
Staffs Moorlands Performance and Customer Feedback Report: April to September 2016 (Q2)



Staffordshire Moorlands Q2 Summary 

The following report provides Councillors with an overview of performance at Staffs Moorlands for the period April to September 2016 in 
relation to the Council’s corporate plan priorities and the associated performance targets and projects. The 2016/17 reports are the first in an 
agreed new style, which better reflects the Council’s paperless approach to meetings with greater use of tablet-friendly reports. There is no 
longer an analysis against a ‘dashboard’ of measures but rather against the wider performance framework as a whole. The report also provides 
an overview of the results from the Council’s customer feedback system in terms of how we handle complaints and the level of comments and 
compliments.      

Performance Overview 

There are 50 ‘monthly’ and ‘quarterly’ reported performance measures at Staffs Moorlands and the chart below left shows the improved 
results for quarter two. The ‘N/A’ column includes those measures that are designed to provide contextual information only or are new for 
2016/17 and therefore have no target for this 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 Corporate Plan. The 
table below right explains the colour coding used to describe the current status. 

   

 

Customer Feedback Overview 

The targets for repeat complaints and responding to complaints are both on track and the trend in the number of stage 1 complaints received 
compared to last year is unchanged. 
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Aim 1: Help create a safer and healthier environment for our communities to live and work 
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SM Aim 1: September 2016 Results

The large proportion of N/A measures reflects a raft of new measures for 2016/17 for which a baseline is being collected in order to set a 
target in 2017/18, where relevant. 

Celebrating Success: As the reporting year progresses we will highlight successful performance under each of our aims.   

In September the following performance indicators outstripped their targets:

 Households in temporary accommodation
 Homelessness prevention work



Corporate Priority Actions – Progress Highlights

Project / Rating Priority Action Progress – September
Procurement 
Project

 Agree an approach that results in joint leisure centre contract 
renewals across the Alliance

 Develop and implement a plan that is focussed on increasing 
footfall in Leisure Centres by the effective use of off-peak 
capacity

Grant Thornton engaged to explore potential options for 
delivery/operation of leisure centres upon expiry of the 
contracts in 2018/19.
They are currently amending the draft report to 
incorporate current costings – including leisure centre 
operational expenditure and future property costs (based 
on the 30 year asset review undertaken by the Assets 
team). Principal Leisure Officer appointed due to start 
24/10/16.

Affordable 
Housing Project

 Develop a strategy for further development of affordable and 
specialist housing

 Develop and agree a new empty properties strategy

Awaiting PID / Decision. 

Strategic 
Partnerships 
Project

 Work with health services to develop a plan to enhance leisure 
provision with a focus on health improvement

 Develop and implement a plan to reduce anti-social behaviour
 Develop a scheme that supports the upgrading of security in 

vulnerable people’s homes
 Support the Community Safety Partnership with improved 

provision of outreach workers for dealing with domestic violence
 Support the police and other partners to reduce crime, the fear 

of crime and anti social behaviour 
 Work with Staffordshire County Council and other partners to 

ensure an effective partnership with central government
 Ensure there is effective health provision particularly for the 

elderly
 Ensure that the services provided by other public sector partners 

meet the needs of residents  

The partnership definition has been presented to the 
project board and the initial process for identifying the list 
of partners has been agreed. A partnership audit will then 
take place to identify resource commitments and 
outcomes achieved from the partnership which will link 
to this action. The initial identification stage has slipped 
by one month but is expected to return to 'on track' later 
in the year.



Aim 2: Meet financial challenges and provide value for money
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SM Aim 2: September 2016 Results

The results show that performance against Aim Two is strong, with a high proportion of on track measures. 



Celebrating Success: As the reporting year progresses we will highlight successful performance under each of our aims.   

In September the following performance indicators outstripped their targets:

 Complaints dealt with within 10 working days
 Internal audit recommendations implemented on time

Corporate Priority Actions – Progress Highlights

Project / Rating Priority Action Progress – September 
Channel Shift 
Programme

 Implement the agreed Customer Services Strategy
 Agree and implement an approach to bring about effective 

channel shift 
 Agree and implement a plan for further improvement of the 

Council’s website
 Review and revise processes to ensure that they are focused upon 

the customer and are effectively aligned across services

The status has changed to amber as the revenues e-
forms will not be ready until the end of November. The 
revenues back log currently stands at 6-8 weeks. This 
has impacted on the localisation of forms, assessor 
training and SPD reviews. At the October Channel Shift 
project board, AS agreed that Revenues should use 
Civica on Demand in the short term to alleviate the back 
log. 
All milestones are on track for the launch of the new 
website. The launch is set for w/c  5th December, which 
is a revised milestone that has been agreed.



Information 
Governance 
Group

Develop a plan to ensure better sharing of information between 
services and with partners

Assured framework launched through KYI outlining our 
approach. Action plan progressing well. Draft Data 
Protection Policies and overarching Information 
Governance Policy almost complete. New PIA forms 
developed and integrated into project methodology. 
Incident reporting form developed. Work has begun on 
a classification framework.  

Income 
Generation 
Project

Develop and implement a plan to identify new and innovative ways of 
generating income 

All income generation challenge meetings have been 
completed. Summary report produced for review at 
next Board meeting. The next step is to categorise the 
suggestions to include fees and 
charges/costs/benefits/timescales.

Various Identify European funding opportunities Linked to various regeneration-based projects. 

Various Continually review and implement an efficiency and rationalisation 
programme

The E&R Strategy is covered by a number of projects 
(income generation, service reviews, AMP, 3rd sector, 
etc.,), and the vast majority are progressing to plan.   

Aim 3: Help create a strong economy by supporting further regeneration of towns and 
villages  
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SM Aim 3: September 2016 Results 

The indicators listed as N/A refer to those measures for which 2016/17 has been set as a baseline year for gathering data or the measure is for 
contextual purposes only.  

Celebrating Success: As the reporting year progresses we will highlight successful performance under each of our aims.   

In September the following performance indicators outstripped their targets:

 Major, Minor and Other planning applications processed on time

Corporate Priority Actions – Progress Highlights

Project / Rating Priority Action Progress – September



Project / Rating Priority Action Progress – September
Biddulph Town 
Deal 

Implement the town deal in Biddulph in partnership with Biddulph 
Town Council

Town council preparing a brief for the masterplan with 
support from regeneration team. Wharf road 
discussions with agents (Lidl, Costa, KFC and Marstons) 
are progressing well with regeneration and property 
team. 

Cinebowl – 
project closed

 Support the development of a Cinebowl / Fast Food Outlet
 Support the development of new entertainment facilities in Leek

Cabinet have agreed to the closure of this project as a 
Corporate Plan priority due to delivery issues.   

Cornhill Support the development of Cornhill Meeting with Capita is being arranged. Draft revised 
plan has been received. Ecological survey has been 
commissioned, consultants have been instructed for the 
revised layout to accommodate Capita expansion. 
Revised PID to include rail infrastructure.

Growth Fund Implement the Growth Fund initiative to support small businesses Commitment received from Historic England (grant). Big 
Mill is invited for full application.

Public Markets Develop and implement plans to extend the public market operation 
in Leek 

Looking at options for future of Markets. Report to go 
on forward plan with regard to a partnership style 
approach.  

Service Delivery 
Reviews

 Develop and implement a new approach that ensures that the 
planning applications process is quicker, linked to growth and 
focussed upon increasing income

 Ensure that delegations in respect of planning applications are 
appropriately applied and that Parish Council views’ are taken 
into account

PID developed for planning review, seconded planning 
officer now working in OD and Transformation.

Enforcement 
Arrangements

 Develop and implement a plan which will address the planning 
enforcement backlog 

 Implement a system to ensure that planning conditions 
implementation is tracked effectively

Reporting arrangements are being reviewed to better 
allow Councillors to ‘self serve’ updates. Portfolio 
holders receiving regular updates on No.s of FPN’s 
served and enforcement patrols undertaken. Greater 
involvement of corporate communications officer to 
publicise the enforcement approach. Official launch 
date is due soon. Communication plans are being 
produced and further training is taking place.



Project / Rating Priority Action Progress – September
Leek Mill Quarter Support the development of London Mill ESIF bid is still being appraised. 

Leek Railway 
Infrastructure

Support the development of improved rail links in partnership with 
Stoke-on-Trent City Council

Ecological survey has been commissioned, consultants 
have been instructed for the revised layout to 
accommodate Capita expansion. Revise PID to include 
rail infrastructure. 

Open 4 Business Create an “Open for Business” environment Meet and greet session with the Staffs Chamber of 
Commerce and SMDC Cabinet members was a success 
with links with the branch continuing to be 
strengthened. Work is now underway to build the 
Business pages of the new website ready for go-live. 
Communications and Regeneration will be meeting soon 
about this and the Chamber has offered to critically 
review this content for us early November. Scope of 
project will be evaluated in the coming weeks and the 
board is due to meet again in November, once 
objectives have been finalised.

Aim 4: Protect and Improve the Environment
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SM Aim 4: September 2016 Results

It is pleasing to report that all of the performance measures supporting our environmental aim are performing well against target. 

Celebrating Success: As the reporting year progresses we will highlight successful performance under each of our aims.   

In September the following performance indicators outstripped their targets:

 Recycling rates
 Dry recyclable contamination rates  

Corporate Priority Actions – Progress Highlights

Project / Rating Priority Action Progress – June 



Project / Rating Priority Action Progress – June 
Parks and Open 
Spaces

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

 Develop a plan to improve Brough Park with HLF support

Brough Park- The application for to the HLF has been 
submitted. The HLF may contact officers to ask for 
further information over the next 3 months.  A decision 
will be made in December.
Transfer of the Council’s countryside sites to a specialist 
provider are still under discussion.

Procurement  Agree and implement actions that will ensure that the waste 
collection service can deal with the reducing levels of recycling 
income and recycling credits

 Agree an approach that results in joint operating arrangements with 
High Peak for waste collection and street cleansing

 Provide waste and recycling centres across the district

Committee authorisation to focus on a joint waste 
venture as preferred option subject to business case.  
Therefore, business case being developed with 
comparison to baseline costings/savings/risks/benefits 
of other options, also working on potential governance 
arrangements. Aiming to finalise report in November.   
Joint Member working group established.

Asset 
Management Plan

Reduce the Council’s energy consumption and associated costs Condition information has been presented and a 
meeting is to be held at the end of October.

Enforcement 
Arrangements

Refresh the processes for dealing with enforcement action against 
environmental crime (fly tipping and littering) in order to ensure that 
there is zero tolerance 

Reporting arrangements are being reviewed to better 
allow Councillors to ‘self serve’ updates. Portfolio 
holders receiving regular updates on no.s of FPN’s 
served and enforcement patrols undertaken. Greater 
involvement of corporate communications officer to 
publicise the enforcement approach. Official launch 
date is due soon. Communication plans are being 
produced and further training is taking place.







Areas for Improvement: September 2016 

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

2016/17

 Result 
September 

2016
Reasons for performance / SMART actions to improve

Housing Benefits 
Processing: Time 
taken to process a) 
new claims and b) 
changes of 
circumstance 

Aim 1: Increased 
supply of good quality 
affordable homes 

Head of 
Customer 
Services

a) 18 days
b) 7 days

a) 19.97 
days
b) 8.52 
days

Although these PIs are currently off track there is an increase in 
performance compared to the same time last year for changes of 
circumstance. The targets have been reduced this year and should be 
achieved with the introduction of RBV and online claim forms later in 
the year.

Average time taken to 
answer calls

Aim 2: Ensure our 
services are easily 
available to all our 
residents in the 
appropriate channels 
and provided 'right 
first time'

Operations 
Manager 
Frontline

100 
seconds

127
seconds

High volumes of revenues calls particularly at peak periods have 
impacted on wait times, the introduction of self serve forms due to be 
rolled out in the next 6 weeks will reduce the number of incoming 
calls. We are recruiting to some of the vacant posts to assist with 
customer wait times and the implementation of the self serve 
functions. Call duration has increased as we assist customers to get it 
right first time and reduce repeat calls.

Average days sickness 
absence per FTE

Aim 2: 
A high performing and 
well motivated 
workforce

OD & 
Transformation 
Manager

9 days 6.2 days HR business partners are working with managers to improve their 
understanding of trends and issues, to support staff which will help 
reduce sickness levels.

Invoices paid on time Aim 2: Effective use of 
financial and other 
resources to ensure 
value for money

Finance and 
Procurement 
Manager

95% 94.62% Absences within Operational Services has affected the approval rate 
and slowed down the process outside of creditors. A review meeting 
needs to be held with Operational Services to mitigate against this.

Satisfaction with the 
Planning Service

Aim 3: High quality 
development and 
building control with 
an open for business 
approach

Head of 
Regulatory 
Services

80% 65% Increase in satisfaction on previous month due to improvement 
measures now taking effect. 



For a full list of all performance measures and the September 2016 results please visit the Performance Management page on the Intranet or click on this 
link. http://hpbc.alliance-online.org/transformation/performance-management  

http://hpbc.alliance-online.org/transformation/performance-management

