

Aim 3: Support economic development and regeneration
High quality development with an open for business approach
✓
✓
✓
✓

all planning processing targets met, including 100% of major applications in time
over 10% of applications had pre-app enquiries
no major developments allowed on appeal and only 2% of minor developments
100% of priority palnning enforcement cases visited within 24 hours

Agent satisfaction with the planning process is below the desired level due to the inability to conduct site visits, and increased workloads in the
team due to staff absence last year. The vacant posts have now been filled, enabling the team to focus on addressing the backlog and
improved customer care. The resolution of enforcement cases has also been more difficult during lockdown due to accessing premises, and
increased caseloads due to lockdown. This is expected to improve now that resources are back in place and restrictions begin to be relaxed.
Flourishing Town Centres
✓ The borough vacancy rate for town centre shops
was 9% (Sept 2020 survey)
The national vacancy rate stands at 10.8%, and although
the vacancy rate a cross the Borough has increased it is
still ahead of the regional and national trends. A new
survey is planned for
September 2021
which will show more
clearly the effect the
pandemic has had on
the local high street.
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Growth Strategy Update:
- Buxton future high street fund: the project is progressing at pace following the
successful revised Business Case and the award of £6.6m. Payment will be
made on annual basis in advance in line with spend profile against an agreed
Memorandum of Understanding. Draft key task list being agreed. External
advice being obtained on valuation and structural condition, led by Head of
Assets.
- Buxton HAZ: Terms of Reference have been drafted for the Community
Engagement sub group and will be issued to community/voluntary groups for
comment with an invitation to join the group. A leaflet has been drafted - this
will be issued to the above groups for comment shortly. The next steps are to
set up the group and develop an action plan to identify who is responsible for
each task.

Aim 4: Protect and Improve the Environment
Quality Parks and Open Spaces
✓ Green Flag award retained for Whaley Bridge for the 5th year running
Parks Development Plans:
A Play and Outdoor Sports Facilities Investment and Delivery Plan has been created, costed and included in a
report for consideration by Members together with the Parks Strategy.
Bankswood Park Improvement Plan - agreement for funding from British Cycling has now been signed and a
procurement process will shortly commence to deliver the new pump track.

We have seen a significant reduction in volunteering across all friends groups due to the ongoing pandemic. Some volunteering has taken
place but this is substantially under the levels we would have expected.
Effective recycling and waste management
✓ 50.8% of waste recycled (awaiting verification)
✓ Only 28.5 bins missed per 100,000 collections
At 441kg, the level of residual waste collected last year was higher than expected. Residual waste tonnages collected in 2020-21 are estimated
to be 5.6% higher (1038 tonnes) than in 2019-20, we assume this is linked to the pandemic and the changing behaviours of households. The
new cab-based waste management technology (Collective) went live at the end of June, enabling the sharing of live data around collections.
Meeting the challenge of climate change
✓ Paper consumption is less than half last year’s level at 755 reams across the alliance
We were unable to meet all of the national reporting requirements for air quality reporting due to Covid restrictions. There is a possibility of
securing some funds from DCC via their public health team towards local initiatives which would help improve health outcomes (particularly
young people) and local cycling infrastructure. The focus is on places where there are gaps in the Key Cycle Network.

Developing a climate change strategy and an action plan of response to a declared climate emergency:
Since declaring a climate emergency in October 2019, the Council has started a number of activities in order to reduce its own carbon
emissions. The work undertaken so far, and the action plan of activities going forward was presented to The Executive at its July meeting and is
encapsulated in the 2021/22 Climate Change Plan (Part 1).

Work done to date includes:
Housing – the council will be installing energy efficiency measures
such as cavity wall and loft insulation, and triple glazing with the
support of a £485k government grant.
Leisure Centres – assessment of options to reduce emissions has
been carried out with the results expected in July
Fleet – AES are trialling electric vehicles and the Energy Saving Trust
have been engaged to help the council plan its fleet replacement
programme with an emphasis on decarbonisation.
In addition, the new ways of working introduced in response to lockdown have resulted in a 60% reduction in business mileage; as well as
increased customer self-service and reduced paper consumption. Plans to sustain these changes began last year and the new agile working
policy is expected in the summer.
The Council’s Climate Change Working Group, which includes representatives from the High Peak Green Network, has been focusing on
Borough-wide greenhouse gas emissions; the role of key agencies, and the actions that the Council can take going forward. This work will
inform Part 2 of the Climate Change Plan which will be published by November 2021 – in time for the UN climate change conference (COP26).
The Plan will need to be a dynamic document that gets added to as new actions become viable and we learn more about emissions in the area
and the role the council can play, in partnership with others, to help reduce them.

