
 

 

 

Staffs Moorlands Performance & Customer Feedback Report: 2020/21 (Q4 Outturn) 
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Staffordshire Moorlands Q4 Summary  

The following report provides Councillors with an overview of performance at Staffs Moorlands for the period April 2020 to March 2021 in 

relation to the Council’s corporate plan priorities and the associated performance targets and projects. The report also provides an overview of 

the results from the Council’s customer feedback system in terms of how we handle and learn from complaints and the level of comments and 

compliments.  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.      

Performance Overview  

There are 63 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 

both attainment and trend data in 2020/21; with 70% of all targets being met and 60% of all measures maintaining or improving on their 

performance compared to last year. The actions being taken to address the ‘off track’ measures are detailed at the end of this report. 

The report also provides an update on the progress of key projects that contribute to the priority actions outlined in the 2019-2023 Corporate 

Plan. The table below right explains the colour coding used to describe the current status of these projects / actions.  

Customer Feedback Overview  

There has been a further 17% reduction in complaints during 2020/21 compared to last year. There have been no repeat complaints and 

performance in handing complaints in 20 days has met its target. Further information about lessons learned is included in the report.    
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Aim 1: Help create a safer and healthier environment for our communities to live and work   

 

 

 

 

 

 

 

 

Performance against the objectives under Aim One is relatively strong at year-end and has seen a significant improvement at Staffs Moorlands 

with 82% of measures meeting target and only two measures (homelessness applications opened at prevent stage and implementation of the 

community safety action plan) off track.   

 

Celebrating Success:  

At the end of 2020/21, the following performance indicators outstripped their targets: 

✓ settled accommodation outcomes from homelessness duties  

✓ processing benefit new claims and change of circs 

✓ benefits accuracy 

✓ external sports funding secured  

✓ housing register applicants waiting 6+ months 

 

 



2019-2023 Corporate Plan Priority Actions – Progress Highlights 

Priority Actions Status Commentary – March 
Develop a strategy for further 
development of affordable and specialist 
housing 

 A report has been scheduled for the next Committee cycle. 

Complete the review of the CCTV system 
and implement the agreed 
recommendations 

 Camera replacement still in progress, this  has been  impacted by COVID restrictions. 

Develop and implement an indoor leisure 
facilities improvement plan focused on 
improving the health and well- being of 
residents   

 Progress is good, and the project remains on track for completion by the expected time. The 
energy audit contract has been awarded to Leisure Energy with usage data being gathered 
over the next two weeks, ahead of site audits commencing after that. Facility Planning Model 
runs have been completed and reports issued on 26/3 for review. Member working group 
meetings have been confirmed for 7th April (HP) and 14th April (SM) respectively. 

Develop and implement an outdoor 
leisure facilities improvement plan 
focused around the 'sports village' 
concept 

 Reports to Members due in the next committee cycle (May/June ), discussions around 
projects are ongoing. 

Develop a Private Sector Housing 
Strategy to improve conditions for 
homeowners and private tenants 

 Meeting held on 11th Feb. The first piece of work will be to update the evidence base to 
identify the issues that will feed into the strategy. The Private Sector Housing Renewal Policy  
will then be updated and added to the current suite of housing policies. Contents of the 
existing policies were reviewed during the meeting and initial areas of focus identified; this 
will evolve following review of the evidence base. Revision to DFG grants approved. 

Refresh the Council’s Communication 
Strategy in order to ensure that there is a 
more effective dialogue with residents  

 Information digest being prepared. 

Review the Council's community safety 
arrangements in order to maintain 
strong partnerships with community 
groups  

 Review of Community Safety Strategy to be completed by April 2021 along with proposals for 
the future.  Reports are ready in draft format and will be presented at the next committee 
cycle. 

Influencing Action: Reducing crime, the 
fear of crime and ASB 



Influencing Action: Combating illegal 
money lenders such as loan sharks 

Review the Sport and Physical Activity 
Strategy in order to integrate 
communities and sports clubs into the 
delivery of its objectives 

 Further to initial stakeholder discussions, wider stakeholder and community consultation is 
being planned as recommended in the recent SOPG reports produced by FMG. It is likely this 
consultation will include reference/questions regarding leisure facilities in order to join the 
strategy refresh and leisure transformation plan together.  

Implement the Covid-19 Community 
Recovery Plan 

 We have issued press releases about the ‘Eat out to help out' scheme encouraging people to 
support local businesses and continue to raise awareness via social media. Nearer the time, 
we will be promoting the dates that our local leisure facilities (pools, racquet sports etc) are 
due to re-open. A specific release about the work to the pool area in Brough Park Leisure 
Centre is being drafted. 
 

Influencing actions 
Ensuring effective health provision 
particularly for the elderly 
 
 

The SMDC Health Overview and Scrutiny Panel met on 3rd March 2021, at which Neil Carr, Chief 
Executive and Jennie Collier, Managing Director, Midlands Partnership NHS Foundation Trust, were 
present to update members on the temporary closure of Leek Minor Injuries Unit and the development 
of the Integrated Care Hub. The Panel was given assurance that the Minor Injuries unit would re-open by 
the end of June, as long as certain criteria was met. Should there be another surge in the number of 
patients requiring treatment for Covid, then staff may need to re-deployed again. 
Marcus Warnes, Accountable Officer and Tracey Shewan, Director of Communications and Corporate 
Services, North Staffordshire Clinical Commissioning Group also attended the meeting. The Panel was 
advised of the consultation for the Integrated Care Hub, decision making and the progress to date. 
Following discussion around the criteria used locally to identify adult carers to receive Covid-19 
vaccinations, it was agreed that a letter would be sent to the County Council as there were cases of 
carers that did not claim carers allowance experiencing difficulties making appointments to be 
vaccinated. A letter of thanks was also to be sent to all of the vaccination centres in the Moorlands. 
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Aim 2: Meet financial challenges and provide value for money 

 
 

 

 

 

 

 

 

 

 

The council’s profile under Aim Two shows an improvement on last year’s figures. Issues that have been reported all year have contributed to 

the off track measures at year end including; invoice payments and FOI responses.        

 

Celebrating Success:     

At the end of 2020/21, the following performance indicators outstripped their targets: 

✓ sundry debt levels, income collection 

✓ sickness absence 

✓ IT systems and network availability 

✓ complaint handling and repeat complaints, customer interactions and portal accounts 

✓ social media followers 

✓ procurement activity on the forward plan 

✓ business unit occupancy 

 



2019-2023 Corporate Plan Priority Actions – Progress Highlights 

Priority Actions Status Commentary – March 
Develop and implement a plan to 
identify new and innovative ways of 
generating income 
 

 Individual project updates within the action: 
- Advertising/Sponsorship: On hold. 
- Fees & Charges: This has gone through the MTFP- charges are frozen for next year 
depending on activity levels during Covid recovery. 
- Empty properties: We are setting up a member group to pick the action plan back up. 
- Building Control: A report is going to cabinet 30/03.  
- Trade Waste: project on-hold to be picked up in 21/22 in post-Covid landscape. 

Continue to embed good 
information management practices 
through the ASSURED framework 

 COMPLETED. Information Governance Update Report produced for both Corporate Select 
and Resources Panel in November 2020. This completes this action as the report shows how 
both councils continue to embed good information management practices through the 
ASSURED framework. 

Refresh and implement the Asset 
Management Plan, including a 
review of public estate, and ensure 
adequate facilities management 
arrangements are in place 

 Individual project updates within the plan: 
- Asset Management Plan-Concertus will carry out some pilot stock condition surveys to 
make sure they collect data in a way that will work with the system and provide what we 
need in the way of reports.  The new system can be configured but any changes take time to 
be implemented. If the pilot is successful, they will be instructed to proceed with the full 
programme. Surveys will commence in May/June starting with the large buildings, results 
are expected back by August to be analysed .  
- Norse Contract Options -We are setting up 3rd working group for members, this will then 
go to Exec. No significant issues arose from the 2nd working group but there are some 
issues around timescales with elections. We need to tie legal discussions together and 
highlight the points that need shareholder agreement.  
-  Facilities Management Arrangements-Rolling arrangements with Vertas and DCC still in 
place. 

Develop an Access to Services 
Strategy to ensure that Council 
services are accessible to all 

 The strategy is in progress and is being developed in line with IT and Digital Strategies, 
suggested timescale is July 2021. Update report to corporate select, Member workshop to 
be set up which will feed into the strategy. 

Implement the Council’s Efficiency 
and Rationalisation Programme 
(This will focus on several projects 
including procurement, income 
generation, trading, advertising, and 
sponsorship, etc.) 

 Progress monitored quarterly - efficiency position incorporated into revised MTFP. 2021/22 
represents final year of current efficiency programme, plans are in place to address the 
delivery of the savings over the next life of the MTFP. Individual project updates within the 
action:  
- Parish Grants- Built into revised MTFP -This has been presented to the Parish assembly: we 
have agreed to carry out a consultation & issue letters on the  proposal. 



Priority Actions Status Commentary – March 
- Refresh Efficiency & Rationalisation programme- No new Efficiency Programme built into 
the revised MTFPs - we are focusing on delivery of outstanding efficiencies over the life of 
the current plan. Requirement for future savings programmes will be kept under review as 
part of future MTFP updates in the post-Covid landscape. 
- Hybrid mail- A report  identifying the savings will be provided at the end of financial year. 
This project will then be complete. 

Develop a new Organisational 
Development Strategy to ensure 
that our workforce is developed 
effectively  

 Camburg have completed the work around the strategy- the results are currently being 
reviewed . 

Develop a new procurement 
strategy with a focus on spending 
money locally 
 

 Meeting to be held on Thursday to release the Information Digest report. 

Develop a new ICT strategy to 
enhance and support the delivery of 
services 

 Information digest report is going to Members April 2021. The new IT contract has now 
been signed  for a duration of 5 years from 01/04. We are now working with Socitim to 
produce the IT/Digital Strategy. Individual project updates within the strategy:  
- Meetings AV equipment-no update. On hold due to Covid. 
- ILAP/Assure- reached testing stage but the software is not ready, on hold until ILAP is fit 
for purpose 
- Civica Pay- Deliverables currently on track with the project plan dates to deliver ahead of 
the national deadline  
- Civica Open Revenues- Project back on track now the annual billing process is complete, 
implementation planned for June  
- Env Health/Licencing- no roadmap for flare implementation, collective needs to be 
completed first. 
- Collective-  Still on track for June, awaiting Goss to finalise new  web forms 
- Committee Management- looking at production of the forward plan and  the quality of 
reports. Training to be implemented. 
- ICT upgrade- All users are now migrated to RDS2016, Microsoft Teams from a personal 
device has been successfully rolled out to all users .  There are future opportunities & 
benefits from a wider digital workspace yet to be fully realised & there will be outcomes 
from the ICT /  Digital Strategy that will rely on this platform.   
- Procurement Workflow and intranet upgrade- Infreemation are currently in the process of  
designing the workflow. 
 



Priority Actions Status Commentary – March 
Implement the Covid 19  Reinstating 
Service  Plan 

 We are continuing with strong, clear messaging encouraging people to comply with the 
guidelines around social distancing, hand hygiene and wearing face coverings – these 
measures feature heavily in all our communications via all channels. 
 

Implement the Covid-19 Financial 
Recovery Plan 

 
Back on recovery stage due to 2nd lockdown. 

Implement the Covid-19 Positive 
Legacy Plan 

 The Council has undertaken a review of the positive impact on all service areas to ensure 
that we retain and build on the improved working practices. The retention of agile working 
and access to flexible working arrangements, is currently being reviewed and new policies 
are currently being developed, along with identifying the benefits of reduced mileage, 
virtual access to meetings and training and the overall reduction in sickness. 
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Aim 3: Help create a strong economy by supporting further regeneration of towns and 

villages   

 

 

 

  

 

 

 

 

The Council has again achieved a high proportion of the targets set under Aim Three. 100% of major applications have been determined on 

time and the only off track areas are planning agent satisfaction rates and planning enforcement cases resolved within 13 weeks.      

 

Celebrating Success:     

At the end of 2020/21, the following performance indicators outstripped their targets: 

✓ major and minor planning applications processed on time 

✓ major and minor developments allowed on appeal 

✓ town centre vacancy rates 

✓ pre-application planning enquiries 

✓ priority 1 planning enforcement visits  

 

 



 

2019-2023 Corporate Plan Priority Actions – Progress Highlights 

Priority Actions Status Commentary – March 
Support the development of Cornhill 
and improved rail links 
 
 
 

 -Cornhill development (East): There will be no project movement until after project East is in 
delivery phrase. This will be at least 3 years. 
- Cornhill development (West): The planning balance needs to be re-assessed following the 
changes around the provision of the Marina. There may be misconception around the marina, 
concept,  a further meeting will be set up to consider alternative solutions.  
-  Rail projects  Leek-Stoke line – application for Ideas fund (re-connecting railways) to be 
submitted by 5th March. SMDC is accountable body. If successful will need to set up project 
board (including network rail, stoke city council, MPs offices) to oversee appointment of 
consultants. Meir station has model and specification which can be replicated. 
- Leekbrook heritage railway extension – there is strong likelihood that £1.4m of EARFD 
funding will be lost – as CVR are not in a financial position to co-fund remaining 20% unless 
timescale for delivery can be extended. It is unlikely that this will be permitted as EU funding 
but position unknown -  clarification being sought from RPA. Two emergency applications to 
Heritage Lottery fund have been submitted in January/Feb with SMDC help. The first for the 
open scheme (which funds works to re-open April-June 21); and a second retrospective 
application for works to re-open (August-December 20). Outcome of both still pending. 

Influencing Action - Support the 
Churnet Valley Railway with their 
plans to bring trains back to Leek 

Support the development of the 
former Churnet Works site, Leek 

 No update. 

Develop and implement plans to 
extend the public market operations  

 Leek Market Hall - Options appraisal received from Quarterbridge. Public consultation on 
shortlisted market hall options on hold. Report to be presented to Cabinet May/June 21.                                                                             
Moorlands Market Operations - draft report in progress - awaiting financial information. 

Adopt a new Local Plan  Action Completed. The Staffordshire Moorlands Local Plan was adopted by full council in 
September 2020. 

Develop a master plan for bringing 
redundant mills back into use 

 Report being prepared for March/June cycle to include summary of previous studies with 
recommendation that commercial demand assessment is undertaken to guide project 
development.  Report scheduled for next cycle with background for each Mill. We will 
correspond with the  Mill owners to understand their intentions. 

Implement the Council’s growth 
strategy to bring about the 
regeneration of towns and rural 
communities 
 

 Individual project updates within the strategy:                                                            
- Biddulph Wharf Rd masterplan- Enquiry has been received from the land agent on behalf of 
landowner. A meeting will  be organised to discuss bringing the parcel of land forward for 
development - access would require agreement from the adjacent landowner.  Further work 
to be agreed to explore alternative access to wider site.   



 
 
 
 
 
 
 
 
 
 

- Investment & Acquisition strategy- No update . 
- Blythe Vale- Draft project specification to be revised to incorporate St Modwen phase 2 
development proposals & possible levelling up submission . Pre app meeting  held with St 
Modwens re stage 2.   
- Cheadle town centre masterplan - Stakeholder Panel meeting was held 26th February.  
Workshop facilitated by the Consultation Institute held 17th March. Two alternative uses for 
town centre sites emerged from the workshop: Tourism hub at Tape Street car park and 
Health hub at Royal Walk.  A meeting will be held with Cushman & Wakefield to consider 
option appraisal to enable public consultation. The panel will meet again after the election. 4 
have been shortlisted  for public consultation, we await confirmation for the One Public Estate 
bid. Taskforce have submitted a report but we have requested clarification around what they 
are recommending and the products they are offering as this is unclear. Taskforce report to be 
circulated. 

 
Influencing Action - Expand the 
Growth Deal Partnership to provide 
inward investment 

Develop a Tourism Strategy to 
maximise the positive impact to our 
communities 

 In progress. 

Implement the Covid-19 Economic 
Recovery Plan 

 We have issued press releases about the ‘Eat out to help out' scheme encouraging people to 
support local businesses and continue to raise awareness via social media. We promoted the 
dates that our local leisure facilities (pools, racquet sports etc) re-opened. A specific release 
about the work to the pool area in Brough Park Leisure Centre was issued. 
Business newsletters complete, addition to a new newsletter to be developed considering new 
funding.    

Influencing Actions                
Provide bus services which connect 
our villages with our three market 
towns for services, shopping, and 
leisure 

Staffordshire County Council have been successful in a bid to the Rural Mobility Fund to support demand 
responsive transport projects in rural areas. The funding will be used to extend and enhance the 
Moorlands Connect service over the next four years, linking in directly with the scheduled local bus 
services at interchange points in the area to enable onward travel. There will be three buses with journeys 
available from 7am to 7pm Monday to Friday and from 8am to 6pm Saturdays. A service on summer 
Sundays will also be starting from next April. Full details of the funding bid can be found here - 
Staffordshire Moorlands - Rural Mobility Fund - Staffordshire County Council 
 
The new service will commence on the 2nd September 2021. A survey is currently running and has been 
shared with the District Council, all the Parish Councils in the operating area, schools in the area, Leek and 
Buxton College, the local bus service providers and the Peak District National Park. 
 
 

https://www.staffordshire.gov.uk/Transport/transportplanning/Funding-bids/Staffordshire-Moorlands-Demand-Responsive-Transport-DRT.aspx


Improve access and traffic flows to 
our town centre 

Continued liaison with Development Services and SCC regarding new development sites & key projects 
including Cheadle Town Centre masterplan and Blythe Vale. Projects now being considered for possible 
submission to the Levelling up fund - in discussion with SCC and MP.  'Long list' of projects identified as 
part of Green Infrastructure plan. Bid submitted with support from Stoke-on-Trent City Council, to the 
Department of Transport’s ‘Restoring Your Railway - Ideas Fund’ for a feasibility study for a Stoke-Leek 
Railway. 
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Aim 4: Protect and Improve the Environment 

 

   

 

 

 

 

 

 

The council’s profile under Aim Four is the lowest across the Corporate Plan at year end but is against a smaller basket of indicators. The 

performance indicator measuring the kg of residual waste is ‘off track’ at year end (linked to changing behaviours during the pandemic) and 

the environmental health measures linked to inspections have also been negatively affected by the lockdown.  Fly tipping is now a contextual 

measure, but the 2020/21 data reveals significant increases compared to last year. This is believed to be a national issue and is being 

addressed through a comms strategy in addition to ongoing enforcement activity.              

Celebrating Success:     

At the end of 2020/21, the following performance indicators outstripped their targets: 

✓ missed bins 

✓ paper consumption,  

✓ community clean-ups 

✓ street cleanliness 

 



 

2019-2023 Corporate Plan Priority Actions – Progress Highlights 

Priority Actions  Status Commentary – March 
Successfully deliver Phase 3 of the 
transfer of services to Alliance 
Environmental Services Ltd, to 
deliver waste, streets, and ground 
maintenance services on behalf of 
the Council in order to achieve 
improved performance and value for 
money outcomes. 

 COMPLETED 
Phase 3 (streets and ground maintenance) transfer completed 1st April 2020. 
Awaiting return of IT equipment. Closure/lessons learnt report has been provided. 
Project completed. 

Identify and implement an approach 
to reduce the cost of country parks 

 We have made progress with Stoke Council- they have produced an enabling report 
giving permission in principle for the transfer. We need to understand the liabilities, but 
things are moving, there are still a lot of issues to sort out. Costs etc will have reviewed. 

Develop a plan to improve Brough 
Park and John Hall Gardens 
 

 Individual project updates within the plan: 
-  Play Strategy- This will form part of the wider Parks Strategy; a review of existing play 
areas will be undertaken.SM project yet to commence. 
- Brough Park Improvement plan Play phase of the project is progressing with wetpour 
being installed this week. There has been a short delay in the project due to the supply of 
tarmac paint being delayed. Play/MUGA phase is currently being delivered with tender 
for Tennis Court refurb currently in development. Final pieces/painting are going in and 
we are  hoping to complete this week, we may go a few days over. Next steps are the 
tennis court refurbishment & path works/ lake/link with John Hall Gardens.  
- Tean Road, Cheadle Improvement plan- Awaiting update from Cheadle Town Council as 
to their aspirations. We have received no communication from CTC as was promised 
after their December meeting. 

Develop a climate change strategy & 
an action plan of response to a 
declared climate emergency 

 A report will be going to the next round of meetings. Work is progressing in the  
background for part 1 of the action plan. 

Review the Council's waste and 
recycling arrangements to increase 
recycling and to respond to the 
emerging national strategy 

 On hold- Await consultation and communications from the Government. TEEP has not 
started. 



Priority Actions  Status Commentary – March 
Influencing Action- Provide waste 
and recycling centres across the 
district 

Review the Environmental 
Enforcement Policy in order to take 
steps to further reduce 
environmental crime 

 Policies to be reviewed and updated in the next 12 months. Working group to be set up 
to discuss to agree the approach. 

Develop a new Parking Strategy to 
ensure that our car parks meet the 
needs of residents and visitors 

 Individual project updates within the strategy: 
-Parking strategy - The  findings will be reported by the consultants at the beginning of 
April and a meeting will be arranged to discuss. 
-Pay & Display machines - This is included in the capital programme for next year. We 
need the  bigger picture/full strategy  to make the final decisions. Influencing Action - The provision of 

accessible on street parking 

 

 

 

 

 

 

 

 

 

 

 





 

 



 

Areas for improvement: 2020/2021 

Measure of Success (PI)  Aim / Objective Service Lead 
Target 

2020/21 

2020/21 
Year End 

Result 

Head of Service Commentary (reasons for 
performance / SMART actions to improve) 

% of initial homelessness 

applications opened at the 

prevention and relief duty 

stages 

Aim 1: Increased supply of 
good quality affordable 

homes 

Head of Housing 
Services 

60% 
prevention 

48% 

prevention 

52% relief 

Off track % is improving as lockdown restrictions 

ease 

Delivery of the Community 

Safety Partnership Plan: % 

actions delivered to 

timescale 

Aim 1: Effective support 
of community safety 

arrangements including 
CCTV 

Head of Democratic 
and Community 

Services 

100% 20% Delivery of the plan has been affected by the 

impact of Covid 19 

% invoices paid in line with 

terms of contract 

Aim 2: Effective use of 
financial and other 

resources to ensure value 
for money 

 

Head of Finance 96%  95% Operational output has been directly affected by 

additional activities that have been absorbed by 

the Creditors function to facilitate Covid-19 

Business and Self Isolation support payments 

from April 2020. This has been an increased 

demand on capacity within the team which was 

already working on reduced resources due to a 

full-time member on long term sick leave 

throughout quarter two. In addition there has 

been a noticeable increase in supplier invoices 

over recent weeks as front-line services step up 

recovery of business operations which we are 

currently working through to facilitate payments 

under the 30 day target.  We are making use of all 

available options, including external and internal 

communication channels to ensure that 

payments are not delayed, to which we aim to 

make a noticeable improvement on the current 

position going forward. 



Measure of Success (PI)  Aim / Objective Service Lead 
Target 

2020/21 

2020/21 
Year End 

Result 

Head of Service Commentary (reasons for 
performance / SMART actions to improve) 

% of corporate efficiency 

savings met 

50% of target 
 

26%  The savings achieved in year were affected by the 

Covid pandemic which reduced the scope. This 

was recognised in the revised MTFP approved in 

February 2021. The shortfall is carried forward 

into 2021/22 

Income variance to budget Net Budget 
+/- 25% 
variance 

 

63%  The additional Government funding received in 

support of the extended business rates relief 

scheme put in place for 2021/22, gave rise to 

significant s31 grants being received in 2020/21 

to be used to offset the shortfall in BR income 

which will be suffered in 2021/22. These 

additional grants show as technical income in the 

year but are earmarked for use in 2021/22 

FOI requests: % responded 

to within statutory time 

frame (include numbers in 

commentary) 

Aim 2: Ensure our services 

are easily available to all 

our residents in the 

appropriate channels and 

provided 'right first time 

Head of Legal and 
Elections 

95% 72% 
(455/633) 

Response times have been affected due to the 

impact of Covid 19 on staff resources 

Website Quality: Socitm 

Better Connected 

assessment 

Aim 2: Ensure our services 

are easily available to all 

our residents in the 

appropriate channels and 

provided 'right first time 

Head of OD and 
Transformation 

4 stars 3 stars The Assessment process is subjective to the 

individual assessors. An alternative measure will 

be used next year 



Measure of Success (PI)  Aim / Objective Service Lead 
Target 

2020/21 

2020/21 
Year End 

Result 

Head of Service Commentary (reasons for 
performance / SMART actions to improve) 

Agent satisfaction with the 

Planning Service 

Aim 3: High quality 

development and building 

control with an open for 

business approach 

Head of 
Development 

Services 

80% 56% Staff shortage within the team has meant that 

workloads have increased significantly this year 

along with the backlog of applications. This has 

also been exacerbated by the pandemic with site 

visits not being undertaken during the initial 

lockdown. This has led to a decrease in customer 

satisfaction . Also, officers have been focusing on 

delivering against Government performance 

targets on planning application turn-around time 

and as a result customer service has suffered. The 

vacant posts have now been filled and new 

officers will start in May and June. This will allow 

us to focus on the backlog and improving 

customer care 



Measure of Success (PI)  Aim / Objective Service Lead 
Target 

2020/21 

2020/21 
Year End 

Result 

Head of Service Commentary (reasons for 
performance / SMART actions to improve) 

% of planning enforcement 

cases resolved in 13 weeks 

80% 46% The last 12 months have seen  a big increase in 

enforcement cases as a result of people spending 

more time at home and submitting enforcement 

complaints about work being carried out in their 

area. Site visits were not undertaken in the initial 

part of the lockdown, and internal visits are still 

not being carried out unless absolutely essential 

which also slowed resolution times. We have also 

had a number of instances of staff sickness in the 

team and another officer partially seconded to 

the planning applications team to cover for 

vacancies and bolster resources there to meet 

Government targets. We have brought an 

additional member of staff into the team in 

January 2021, but he has taken time to train and 

we are now only feeling the full benefit. Once the 

planning applications team is up to full strength 

more resources can be allocated to enforcement. 

In addition, the easing of lockdown should result 

in fewer complaints and more site visits being 

undertaken.  

KG's of residual waste per 

household. 

Aim 4: Effective recycling 

and waste management 

Head of Service 
Commissioning 

385kg 405kg  Results are awaiting external verification. Waste 

tonnages collected by AES in 2020-21 are 

estimated to be 13% higher (2340 tonnes) than in 

2019-20, we assume this is linked to the Covid 

pandemic and changing behaviours. 

Number of pest control 

contracts  

Aim 4: Provision of high-

quality public amenities, 

clean streets and 

Head of 
Environmental 

Services  

54 50 We currently have 50 Contracts at SMDC, off 

track due to COVID-19  



Measure of Success (PI)  Aim / Objective Service Lead 
Target 

2020/21 

2020/21 
Year End 

Result 

Head of Service Commentary (reasons for 
performance / SMART actions to improve) 

% of food premises 

compliant with the Food 

Standards Agency criteria ( 

plus numbers as context) 

environmental health 95% 76% This is due to the number of premises that could 

not be assessed . Premises that are not inspected 

have to classified as non-compliant as they have 

not been risk rated against the criteria and they 

have not received an official physical inspection 

this is needed to be able to rate them consistently 

against the brand standard and the food safety 

legislation 

% of routine permitted 

process premises inspected  

75% 60% Targets have not been achieved due to COVID-19 

restrictions 

Private water supplies - % of 

sampling programme 

completed 

75% 60% Targets have not been achieved due to COVID-19 

restrictions 

Pollution measures - air 

quality: % compliance 

against national reporting 

requirements in relation to 

air quality 

Aim 4: Meeting the 

challenges of climate 

change 

100% 90% Targets have not been achieved due to COVID-19 

restrictions 

  

 For a full list of all performance measures and the Q4 results please visit the Performance Management page on the Intranet or click on this link.  

 

https://hpbc.alliance-online.org/system/files/documents/attachments/staffs_moorlands_q4_2020-21_2.pdf

