High Peak Performance and Customer Feedback Report: 2021/ 2022 (Q2)

High Peak Q2 Summary
The following report provides an overview of performance at High Peak for the period April to September 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 44 targeted measures to report against at the close of Q2, with the remaining measures in the council’s performance framework
being considered contextual in nature and featuring in the Annual Report. The charts below show the results for the first half of the year in
terms of both attainment and trend data. At the end of September the council was on track to meet 70% of targets and had improved upon or
maintained its performance level compared to last year in 53% of measures. 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 Q2 this year was higher than last year’s very low level, with 52 stage 1 complaints.
There have been no repeat complaints reported and the council responded to 98% of complaints in 20 working days, ahead of its 97% target.
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
✓
✓
✓
✓

New housing benefit claims processed in 9 days against a target of 18 days
No gas safety checks were overdue in council homes
66% of homelessness applications opened at the ‘prevention’ stage
Average response times for requests for repair

Areas for improvement: The time taken to process benefit changes remains above the target due to a numer of factors including an increase in
the volume of Universal Credit changes. We have processed over 90% of right to buy transactions but three took longer than targeted due to
an increase in the number of applications and complications around planning issues. There have been a large number of repair jobs taking a
whole day or longer, which have affected productivity targets this quarter but the service expects performance to even out over the year.
At the end of September the council had 17 households in temporary accommodation for over six weeks but none of the households are
families. There are currently 129 active homeless cases and the council is also working with partners and the Home Office with regard to
Afghan resettlement with two properties offered up. Although still off track, there are improvements in settled accommodation outcomes for
prevention duty discharges.
Accelerated housing delivery programme:
Fairfield Roundabout – Homes England have offered an extension to the grant funding deadline from March to June 2022. Fisher
German are working with the land promoters (GB Energy) at Waterswallows on Heads of Terms and land assembly. Several
companies have returned tenders for the Golf Club mitigation works but above budget. Work ongoing to find possible cost savings.
The order to divert the gas main has now been placed.
Granby Road – A letter to Homes England has been sent confirming withdrawal and confirming council’s preference for direct
repayment of grant drawn down to date. Planning pre-app is ongoing. A pre-app has been received for adjoining site Granby C.
Consideration will need to be given to connectivity, access, highways mitigation measures. Fisher German commissioned to
undertake site valuation for inclusion in final disposal report.

Carelink Service:
✓ 99% of emergency calls responded to within 45 minutes
✓ 95% of referrals installed within 15 days
High quality leisure facilities
✓ £34k in external funding awarded in support of the physical activity and sports strategy
Leisure projects – A range of work is underway to help support the leisure review including condition surveys. Until these elements are
completed the next stages of the projects i.e., financial business case assessments,
cannot be completed. A consultation exercise to inform the Sport and Physical Activity
Strategy has concluded and the results will be included in an Information Digest for
members shortly.
The Council has allocated £100,000 in its budget towards making improvements to
outdoor sports and recreational facilities across the Borough. The latest grant awards
totalling over £23,000 have just been awarded including £10,000 towards a new
clubhouse at Tintwistle; £2,000 for new practice facilities at Charlesworth; and £1,500
towards a new score box at Buxworth. Given the scale of the project at Tintwistle, the
Council has also awarded a further £10,000 bringing its total contribution to £20,000.
High quality public amenities, clean streets and environmental health
✓ 40% of routine permitted process inspections carried out
✓ 40% of high risk premises were inspected
The number of fly-tipping incidents has improved in Q2 with 219 collections recorded, compared to 346 at this point last year. The council
launched its public campaign, aimed at deterring illegally dumped rubbish, with its AES partners earlier this year.

Aim 1 areas for improvement and Priority Action updates can be viewed here

Aim 2: Meet financial challenges and provide value for money
Financial resilience and value for money
✓ Improving collection rates across business, council tax and sundry debt
✓ 96% of invoices paid on time
✓ Over 93% of internal audit recommendations were implemented in time
Areas for improvement: At the end of September the proportion of housing rent collected is lower than last year and the legislative changes
brought about by the Coronavirus Act in March 2020 have been extended further and now remain in force until 25/3/22, and affect possession
applications to court. County court delays following the possession stay have resulted in cases taking approximately 16 weeks to reach hearing,
where prior to the pandemic they took 4-6 weeks. We continue to explore alternatives to possession for recovering rent arrears, and take
possession proceedings only in the most serious cases.

Available services provided ‘right first time’

✓
✓
✓
✓

52% of contacts made via the web
Over 8900 social media followers
Complaint handing and no repeat complaints
41,346 OneVu Portal accounts

Areas for improvement: FOI response times have increased due to the
demand on resources caused by the pandemic but performance has
improved in Q2 with 63% issued on time.

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.

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
Areas for improvement: Sickness absence has risen to 4.29 days across the Alliance and is projected to miss the tightened target this year due
to an increase in long term cases, which make up two thirds of the total days lost.

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:

Effective use of assets

Stock condition project will start 1st August and complete midJanuary. Initial drafts of Asset Management Policy and Strategy
complete and ready for discussion with stakeholders.

Areas for improvement: It took an average of 47 days to re-let council
stock during Q2, a small improvement on Q1. Performance is impacted by
the inclusion of major voids requiring external contractors and the
inclusion of three hard to let sheltered properties that had been vacant
for over 300 days. Rent loss from vacant properties now stands at 1.23%
against a target of 1.03%. The majority of the losses come from Marian
Court, Church View and The Bungalow.

HRA Capital program – Off track projects include bathrooms
and wet room installations where contractors are struggling to
recruit extra staff to clear through backlogs from last year.
Waiting times for wet rooms now increased to 18 months.
Rendering programme - contractors have had issues with
supplies, delaying the completion beyond targeted September
date, but programme remains likely to complete this year.

Procurement with a focus on local businesses
✓

93% on-contract spend

Areas for improvement: 51% of procurement activity during Q2 was
included on the forward plan (an increase on Q1). This was due to an
increase in commissioning activity in response to external funding being
awarded on various schemes. This resulted in reactive procurements to
source consultancies and other providers to support the delivery of the schemes and to meet the increased shortened timescales relating to
allocation and spending of funding. We are continuing to work with Services to capture as much detail from service plans to ensure the
Procurement forward plan is current in identifying forthcoming activity.
Pavilion Gardens - phase 2 Pavilion Gardens underway with
external painting. Phase 3 on track to go live in October / Nov

Technology and innovation
✓ 100% of system and network availability
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. The Strategy is expected at the February 2022 cycle of Committees.
Aim 2 areas for improvement and Priority Action updates can be viewed here

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
✓ no major developments allowed on appeal and less than 1% of minor developments

The Building Control partnership transfer took place on 5th July as planned with no issues with service continuity. We have been working on a
new Communications protocol for development control to improve contact with our customers, including production of “Triage Reports”
which will be provided to applicants part way through the application process to advise of any issues arising with the application.
Flourishing Town Centres and Business Support
There were 709 hits on the council’s business page
during the first half of 2020/21. The monthly council
business newsletter now has 1343 subscribers and
includes details of funding opportunities, training
events and other relevant business news.
Victoria Hall in Glossop will need further treatment
for dry rot in January, involving temporary closure of
the site.

Aim 3 areas for improvement and Priority Action
updates can be viewed here

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. MOU received from
MHCLG. Building’s report and first draft on value and negotiation proposals due
September. Car park study commissioned. Public realm design commissioned.
Monitoring and evaluation plan submitted to MHCLG - awaiting feedback.
- Buxton HAZ: IBI Group Ltd have been appointed following our recent public
realm tender. An inception meeting has taken place with the project team and
requested information has been provided. Two footfall counters have been
installed in Spring Gardens and weekly footfall reports are being produced.
Training has been provided and additional tailored reports can be produced if
required. Launch of Cultural programme to take place 1st/2nd Oct.

Aim 4: Protect and Improve the Environment
Quality Parks and Open Spaces
The Memorial Park in Whaley Bridge has retained its green flag status for the 8th year running. The scheme is managed by
Keep Britain Tidy to reward well-managed parks and green spaces which set the benchmark standard across the UK and
around the world. A dedicated Friends group of volunteers work alongside High Peak Borough Council’s parks team and its grounds
maintenance partner Alliance Environmental Services (AES) to care for and
develop the park.
Parks Development Plans:
The Parks Strategy has now been approved by The Executive and design
work on the finished document will be commencing soon, ahead of its
formal launch. A play and outdoor sports facilities investment and
delivery plan has also been approved by The Executive and an
implementation plan is now being finalised.
Bankswood Park Improvement Plan – The tender to construct the new
pump track in Bankswood Park been awarded to Bike Track. A start on
site date is to be agreed.

Effective recycling and waste management
✓ 225.14kg of residual household waste (estimated data)
✓ Only 30.24 bins missed per 100,000 collections
The estimated recycling rate for Q2 is 0.1% under target at 50.4% but is expected to improve as the year progresses.
Meeting the challenge of climate change
✓ Paper consumption is on track at 330 reams across the alliance

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).
A range of activities were planned to coincide with the UN Climate
Change Conference in November (COP26). These include:
✓ Affordable warmth/energy efficiency webinars
✓ Carbon Literacy training for all Heads of Service
The council has also been working with Anthesis, a global
sustainability consultancy, on the following areas:
• Land and rural emissions profile
• Pathway Analysis
• Engagement with stakeholders
• Procurement analysis

The preliminary Climate Attitude Survey results have now been received, with a full report to follow.
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 in November 2021.
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.

Aim 4 areas for improvement and Priority Action updates can be viewed here

