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POLICY AND PERFORMANCE SCRUTINY PANEL 

Tuesday, 22 October 2019 

CABINET

Thursday, 24 July 2019

QUARTERLY PERFORMANCE AND FINANCIAL MONITORING 
REPORT (Q2 2019/20)

Report of the Head of Performance and Governance and

 Head of Finance

Recommendations

For Policy and Performance:

It is recommended that the Policy and Performance Scrutiny Panel note the 
performance of the Council for the first half of the year and the financial position of 
the Council (including the forecast for the year) making any necessary 
recommendations to Cabinet based on this data and information.

For Cabinet:

It is recommended that Cabinet note the performance of the Council for the first half 
of the year and the Council’s financial position including the forecast for the year 
and consider any recommendations from Policy and Performance Scrutiny Panel.

Summary

This report presents the Council’s financial and performance position up to the second 
quarter (Q2) of 2019/20 and highlights significant and emerging financial and performance 
issues. Key Performance Indicators (KPIs) for service areas are outlined in Appendix 1 of 
the report.  

It is pleasing to report that all services, both statutory and discretionary, are being 
delivered to customers; although there is always opportunity to improve efficiency. The 
Financial Monitoring demonstrates a forecast saving on services of £133,000 for 2019/20 
with investment in the Community Investment Programme continuing to deliver a number 
of regeneration and housing schemes within the Borough.
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Statutory Powers

Local Government and Housing Act 1989, Sections 41 and 42

Local Government Act 1972, Section 151

Strategic implications 

1. This report concerns all of the Council’s ten Corporate Plan objectives 
showing levels of progress towards achieving those objectives and highlights 
emerging performance and financial issues and variances.    

Introduction

The performance of the Council is assessed in two main ways:

 How the Council is performing in relation to the achievement of its 
corporate aims and objectives (as outlined in the Corporate Action Plan) 
and how the Council is delivering services for its customers and the health 
of those operational service areas

 How the Council is performing in terms of its overall budget position

The report gives an outline of cumulative performance since the start of the 
financial year, as well as more specific insight into performance within the Q2 
period. Suggested solutions to performance concerns are included where 
appropriate.

This approach to combined financial and performance reporting follows the 
Council’s aspirations to be more data and performance-led and results in 
quarterly reporting to Policy and Performance Scrutiny Panel and Cabinet. 
The report provides performance information by theme (broken down into 
portfolio responsibilities).  There is also a corporate section which considers 
performance issues which span more than one portfolio, or are Council wide 
issues. Information contained within this report has been reviewed by 
Management Team and relevant information sent to portfolio leads.

Appendix 1 shows the Council’s Key Performance Indicators (KPIs) at 
operational (service) level, with data from Q2.  

Appendix 2 is the summary financial monitoring summary forecast for the 
year.

Appendix 3 is forecast Community Investment Programme summary for the 
year.

Appendix 4 outlines the latest performance and financial monitoring risk 
assessment for 2019/20.

Appendix 5 gives an overview of the recent Residents’ Survey.
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Executive summary 

2. The financial performance for Q2 of 2019/20 is projecting a net favourable 
variance on services totalling £133,000.  The overall forecast position for the 
General Fund of £996,000 (Appendix 2) includes forecast transfers to the 
Interest Reserve in recognition of surplus funds in the General Fund at the end 
of 2019/20 in order to maintain the 10% target surplus.

3. The Council is continuing to deliver all of its statutory services to its 
customers.  However some areas of the Council would benefit from process 
improvement and service redesign work to improve service delivery and better 
manage demand.  A new Continuous Improvement Strategy has set key 
priorities which are detailed in the Medium Term Financial Plan (MTFP) 
(elsewhere on the Cabinet agenda) and will be launched alongside the budget 
in February.

Q2 performance summary 

Economy (including the Skills and Business portfolio)

4. The Council’s Local Plan underpins economic as well as residential 
development in the Borough to 2036 and the plan has made further progress 
this quarter in preparation for examination hearings starting in November. 
Planned activity to support skills and business has been completed and the 
Council has coordinated strategic discussions with parties to increase 
employment on the Riverside site east of Eastleigh town centre.  

5. The Council has funded, provided or supported a range of summer events in 
Eastleigh Town centre which all play a part in maintaining an attractive offer 
for residents, visitors and businesses. Vacancy rates in Eastleigh town remain 
well below regional (8.2%) and national rates (10.3%) at 5.4% and statutory 
services in relation to businesses are working well. Encouragingly, the Swan 
Centre has also seen evening footfall increase in the leisure complex. The 
performance of the Council’s Business Centre (Wessex House) remains 
stable with occupancy rates averaging around 84% and Wessex House 
recently achieving a market rental for the former TecHub space.  A backlog in 
Council Tax administration within this theme is being actively addressed (see 
below).

6. The financial performance for this theme is forecasting a break-even position 
for 2019/20.  Key performance issues, including financial implications, are 
detailed in the paragraphs below.

7. Council tax:  As reported in the First Quarter (Q1), this service has 
experienced some processing delays resulting in a high backlog of work 
(approx. 6,000 items at the start of the financial year). This issue was 
recognised and additional resource was allocated to the Service Delivery 
Case Management team to enable additional staffing and training to ensure 
that this demand could be managed proactively. As a result, performance in 
Q2, after this investment in additional resource, saw a reduction in the backlog 
of work reducing to 3,700. Workloads are being monitored on an ongoing 
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basis and this will continue until the backlog has been addressed. The 
timeframe for complete removal of the backlog is by March 2020, in time for 
the next round of annual billing. The Service is confident they will clear the 
backlog by the end of the financial year given the number of planned process 
improvements, together with the current increased number of staff. However 
there are risks (including maintaining head count and speed of benefits being 
realised from process improvements) which will be constantly monitored by 
the Service Delivery Case Management team.

Greener Borough (including Environment and Transport portfolios)

8. Q2 has seen progress on a range of strategic actions. Recycling rates overall 
are improved due to take-up of food waste collections. The Council has 
invested in air quality equipment and launched a borough-wide consultation 
for a new Air Quality Action Plan.  Capacity issues in this theme have been 
assessed and plans prepared for resolving performance issues (with provision 
made in the MTFP – see details below). The Council’s adoption of a Climate 
Change Emergency motion signals a renewal of a raft of measures for the 
Council and the Borough’s communities to meet future targets set by Council.  
The effect of successful delivery of new dwellings on key waste and recycling 
services is discussed below. There has been an increased number of visitors 
to the country parks, which helps to support Health and Wellbeing strategic 
objectives. The financial performance for this theme is forecasting an adverse 
position of £293,000 for 2019/20. Key performance issues and explanations 
for significant financial variances against budget are detailed in the 
paragraphs below.

9. Direct services: Performance and financial monitoring concerns were raised 
in Q1 in relation to a number of areas including overspends in the vehicle fleet 
budget, volume of missed bins, complaints going outside of service level 
agreement and difficulties in coping with waste and recycling demand.

10. Hampshire County Council’s decision as part of their T21 savings to remove 
recycling credits, retain all of the income from the sale of recycling collected by 
district councils, as well as charging districts for the disposal of contamination 
will come into effect from April 2021. This will have a significant budget impact 
for the Council with the projected overall cost of over £560,000. Funding has 
been allocated to deal with this shortfall in the Medium Term Financial Plan.

11. Q2 has continued to be a challenging period for Direct Services. However, 
plans are being implemented which will tackle a number of infrastructure and 
operational issues. One improvement is the introduction of an additional waste 
collection round to address the increase in demand (3,200 additional 
properties built in the last 4 years). This additional collection round is 
estimated to cost an additional £100,000 in 2019/20 and will give capacity to 
better deal with current demands on the service. This is included as an 
overspend in the financial monitoring and forecast as an ongoing pressure 
within the Medium Term Financial Plan elsewhere on this agenda.  A review of 
waste and recycling services will commence in March 2020.  Business analyst 
work is planned and funding allocated for key improvements (listed below) 
which will future- proof the service and maximise efficiency.  A route 
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optimisation project will also aim to rebalance workloads evenly across rounds 
(to be implemented in 2020).  

 Review of the fleet management system

 Review of the Waste and Recycling system

 Review of the Garden Waste system

 Review of the tree management and the potential replacement of the 
tree management system.

12. The Direct Service’s tree team is currently carrying a vacancy and this post is 
being advertised. The filling of this post will ensure essential tree work 
continues and further funding has been allocated in the MTFP to enable 
additional resourcing in this area moving forward.  Focus is also being given to 
ensuring an up to date Tree Risk Management plan is in place for all 
countryside sites and a complete audit of all countryside sites (including 
smaller nature reserves) is undertaken with countryside site inspections 
programmed in and recorded regularly to ensure safety. The tree works 
budget is reporting £20,000 additional necessary spend due to maintenance 
work that has been identified by the team.

13. There is a forecast £65,000 additional spend relating to the forthcoming bulky 
waste campaign. This will seek to save materials in a sustainable way and 
improve the environment whilst reducing instances of fly tipping. The 
associated costs have been included within the MTFP elsewhere on the 
Cabinet agenda.  

14. Combined heat and power and renewable energy is reporting £25,000 
unfavourable forecast variance over budget which reflects the current loss on 
charging gas/heat to Places Leisure Eastleigh. The maintenance of the plant 
and equipment has now been brought in-house and the performance and 
functionality of the engine is being reviewed. It is hoped that once further data 
for the demand from the new Hendy site is known, this shortfall will decrease. 
The impact of this unfavourable position includes a favourable variance on 
Solar PV installations. In particular, as Places Leisure Centre now directly 
consumes the energy rather than being exported to the grid, this makes an 
increased level of return for the Council.

15. Specialist Services - Environment:  The Specialists delivering Ecology and 
Pollution Control services and activities have highlighted performance 
concerns this quarter at a time of year where there is an increased demand in 
dealing with nuisance cases (which make up a significant percentage of the 
overall workload) and where there is a steady demand for processing planning 
applications. Current staffing levels have resulted in slower response times 
and this is having an impact on managing demand (specifically responding to 
planning application deadlines and discharge of planning conditions).

16. Both service areas are statutory consultees in the planning process. In July 
and August 60% of ecology responses to planning application deadlines were 
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late due to insufficient resources in this area due to competing demands for 
processing planning applications against the need for ecological expertise in 
the delivery of conservation management and management of the Biodiversity 
Action Plan (BAP). Statutory consultees also now face a reduced 14 day 
consultation period in which to respond. However, difficulty with meeting this 
deadline is not delaying the full statutory planning decision period (8 – 13 
weeks) for planning applications.  A statutory decision period can also be 
formally extended by a Planning Performance Extension (PPE) in agreement 
with the applicant.

17. The Council is addressing these concerns by increasing headcount for the 
remainder of this financial year in these areas. The MTFP includes the 
proposal to permanently increase Ecology and Pollution resource and this will 
enable the Council to also have a greater focus on the delivery of a new 
Biodiversity Action Plan by the end of this financial year.   

18. Itchen Valley and Lakeside Country Parks are forecasting a net 
unfavourable variance of £61,000 for 2019/20. There has been growth in 
visitor numbers over recent months leading to a favourable increase in car 
parking revenue, however this is offset by staffing and purchasing costs in the 
Café at Itchen Valley. To mitigate this work is being carried out to improve 
profit margins within the Café. There will also be a number of initiatives over 
the Halloween and Christmas periods to attract further visitors to the parks. 
Anti-social behaviour issues, particularly at Lakeside Country Park, remain an 
issue and automated number plate recognition technology is being explored 
and could address issues at the site. 

19. Other - Highways Agency Services are forecasting under-recovery of 
income of £19,000 as a result of a reduction in work for the Engineering Team 
from HCC Highways.  Recent discussions with HCC may deliver additional 
income in the future with the potential that the Council could deliver minor 
works relating to local authority CIL funded projects. To mitigate the loss of 
income, vacancies are not being filled and agency staff only being used as 
and when there is work. The previous backlog of permanent Traffic Regulation 
Orders (TROs) is now being addressed through the use of a contractor.

20. Decriminalised parking and car parking are forecasting a shortfall of 
£40,000 in income mainly due to reduced enforcement as a result of vacant 
posts. This is offset currently by savings from staff vacancies of £100,000 as 
detailed in paragraph 45  It is anticipated that income will increase with full 
establishment in place (where resources will be able to meet the requirements 
of the on-street enforcement agency agreement with Hampshire County 
Council). Increased TROs throughout the Borough also need enforcement 
officers to meet the growing demand. 

21. Food waste campaign: Efforts to increase recycling across the Borough 
through a coordinated, multi-channel, food waste campaign is achieving real 
results. In August the Council collected the highest amount of food waste 
since January 2011 with a 37% (110 tonnes) increase in July and August 
compared to May/June (pre-campaign) and a 30% increase on the amount of 
food waste collected in the same period last year. 
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22. Roadside verges and roundabout displays:  The Council’s social media 
channels were buzzing with positive feedback about our beautiful roadside 
wildflower displays in Q2 and we are already planning to increase the number 
of areas that will be planted with wildflower seeds for 2020.  

23. Green flag for Itchen Valley Country Park:  The Council received an 
impressive 11th annual Green Flag award in July; beginning a second decade 
of success in the scheme which is a nationally recognised mark of quality. 
Green Flag Awards are run by the Keep Britain Tidy charity: a green flag flying 
from a pole is a sign to visitors that the space boasts the highest possible 
environmental standards, is beautifully maintained and has excellent visitor 
facilities 

24. Borough to be carbon neutral by 2030:  At a meeting of Full Council in July 
a cross-party motion was approved outlining our aim to be carbon neutral by 
2025 and to support communities and businesses across the Borough to 
achieve carbon neutrality by 2030. The push for carbon neutrality is the focus 
of the Council’s new cross-party working group and we are already ahead of 
the Government’s 2050 target on greenhouse gas emissions.

Health and wellbeing (including Health and Social Policy portfolios)

25. The Council’s strategy includes outward-facing partnership work as well as our 
own health-promoting services and facilities. The Eastleigh Health and 
Wellbeing Board has developed a set of partnership actions this quarter 
including more facilities now promoting the ‘Passport to Leisure’ discount card.  
A new wellness café will open in 2020 following refurbishment by Hedge End 
Town Council and the Council is tackling physical inactivity through a new 
“Step up for you” campaign. Although slightly down on target, over 90,000 
people are now visiting Places Leisure Eastleigh each month and there has 
been an increase in people benefitting from Accessible Cinema at The Point.

26. Council spending in relation to this theme is in excess of budget with the 
theme forecasting an adverse position of £109,000 for 2019/20.  However, 
these overspends are either one-off items that could not be planned for, or are 
being actively addressed. The Council’s service planning process will help 
improve financial planning and control and alignment to strategic objectives.  
Key performance issues and explanations for significant financial variances 
against budget are detailed in the paragraphs below.

27. Arts and Culture: As outlined in Q1, the service is reporting a forecast net 
overspend of £60,000 related to staffing. However, additional income from 
grant applications, fees and other income will fund the over spend.  A 
business case was submitted for the proposal of a new staffing structure to 
complement the emerging business plan, creating resilience and stability to 
core and casual staff over the lifetime of the business plan. The new structure 
will not be fully staffed until December 2019 and therefore existing pressures 
will continue through the transitional period. The Arts and Culture Manager is 
reviewing all areas of the business in order to determine impact/output and 
financial success. 
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28. Housing Benefit and Council Tax Support is forecasting a favourable 
variance of £80,000. This is due primarily to the lower take-up of Universal 
Credit which means that the Housing Benefit caseload is currently static. This 
will continue to be regularly monitored by the service lead. The service has 
also looked at methods of recovery of outstanding Housing Benefit debt due to 
the difficulty and uncertainty of the recovery of these monies once the debtors 
transfer across to Universal Credit. As a result of this proactive work the 
current recovery rates are slightly higher than initially predicted.

29. The Licensing Service is forecasting an under spend of £23,000 for 2019/20.  
The service is supported by a chargeable advice service from Southampton 
City Council and as there as likely to be fewer calls for this advice, the costs 
for 2019/20 will be lower.

30. There is a potential overspend of £156,000 on Places Leisure Eastleigh 
relating to rating costs. This is a one-off cost which is due to the increased 
rateable value of the new leisure centre. The contract with the leisure centre 
operator has been renegotiated to ensure that this overspend does not recur. 
It is anticipated that this additional cost will be offset by profit share income 
however, as this cannot be guaranteed, it is prudent to inform Councillors.

Housing and Development (including Planning and Property portfolios)

31. The Council, as the Local Planning Authority, continues to perform well 
against statutory targets, ensuring a good supply of permissions for 
sustainable development; not least with the new challenge of nutrient 
budgeting which has delayed or stopped permissions being issued elsewhere 
(see paragraph 39). Specialist internal consultee capacity is now being 
addressed with resourcing through the MTFP (see below). 

32. The financial performance for this theme of the corporate plan is forecasting a 
favourable position of £535,000 for 2019/20.  Key performance issues and 
explanations for significant financial variances against budget are detailed in 
the paragraphs below.

33. The Council’s housing programme has reported a positive position for Q2.  
The programme currently consists of eleven housing sites and the Council’s 
financial assistance and investment through its Aspect housing company is 
supporting the delivery of 3,183 dwellings.  The housing stock now held in the 
Aspect Building Communities vehicle totals 281 dwellings of Private Rented 
Sector (PRS) stock. Data from August 2019 shows 148 units were completed 
at North Stoneham Park, The Willows and Leah Gardens. Marketing and 
letting of these units reported some difficulties (e.g. some void periods) 
following handover and this can be attributed to initial market saturation in 
Eastleigh and the accelerated pace of construction and handover speeds.  
However, despite these market influences, Leah Gardens (Woodside Avenue) 
were fully let in August with all market rented homes occupied. 

34. Vivid are appointed as the marketing, letting and development agent for North 
Stoneham Park. In October, VIVID reported that 40% of the completed PRS 
stock at North Stoneham remained unoccupied (void), and in response an 
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external agency has now been appointed to market these properties. As a 
result take up of these rented units has now improved and pleasingly some of 
the homes handed over in August 2019 are taking less than two weeks to let.  

35. At Q2, two of the sites in the housing programme are complete and occupied; 
three are under construction and demolition is due to start on land at Romsey 
Road by the end of 2019. Contracts are under negotiation to bring forward the 
other four sites including three EBC-owned assets to be transferred to VIVID 
for the delivery of 16 social rented town centre homes.  

36. The Development Management service is forecasting £56,000 additional 
income for 2019/20 in excess of the budget (due to a continued increase in the 
number of applications). 

37. Asset Management: The Corporation Estates budget is forecast to exceed its 
income target by £160,000 in 2019/20.  This positive position is predominantly 
due to the team’s renewed focus on prioritising lease events (including rent 
reviews). This income is partly offset by additional expenditure being forecast 
(including an increase in rents payable on ‘leased in’ properties following rent 
reviews), as well as external specialist consultant fees for reviewing rates 
assessments within the Council’s property portfolio.

Other corporate performance and emerging financial issues

38. Democratic Services: Performance concerns were reported in Q1 in relation 
to loss of specialist/technical, knowledge in this area having an impact on 
meeting Key Performance Indicators and disruption to service standards. It is 
pleasing to report that following the appointment of a new Democratic 
Services Officer into the Performance and Governance team and four new 
Case Management Officers in Support Services, the service is now performing 
in excess of its targets.

39. Nitrates: Since April 2019, a challenge for the Council, along with a number of 
neighbouring authorities, is ensuring each new dwelling or development with 
overnight accommodation does not increase nitrate levels within the Solent. 
Each development must demonstrate how nitrate neutrality is achieved and 
this is predominantly being delivered through ceasing agricultural use of 
selected land and eliminating nitrates associated with agricultural practices 
from draining to the Solent. This will offset the impact of new development and 
helps to achieve nitrate neutrality. To enable planning permissions still to be 
issued, the Council has developed an interim strategy using its own land 
holdings to mitigate the increase in nitrates associated with new development. 
A long term and permanent strategy needs to be developed through water 
companies and government agencies working in partnership, the absence of 
which currently places responsibility and significant pressure on local 
authorities to ensure new housing and overnight accommodation development 
can still be delivered. To continue our proactive approach in resolving the 
issue locally, a Council working group has been set up to identify potential 
solutions and a report will be taken to Cabinet in March 2020.
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40. Strategic Planning is reporting a net favourable position of £102,000. Staffing 
within this area is reporting a £33,000 underspend due to a reduction in staff 
hours. In addition to this, as previously approved, the Council’s contribution to 
parish precepts has further reduced in 2019/20 leading to a saving of £69,000.

41. Internal services is reporting £157,000 favourable variance; primarily due to 
the restructuring of £300m of borrowing from short term to long term. This is 
due to brokerage charges from the PWLB (long term) being cheaper than 
brokerage costs from the money markets (short term). This budget also 
contains variances relating to insurance, pension costs, audit fees and the 
staffing vacancy factor which overall come to a net breakeven position. 

42. Health and Safety: In Q2 the Council’s Health and Safety team reported 
some concerns in relation to delays in reporting of health and safety incidents 
in some of the council’s services and delays in investigations being completed 
in a timely manner by line managers. There is also an emerging concern in 
relation to the increase in the number of RIDDOR incidents/accidents/injuries 
compared to previous years with 7 RIDDOR incidents year to date (5 in Direct 
Services and 2 in Countryside).  In 2018/19 there were 2 RIDDOR reportable 
incidents. The Council is actively involved in investigating incidents with the 
aim of supporting and providing additional guidance to service managers.  It 
has been recognised that additional training in investigation reporting needs to 
be increased and this is being sourced through the Institute of Occupational 
Safety and Health (IOSH). In addition, a three year action plan has been 
designed which will focus on the Council’s highest risk areas with an emphasis 
on culture, management training, assessing risk and implementing robust 
controls.  

43. Support Services is forecasting a £29,000 underspend in 2019/20 
predominantly due to staff vacancies. This is currently under review with 
vacancies due to be filled and is not materially impacting performance.

44. Service Delivery Case Management: As reported in paragraph 7, whilst 
performance has improved, this has had a direct impact on the Case 
Management team (who provides operational support for the council tax 
service). A delay in being able to appoint to vacancies within the team has led 
to the use of more expensive agency staff and currently the team are 
forecasting a staffing overspend of £57,000 for the full year. The Case 
Services Manager is currently on a recruitment drive to bring in permanent 
staff with the necessary skill set to cross cover the variety of case 
management staffing requirements, as well as to see a reduction in agency 
staff which, if successful, should reduce this overspend. 

45. Local Area Services (parking): The service is reporting a £100,000 
underspend due to Civil Enforcement Officer vacancies. The first phase of a 
recruitment drive has been undertaken to fill the vacant posts. Another 
recruitment process will be undertaken in October\November to fill the 
remaining roles. Good use of resources has meant that this has not yet had an 
adverse effect on decriminalised parking and car parking but this is not 
sustainable in the medium-long term due to commitment to the revised on-
street enforcement agency agreement with Hampshire County Council. 
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Additional TROs are now being implemented throughout the Borough due to 
an increase in resources in Traffic and Engineering and these restrictions 
need to be enforced.

46. FOI requests: The Council has developed an FOI system within the 
Salesforce IT platform which is proving to be far more efficient.  The Council is 
also publishing more open data and information across its website and this 
increase in the amount of open data has led to a >25% increase in the number 
of FOI requests being redirected to information already available on our 
website and is resulting in significant savings in officer time. Since the FOI 
process has moved into Salesforce it has proven much quicker to deal with 
the enquiry. It offers the ability to add in target dates, send to multiple users 
and view all correspondence relating to the case in one place. This is 
especially helpful when the FOI concerns multiple service areas and is far 
more efficient compared to the old manual process. 

47. Despite the successful redirecting of enquires through the publication of  
extensive open data, improvement  does need to be made in terms of service 
areas responding to the FOI and EIR requests they receive, within statutory 
timescales. The KPI for this area is currently showing red. 

Residents Survey

48. The Council undertook a short survey in January/February 2019. The results 
are summarised in Appendix 5. For most indicators most respondents were 
fairly or very satisfied.  Satisfaction was highest in relation to respondents’ 
local area and lowest in relation to the Council acting on residents’ concerns. 
The appendix examines the reliability of the data and the survey provides a 
baseline for future surveys and an improved approach to using customer 
insight.

Additional performance considerations

49. Brexit:  Last year the Council set up a Cabinet and Senior Manager BREXIT 
working group to discuss political developments and manage the various risks 
and opportunities relating to the UK Exiting the EU. Alongside maintaining and 
responding to the BREXIT risk register, the group has overseen a range of 
communication activity and information. There has been some notable 
success in relation to the Council raising awareness of Settlement Scheme 
registration. June’s Home Office data indicates that around 40% of Non UK 
EU Nationals in our Borough had registered; significantly higher than other 
local authority areas in Hampshire. 

50. European Accessibility Act: New EU legislation came into effect in 
September 2018 for public sector bodies and makes specific reference to 
ensuring all websites and mobile applications are made accessible for 
everyone. This is likely to have council-wide impact and affect a range of 
service areas. Fortunately, the new website was designed using accessibility 
guidelines from gov.uk and work to the main site is likely to be minimal. 
However, the legislation is likely to affect some of the forms and documents 
that are uploaded to the site.
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51. The Council has asked its web development company to review our website to 
see if it complies with new legislation and will be discussing with them what 
improvements may be required. Further research to ensure we meet 
accessibility standards is also being carried out. 

52. The 2018 regulations build on existing obligations to people who have a 
disability under the Equality Act 2010 (or the Disability Discrimination Act 1995 
in Northern Ireland). These say that all UK service providers must consider 
“reasonable adjustments” for disabled people.

Financial Performance

53. There have been significant improvements in the way engagement with 
managers has taken place during 2019/20 enabling a more open culture of 
performance monitoring. This, along with the continuation of the successful 
financial monitoring process, means the Council is projecting net favourable 
service variances for the full year totalling £133,000. The reasons for these 
variances are detailed in the paragraphs above. The table below gives a 
summary of the variances by service:

£000's

Economy: 0
Environment:
Countryside Management (61)
Tree Works (20)
Combined Heat and Power and Renewable 
Energy (25)

Depot (100)
Fly Tipping (60)
Highways Agency (19)
Car Parking (40)
Other 32
Health and Wellbeing:
Places Leisure Eastleigh (156)
Licensing 23
The Point (60)
Housing Benefit and Council Tax Support 80
Other 4
Housing:
Development Management 56
Service Delivery Case Management (57)
Strategic Planning 102
Corporation Estates 160
Internal Services 157
Support Services 29
Local Area Services 100
Other (12)
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Area Committees 0

Position of Services 133

Non Service Related Items (964)

Total (831)

54. Overall financial performance also includes non service related items and 
these are forecasting a net adverse variance of £964,000 for 2019/20 leading 
to a net overall adverse position against the budget of £831,000. The key 
variances included within this figure are detailed below.

 An increase in interest payable of circa £1.433m due to the 
restructuring of £300m of borrowing from short term variable rate 
borrowing to long term fixed rate borrowing. This increased cost is to be 
offset by reduced costs in future years, as short term variable rates are 
currently forecast to increase above the long term fixed rates achieved 
in April 2019.  

 Net transfers to reserves is forecast to be £339,000 lower for 2019/20 
which recognises the General Fund surplus transferring to the Interest 
Reserve and additional transfers from reserves to fund service and 
local area initiatives. 

 Decrease in MRP of £278,000 is due to an updated reflection on the 
timing on completion of spend on projects. This does not have an effect 
on the total amount of debt repaid over the 50 year life of these assets.

Continuous Improvement Strategy

55. The 2018/19 Financial Outturn Report approved the allocation of £524,000 
from the General Fund, as well as the continued use of capital receipts into 
2019/20 which will be used to support Service Delivery Case Management to 
release some staff to focus on process redesign work. This work will drive out 
process efficiencies to address Council tax backlogs and relieve existing 
pressures. The support to the Case Management team is the biggest staff-
based improvement project at the current time, but there are also a number of 
smaller process improvement projects underway as part of the Council’s 
approach to continuous improvement. 

56. In addition to the funding highlighted above, further service redesign has been 
supported by use of capital receipts throughout the Council’s continuing 
transformation programme. The MTFP process has identified a requirement 
for additional resources (specifically to support the successful implementation 
of a case management approach across the Council). A number of key roles 
will be appointed to seek to implement this Strategy. A Continuous 
Improvement Strategy will be drafted for approval in February 2020 which will 
realise the £2.5m savings and implement the Case Management Systems 
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over five years as detailed in the MTFP. The Strategy will support improved 
commercial approaches and financial management; more efficient processes 
(and the case management approach) together with a review of services to 
ensure that all activity is strategically aligned and having maximum positive 
impact to support communities and improve lives of people in the Borough.  

Community Investment Programme

57. The Community Investment Programme (CIP) has a rolling budget of £68.7m 
for 2019/20.  The budget has reduced by £8.2m since originally set which is 
primarily due to slippage on schemes that are now no longer due to complete 
in 2019/20 including Upper Northam Road, Romsey Road, and some works 
on the former Civic Site. 

58. As at 6 October 2019, £11.18m had been spent representing 17% of the total 
budget. The progress of CIP schemes are reported as part of the highlight 
reports completed by Project Managers monthly and reported back to the 
relevant boards. As with revenue budgets, project managers are asked to 
identify forecast spend for the year in order that total CIP budgets can be 
monitored effectively and also profiled into the most appropriate financial year. 
This is an iterative process with adjustments to budgets between financial 
years being made as and when reported to the relevant boards.

Chief Financial Officer’s Statement

59. As the Council’s Statutory Finance Officer, the Chief Financial Officer is 
required to advise the Council on all pertinent financial matters including the 
level of balances and, in particular, to alert Councillors to any concerns she 
may have regarding the financial well-being of the Council.  

60. The financial monitoring process is a very important element of the Council’s 
financial arrangement as it assesses how effective the day to day 
management of budgets has been throughout the year. Any unforeseen 
overspends and underspends can distort the Council’s financial position and 
financial planning process. 

61. A key element of the financial process is accurate budgeting and forecasting. 
Historically there are underspends in revenue budgets and it is important that 
these are identified by service managers as soon as they are foreseen. There 
are continued efforts to improve identification of budget variances and ensure 
these are reflected within the rolling budget (as can be seen within the detail of 
this report). The financial position is reassuring and the Council continues to 
move forward with service provision and an extensive housing and capital 
programme with financial security. 

Risk assessment

62. The purpose of this monitoring process is to give Councillors the assurance 
that the Council is performing broadly in line with the Budget. This report is 
also integral to the risk management process in respect of the Council’s 
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finances.  Appendix 4 contains the current performance and financial risk 
assessment.

Equality and diversity implications

63. The Equality Act is not relevant to the decision in this report as the decision 
does not relate to eliminating discrimination, advancing equality of opportunity, 
or fostering good relations between different people.  An Equality Impact 
Assessment has not been carried out.

Conclusion

64. This performance report, as well as providing a comprehensive snapshot of 
the Council’s finances, provides the opportunity to advise Councillors of 
significant financial issues that may impact on the Council’s service 
performance. Financial performance continues to be positive. The Council 
continues to effectively deliver a dynamic range of services however there are 
some performance areas needing attention and rectification of these issues is 
important in ensuring the Council is continuing to meet customer need. 

GAETANA WISEMAN
HEAD OF PERFORMANCE AND GOVERNANCE

Date: 14 October 2019 
Contact Officer: Gaetana Wiseman & Emma Pearce 
e-mail: gaetana.wiseman@eastleigh.gov.uk

emma.pearce@eastleigh.gov.uk 
Appendices Attached: 5

LOCAL GOVERNMENT ACT 1972 - SECTION 100D

The following is a list of documents which disclose facts or matters on which this 
report or an important part of it is based and have been relied upon to a material 
extent in the preparation of this report. This list does not include any published works 
or documents which would disclose exempt or confidential information.

List Background Papers: None.
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Appendix 1 – Corporate KPI Spreadsheet 
D
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c
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

S
e
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e
 

D
e
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v
e

ry
 

Arts & Culture Customer  
Higher = 

better 

Green >= 55% 
Amber <= 50% 

Red < 40% 

60% (National 
target) 

Total Attendance 
(The Point & Berry 
Theatres) 
audience figures 

71% 47% 64% 55% 48% 

                        

S
e
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ic

e
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e
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v
e
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Case 
Management 

(Delivery) 

Customer  
Lower = 
better 

Green < 30 
Amber < 50 
Red > 50  

0 

Council Tax - 
number of 
customers with 
outstanding 
account queries 
older than 5 days 
(backlog) 

    
New KPI 
from July  

1967 
(down 
from 

2,732 at 
end June) 

1,312 

Customer  
Higher = 

better 

Green > 100% 
Amber > 97% 

Red < 97% 
100% 

Council Tax - 
Percentage of 
work items 
completed vs. 
received 

    
 New KPI 
from July  

115% 
(9,498 / 
8,241) 

115% 
(10,503/ 
9,099) 
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Country Parks 

Customer  
Higher = 

better 
  95% of target 

IVCP visitor 
numbers  

25,205 22,350 19,115 
24,490 
(+6.5% 
2018) 

68,082 

Customer  
Higher = 

better 
  95% of target 

Car park takings 
IVCP 

£25,579 £22,124 £15,680 £23,037 £28,082 

Customer  
Higher = 

better 
  95% of target 

Lakeside 
conference 
takings 

£2,554 £3,053 £3,690 £3,657 £1,544 
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 Customer 
Services 

Processes 
Provided 

for 
context 

Not applicable Not applicable 
Average number 
of calls handled 
per working day 

527 503 425 464 469 

Processes 
Higher = 

better 

Green > 10% 
Amber > 5% 

Red < 5% 
10% 

% of customer 
interactions (calls) 
routed to self-
service 

11% 10% 11% 11% 9% 

Processes 
Higher = 

better 

Green > 60% 
Amber > 55% 

Red < 50% 
60% 

% of all customer 
interactions (calls) 
resolved at first 
point of contact 

61% 60% 60% 58% 63% 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

Processes 
Higher = 

better 

Green > target 
Amber within 
5% of target 

Red > 5% from 
target 

80% 

% of calls 
answered vs 
offered (taking 
into account peak 
times during the 
year) 

79% 

Target = 
80% 

Actual = 
80% 

Target = 
85% 

Actual = 
83% 

Target = 
85% 

Actual 
=85% 

Target = 
90% 

Actual = 
81% 

Processes 
Higher = 

better 

Green > 55% 
Amber > 50% 

Red < 50% 
55% 

% calls answered 
in less than 60 
seconds 

36% 41% 50% 49% 37% 

                        

S
e
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e
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Direct Services - 
Domestic waste 

& recycling 

Customer  
Higher = 

better 
  £705k 

Accumulative 
Garden Waste 
Revenue 

£381,058 £720,823 £749,516 £759,060 £761,901 

Customer  
Higher = 

better 
  £850k 

Accumulative 
Trade Waste 
Revenue 
(quarterly) 

£203,076 
  

£241,816 
 

Customer  
Higher = 

better 
  

45% -                                           
42.4% (EBC 

18,19) 

Percentage of 
total domestic 
waste collected 
sent for recycling 
(monthly) National 
target 50% by 
2025 

43.5% 45.2% 44.7% 46.7% 45.8% 

Customer  
Lower = 
better 

  

440kgs per year                     
426 (EBC18/19)  
<36.7 kgs per 
month <35.5 
(EBC 18/19) 

Kilograms of 
domestic residual 
waste collected 
per household 
(monthly) 

36 35 33 35 34 

Direct Services - 
StreetScene 

Customer  
Lower = 
better 

  5% or less 

LAMs (Land Audit 
Management 
System) score 
(inspections with 
C rating) 

6.17% 
(5/81) 

6.38% 
(6/94) 

7.41% 
(6/81) 

8.45% 
(6/71) 

1.33% 
(1/75) 

Direct Services - 
Technical 
Services 

Customer  
Higher = 

better 
  80% 

Overall client 
satisfaction score 
for construction 
and maintenance 

91% 80% 91% 91% 91% 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

Direct Services - 
Technical 
Services 

(workshops) 

Customer  
Lower = 
better 

Green = Low 
risk operator              

Amber – 
Medium risk 

operator              
Red – High risk 
operator (DVSA 

Intervention) 

Based on OCRS 
scoring criteria 
1.roadworthiness                
2.traffic 
3.combined score 

(Fleet) Operator 
Compliance Risk 
Score (OCRS)  

Low risk 
operator 

Low risk 
operator 

Low risk 
operator 

Low risk 
operator 

Low risk 
operator 

Direct Services - 
Domestic waste 

& recycling 
Processes 

Lower = 
better 

  <300 

Total missed bins 
– Residual waste 
& recycling 
(includes depot 
fault, customer 
fault & not proven) 

378 433 330 404 345 

Direct Services - 
StreetScene 

Processes 
Higher = 

better 
  

95% - target time 
within 5 working 

days  

Number of 
Flytipping cases 
cleared on time  

96% 97% 100% 96% 99% 
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Local Area 
Services 

Customer  
Higher = 

better 

Amber within 
50% of target; 
Red more than 
50% of target 
(not yet set) 

% change on 
previous year 

Number of on and 
off street PCNs 
issued 

542 
577 (27% 
down from 

2018) 

436 (44% 
down from 

2018) 

459  (24% 
down from 

2018) 
447 

Customer  
Higher = 

better 

Amber up to 5% 
negative                        

Red over 5% 
negative 

Growth on 
previous year (by 

month) 

Cashless parking 
trend (currently 
RingGo) 

9,315 10,200 9,605 10,082 9,456 

Local Area 
Services - 
Parking 

Customer  
Higher = 

better 

Amber up to 5% 
negative                        

Red over 5% 
negative 

% change on 
previous year 

Off Street revenue 
current budget 
(£,000) (KPI being 
revised) 

N/A £625 TBC £808 TBC 
£1,038 
TBC 

£1,150 
estimate 

Local Area 
Services 

Processes 
Higher = 

better 

Amber within 
5% of target                                              

Red over 5% of 
target 

100% response 
within SLA 

Salesforce 
revenues 
inspection cases 
(% responded to 
within SLA) 

100% 100% 100% 100% 100% 
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Specialist 
Services -
Economy 

(Business Rates) 

Customer  
Higher = 

better 
< 95% amber 

Annual target 
99.2% 

% of NDR 
collected. 
Cumulative 
annual target 
100% 

Target = 
9.8% 

Actual = 
9.4% 

Target = 
18.9% 

Actual = 
19.1% 

Target = 
28.8% 

Actual = 
28.7% 

Target = 
37.1% 

Actual = 
37.8% 

Target = 
45.6% 

Actual = 
46.5% 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

Specialist 
Services -
Economy 

(Council Tax) 

Customer  
Higher = 

better 
< 95% amber 

Annual target 
97.3% 

% of Council Tax 
collected annual 
target 97.3% 

Target = 
9.7% 

Actual = 
9.6% 

Target = 
19.2% 

Actual = 
19.2% 

Target = 
28% 

Actual = 
27.9% 

Target = 
37.8% 

Actual =  
36.9% 

Target = 
47% 

Actual = 
45.9% 

Specialist 
Services -
Economy 

(Economic Devt) 

Customer  
Higher = 

better 

Within 10% of 
YTD target - 

green 

Annual target 100 
(baseline for 1

st
 

year)  

Number of 
businesses 
supported 

No KPI in 
place 

6 39 2 6 

Specialist 
Services -
Economy 

(Wessex House) 

Customer  
Lower = 
better 

< 3% amber             
<1% red 

 

Annual target 100 
(baseline for 1

st
 

year)  

Number of 
businesses 
supported in 
Wessex House 

No KPI in 
place 

11 8 3 25 

Specialist 
Services -
Economy 

(Commercial) 

Customer  
Higher = 

better 

< 90% amber              
< 75% red 

  

Annual target 90% 

% of 
establishments 
inspected this 
month achieving 
>3 

100% 100% 94% 100% 100% 

Customer  
Higher = 

better 

< 90% amber              
< 75% red 

 

Annual target 90% 

New food 
establishments 
inspected within 
28 days 

    89% 92% 92% 

Specialist 
Services - 
Economy 

(Wessex House) 

Customer  
Higher = 

better 

< 84% amber            
< 80% red 

  

84% occupancy 

Occupancy rate = 
number of tenants 
(excluding 
Techhub and 
virtual) 

83% 86% 86% 86% 86% 
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Specialist 
Services -

Environment 

Customer  
Higher = 

better 
< 85% amber  < 

80% red 
85% 

Air Quality - 5 
data capture 

99.2% 99.7% 90.4% 96.6% 99.2% 

Customer  

Quarterly 
Lower 
no. = 
better 

Higher % 
= better 

> or =15% green 
< 15% amber 

< 10% red 

Using 2018 
figures as 

baseline figure 
aim for: 15% 
reduction in 

carbon intensity 
by end of financial 
year 2019/20; and 
25% reduction by 
end of financial 

year 2023/4. 

Carbon intensity 
of EBC utility 
supply (reducing 
carbon footprint) 
in tCO2e 

N/A N/A N/A N/A 

2019 Q2 = 
297.67 

(2018 Q2  
= 350.18) 

= 15% 
reduction 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

Processes 
Higher = 

better 
< 90% amber 
  < 75% red 

Respond =<3 
days  Monthly 
average 90% 

Flytipping 
enforcement 
cases responded 
to within specified 
time periods 

3/3 = 
100% 

2/2 = 
100% 

2/4 = 50% 1/5 = 20% 
3/5 = 60%  
YTD 48% 

Processes 
Higher = 

better 

< 90% amber  
< 75% red 
concerns 
reported 

indicator data 
unreliable due to 

SF set up / 
development 

need 

% Requests within 
response target      

- Monthly average 
% 

Other Nuisance 
requests (excl 
noise) responded 
to within target 
(variable across 
request type 1 - 3 
days) 

20/26 = 
77% 

14/37 = 
38% 

18/28 = 
64% 

32/49 = 
65% 

28/46 = 
61%   

YTD 61% 

Processes 
Higher = 

better 
  10 days 

% and number of 
Temporary TROs 
received and 
completed within 
target time 

100% (4) 100% (3) 100% (2) 100% (5) 100% (2) 

Processes 
Higher = 

better 
  5 working days 

[Changed in June 
from "Highway 
enquiries needing 
investigation" to]  
% and number of 
Engineering 
department 
enquiries 
answered within 5 
working days 

115 (75 - 
100% 

answered) 

114 (88 - 
100% 

answered) 

100% 
(129) 

100% 
(147) 

100% 
(100) 

Processes 
Higher = 

better 
< 90% amber 
 < 75% red 

90% <= 3 days 

 Noise nuisance 
requests 
responded to on 
time (3 working 
days) 

36/39 = 
93%  

37/49 = 
76% 

43/49 = 
88% 

79/91 = 
87% 

55/65 = 
85%   

YTD 85% 

Processes 
Higher = 

better 
  < 13 weeks  

No of planning 
applications 
commented on by 
an Ecologist 
within a specified 
time  

8 apps out 
of 15 

responde
d to = 
53% - 

10 apps 
out of 15 - 

66% 

4/10 
=40% 

4/10 = 
40% 

4/10 = 
40% 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 
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Specialist 
Services - Health 

& Wellbeing 

Customer  
Higher = 

better 

Green = 85%+ 
Amber =85-65% 
Red = 65% or 

less 

Healthworks 
annual target 

21,000 or 1750 
per month  

Total throughput 
for HealthWorks  

 1,587   1,724    1,771     1,775     1,661  

Customer 
Higher – 

better 

Green = 85%+ 
Amber =85-65% 
Red = 65% or 

less 

Sportworks 
annual target 

7165 

Total throughput 
for SportsWorks 
programmes 

283 324 325 750 3970 

Customer  
Higher = 

better 

Green = 
100,000 visits 

per month, 
Amber = 

90,001-99,999, 
Red <90,000 

1,150,000 visits 
per annum 

Total visits per 
month to Places 
Leisure 

99,195 93,385 94,250 92,446 

87,030 
(being 

checked 
as may 
have 

missed 
school 
holiday 

program-
me). 

Customer  
Lower = 
better 

 N/A 

Not a specific 
target as 

dependent on 
number of 

applications, 
eligibility etc. 

(Average from Apr 
2018 - Mar 2019 

is 1845) 

Total number of 
households on 
housing register 
(monthly) 

1,830 1,704 1,698 1,730 1,752 

Customer  
Higher = 

better 
 N/A 

Based on average 
from previous 

year (16) 

Number of 
homeless cases 
prevented through 
the intervention of 
housing advice 

16 22 25 20 18 

Customer  
Lower = 
better 

N/A  

Based on average 
from previous 

year (36.7 months 
for 2018/19) 

Average waiting 
time all properties 
(band 2 and 3) 

32.7 32.4 31.9 31.8 31.6 

Processes 
Lower = 
better 

Green < 22 
Amber 22-26  

22 days 

Time taken to 
process Housing 
Benefit (HB) new 
claims (average 
days based on 
South region 
average) 

24 24 23 23.2 19.59 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

Processes 
Lower = 
better 

Green < 9 days 
Amber 9-11 

9 days 

Time taken for 
processing new 
HB change events 
(average days) 

7.33 7.93 7.2 7.04 5.00 

Processes 
Higher = 

better 

> 85% green 
80%-85% amber 

< 80% red 
85% 

% of complex 
DFGs completed 
within 300 day 
(% of all 
completed DFGs 
that were complex 
adaptations). 

100% 
(16%) 

100% 
(25%) 

80% 
(63%) 

100% 
(24%) 

67% 
(23%) 

Processes 
Lower = 
better 

Red > 93                                      
Amber > 89                             
Green < 85 

No outstanding 
after 10 working 

days, (target 
based on average 
from Apr 2018 - 
Mar 2019 = 85) 

Number of new 
housing 
applications 
(online complete 
or pending) over 
10 working days 
since application 

94 40 41 41 63 

Processes 
Lower = 
better 

Red > 237                                  
Amber > 226                            
Green <215 

No outstanding 
after 28 working 

days  (target 
based on average 
from Apr 2018 - 
Mar 2019 = 215) 

Number of 
suspended 
housing 
applications over 
28 days since 
suspension 
(snapshot figure 
monthly) 

37 93 126 123 57 
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Specialist 
Services -
Housing & 

Development 
(Development 
Management) 

Processes 
Higher = 

better 
  

60% statutory 
target  

Major applications 
processed within 
13 weeks or 
agreed time 

1 of 1 - 
100% 

0% (0 of 
0) 

1 of 2 
(50%) 

1 of 2 
(50%) 

0 of 0 

Processes 
Higher = 

better 
  

65% statutory 
target  

Minor applications 
processed within 
8 weeks or agreed 
time 

13 of 15 - 
86% 

84% (9 of 
11) 

8 of 8    
100% 

14 of 19 
(73%) 

9 of 13                   
(69.2%) 

Processes 
Higher = 

better 
  

80% statutory 
target  

Other applications 
processed within 
8 weeks or agreed 
time 

52 of 59 - 
88% 

98% (56 
of 57) 

49 of 51    
96% 

52 of 59 
(88%) 

56 of 60              
(93.3%) 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

Processes 
Higher = 

better 
  70% 

Combined non-
major 
development 
within 8 weeks or 
agreed time 

N/A 
95% (65 

of 68) 

187 of 
201    
93% 

66 of 78 
(84%) 

65 of 73                  
(89%) 

Processes 
Lower = 
better 

  < 10%  

% Planning 
appeals allowed 
as % of all 
planning 
application 
decisions 

2 of 6 
appeals 
allowed 
1.52% 
(131 

decisions) 

2 of 3 
appeals 
allowed 
1.56% 
(113 

decisions) 

0 of 3 
appeals 
allowed 

0% 

0 of 0 

2 of 9 
appeals 
allowed.                                 

(2.73% - 2 
out of 73 

decisions) 

Processes 
Higher = 

better 
  100% 

Number of land 
charge requests 
responded to 
within 10 working 
days 

280 of 
282 - 
99.6% 

280 of 
282 - 
99.6% 

247 of 
247    

100% 

317 of 
319 

(99.6%) 

251 of 
253            

(98.7%) 

Processes 
Higher = 

better 
 N/A   

Number of 
enforcement 
notices served (All 
type of formal 
notices) 

0 3 8 2 3 

                        

S
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 S
e

rv
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e
s
 Performance & 

Governance 
(Democratic 

Services) 

Customer  
Higher = 

better 

80%+ green         
70-79% amber     

<69% red           
  

5 hours training 
delivered with a 

satisfaction rate of 
80% 

Provide an 
average of five 
hours of learning 
and development 
to elected 
members per 
month with a 
satisfaction rate of 
80%  

in Purdah 
period -
training 

not 
provided 

Over 5 hrs 
delivered. 
Satisfactio

n score 
84% 

Over 5 hrs 
delivered. 
Satisfactio

n 85% 

5 hours 
achieved 

but 
satisfac-

tion 
measure 

not 
complete 

due to 
staffing 
change 

No 
training in 

Aug as 
Council in 

recess 

Performance & 
Governance 
(Democratic 

Services) 

Customer  
Higher = 

better 

90%+ green            
80-90% amber             

< 80% red 
  

100% of reports 
published on time 

Number of reports 
published on time. 
Target 100% <90 
= Red > = Amber 

  100.0% 100% 90% n/a 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

Performance & 
Governance 

(Performance) 
Customer  

Lower = 
better 

  
100% should be 

resolved within 15 
working days 

% Corporate 
Complaints 
received in month 
that go outside of 
SLA of 15 working 
days response 
time 

63% 
answered  

outside  
SLA  

46% 
answered  

outside 
SLA 

43% 
answered 

outside 
SLA 

based on 
53 

complaint
s (approx 
22 over 

SLA) 

35% 
answered 

outside 
SLA 

based on 
28 

complaint
s (approx 

9 over 
SLA) 

68% 
answered 

outside 
SLA 

based on 
95 

complaint
s (approx. 
65 over 

SLA) 

Communications, 
Engagement & 

Marketing 

Processes 
Higher = 

better 
  

Increase by 30 
per month 

Increase 
Facebook page 
likes/followers by 
30 per month 

1,653 1,733 
1786 
(+53) 

1887 
(+101+ 

1949 
(+62) 

Processes 
Higher = 

better 
  

Increase by 50 
per month 

Increase Enews 
subscribers by 50 
per month 

7,049 7,291 
7417 

(+126) 
7779  

(+362)  
8054 

(+275) 

Processes 
Higher = 

better 
  

Increase by 50 
per month 

Increase 
customers with 
MyEastleigh 
accounts by 50 
per month 

15,312 15,877 
16467 
(+590) 

17368 
(+901) 

17750 
(+382) 

Performance & 
Governance 

(Governance) 
Processes 

Higher = 
better 

100%  100% return rate 

Completion of 
statutory 
government 
returns across 
Council (as 
defined by the 
Single Data List) 

100% 100% 100% 100% 100% 

Performance & 
Governance 
(Democratic 

Services) 

Processes 
Higher = 

better 

90%+ green            
80-90% amber             

< 80% red 
  

100% return rate 
within 10 working 

days and 1 
working day for 

Cabinet 

Ensure 100% 
publication of 
agendas and 
minutes for all 
committees within 
10 working days 
(Cabinet minutes 
within 1 working 
day) 

100% 

80% (1 
out of 5 

not 
completed 

in 10 
days) 

2 sets of 
minutes 
out of 9 

published 
late 88% 

100% 100% 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

Performance & 
Governance 

(Projects) 
Processes 

Higher = 
better 

95–100% 
Green 

85–95% 
Amber 

< 85% Red 

100% compliance  

100% compliance 
with highlight 
reporting across 
all strategic 
projects  

91.80% 100.00% 100.00% 100.00% 100.00% 

                        

S
u

p
p

o
rt

 S
e

rv
ic

e
s
 

Directorate ROI Customer  

Higher 
case / 
lower 
cost = 
better 

Green < £10 
Amber < £50 

Red > £50 
£10 per case 

Total number of 
cases processed 
against the total 
staff Monthly 
actual cost for 

Support Services 

3,355 
cases 

against 
£187,184 
= £55.79 

3,398 
cases 

against 
£191,321 
= £56.30 

3,433 
cases 

against 
£246,969 
= £71.94 

3,183 
cases 

against 
£659,574 
= £207.22 

2,562 
cases 

against 
£243,985 
= £95.23 

IT Customer  
Higher = 

better 

Green 100% 
Amber > 95% 

Red < 95% 
100% 

Service availability 
(i.e. email, www 
group by 
criticality) 

100% 100% 100% 100% 99.95% 

Legal Services 

Customer  
Higher = 

better 

Green > 90% 
Amber > 85% 

Red < 85% 
100% 

To provide 
completion 
memos in respect 
of transactions 
within 48 wkg hrs 
of completion 

0 out 0 = 
N/A% 

0 out 0 = 
N/A% 

100% 100% 100% 

Customer  
Higher = 

better 

Green > 90% 
Amber > 85% 

Red < 85% 
100% 

Number of 
Certificates of 
Lawful Use 
(Proposed or 
Existing) falling 
due to be 
determined this 
month and 
determined within 
statutory or 
agreed timescales  

 6 out of 6 
= 100% 

7 out of 7 
= 100% 

1 out of 1 
= 100% 

4 out of 4 
= 100% 

3 out of 3 
=100% 

Customer  
Higher = 

better 

Green > 90% 
Amber > 85% 

Red < 85% 
100% 

FOI/EIR requests 
(including 
reviews) 
responded to 
within statutory 
timescales 

75% 77% 74% 75% 78% 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

Finance Financial  
Lower = 
better 

Green > 5%  
Amber < 5% 

Red < 3% 
Reduction 

Sustained pattern 
of reduction in 

debt owed to the 
council 

Debt Collection - 
Measured by 
overall council 
debt, amount of 
invoices 
outstanding for 
more than 100 
days. 

    

£830,408.
98 - % 

movement 
captured 

next 
month 

£930,953.
51 - 

11.4% 
increase 

£996,345.
4 

7% 
increase 

Human 
Resources 

People  
. Lower = 

better 

Green < 15% 
Amber < 18% 

Red > 18% 
(National 
average 

<20%.  For 
EBC, during 12 
month period 
15/11/17 to 
15/11/18, 
‘voluntary 

resignation’ 
turnover rate 

was just under 
18%.  Aim for 

below 10% 
within 2 years 

<15% 
Turnover (no of 
people resigned / 
headcount) 

YTD 
Corporate 

16% 
 

YTD 
Corporate 

15% 
 

YTD 
Corporate 

- 15% 
 

YTD 
Corporate  

13% 
 

YTD 
Corporate  

14% 
 

People  
Lower = 
better 

Green < 7 days 
Amber < 7.5 

days 
Red > 7.5 days 

7 days 

Corporate 
Sickness (number 
of days lost per 
person) 

7.8 8 7 6 7 

People  
Lower = 
better 

Green < 7 days 
Amber < 10 

days 
Red > 10 days 

7 days 

Time to recruit - 
Date of 
resignation to the 
date of advert 
going live 

27.5 days 
- KPI now 
amended 

63 days - 
KPI now 
amended 

10.5 days 6.3 days 17 days 

Internal Audit Processes 
Lower = 
better 

Red > 10% 
Amber > 5% 
Green < 5% 

Various 

No of Grade 1 and 
2 accepted 
recommendations 
outstanding/ not 
fully implemented 
on time 

65% 50% 17% 28% 

25% - 
2018/19 
100% - 
2019/20 
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Team & service 
area 

KPI 
category 

KPI 
polarity 

KPI thresholds 
(for RAG 
status) 

KPI target KPI definition April May  June  July  August 

S
u

p
p

o
rt

 S
e

rv
ic

e
s
 

Property 
Services 
(Asset 

Management) 

Customer  
Higher = 

better 

Red < 60% 
Amber 60% to < 

80% 
Green 80% or 

more 

80% or more 

Net revenue 
generated as % of 
Corporation 
Estate budget 

Information 
not 

available 

Information 
not 

available 

80% or 
more 

98% 
(£365555

8.92 
revenue) 

98% 
(£365555

8.92 
revenue) 

Customer  
Lower = 
better 

Green 5% or 
less 

Amber > 5% to 
8% 

Red > 8% 

5% or less 
Voids as % of 
total number of 
lettable units 

Information 
not 

available 

Information 
not 

available 
TBA 

4 voids 
from a 
total of 

143 units  
(3%) 

4 voids 
from a 
total of 

143 units  
(3%) 

S
u

p
p

o
rt

 S
e

rv
ic

e
s
 

Property 
Services 
(Building 

Surveyors) 

Customer  
Higher = 

better 

Green 75% or 
above 

Amber > 50% to 
74% 

Red < 50% 

75% or above 
% of scheduled 
Building Surveys 
carried out 

Information 
not 

available 

Information 
not 

available 

Information 
not 

available 

Information 
not 

available 

80 % 
completed 

Customer  
Higher = 

better 

Green 75% or 
above 

Amber > 50% to 
74% 

Red < 50% 

75% or above 

Carry out a 
programme of 
Repairs and 
Renewals work 
with particular 
focus on 
minimising risk 
across our built 
assets. Subject to 
allocated budget 
available. 

Information 
not 

available 

Information 
not 

available 

Information 
not 

available 

Information 
not 

available 

100 % 
completed 

Customer  
Higher = 

better 

Green 90% or 
above 

Amber > 75% to 
89% 

Red < 75% 

90% or above 

Provide timely 
technical support 
following request 
within 7 days. (24 
hours for an 
emergency) and 
initial proposals 
provided within 28 
days subject to 
complexity. 

Information 
not 

available 

Information 
not 

available 

Information 
not 

available 

Information 
not 

available 

90 % 
completed 
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Appendix 2

PERFORMANCE AND FINANCIAL MONITORING SUMMARY - 2019/20 1 APRIL TO 30 SEPTEMBER 2019

Original Rolling Actual Forecast Outturn

Budget Budget Year to Date Variance

Theme £ £ £ £ £

Economy:

Skills & Business 9,040 25,570 (182,537) 25,570 0

Greener Borough:

Environment 4,606,870 4,452,790 1,595,613 4,707,790 (255,000)

Transport (1,114,380) (863,510) (979,042) (825,510) (38,000)
Health and Wellbeing:

Health 1,229,820 1,257,630 686,419 1,446,630 (189,000)

Social Policy 235,380 287,140 (414,083) 207,140 80,000

Housing:

Planning & Property (12,838,640) (12,716,490) (6,102,028) (12,939,490) 223,000

Corporate 9,740,660 10,199,570 7,667,813 9,887,570 312,000

Area Committees (Net of Gross Cost Adjustment) 1,041,360 1,075,860 343,083 1,075,860 0

Position on Services 2,910,110 3,718,560 2,615,238 3,585,560 133,000

Non Service Related Items (3,182,630) (3,553,580) (2,589,580) (2,589,580) (964,000)

Net Position (272,520) 164,980 25,658 995,980 (831,000)
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Appendix 3 

Original Rolling Actual Budget

Budget Budget Sep-19 Remaining

2019/20 2019/20 2019/20

PROGRAMME BOARD £ £

Housing 56,724,200             49,973,000 8,068,700 41,904,300

Future Eastleigh Service Redesign 75,000                    903,600 153,800 749,800

Infrastructure 2,669,700               4,079,000 321,400 3,757,600

Investment Property -                         -                      -                     

Leisure * -                         212,300 -346,300 558,600

Regeneration * 13,948,700             4,166,300 200,600 3,965,700

LAC - Bishopstoke, Fair Oak & Horton Heath 2,229,800               576,700 38,000 538,700

LAC - Bursledon, Hamble & Hound 128,800                  367,900 130,400 237,500

LAC - Chandler's Ford & Hiltingbury 146,700                  352,500 100                    352,400

LAC - Eastleigh 38,700                    6,443,100 2,529,000 3,914,100

LAC - Hedge End, West End & Botley 1,012,200               1,664,600 85,200 1,579,400

76,973,800 68,739,000 11,180,900 57,558,100

* Negative values are in respect of the Council's policy on funding retentions in advance of payment. 

Once retentions have been settled, these will balance to zero

COMMUNITY INVESTMENT PROGRAMME                                          

QUARTER 2 - 2019/20
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Ref Risk Description Cause(s) Existing Risk Controls Impact Likelihood

I L Total

1 Final accounts not approved by external 

auditors

Final accounts working 

papers not of sufficient 

standard to receive 

unqualified audit opinion

Compliance with the CIPFA CODE 

and EY requirements.

Moderate Very unlikely 3 1 3

2 Failure to deliver strategic priorities due 

to inaccurate financial forecasting

Service and corporate 

expenditure varying from 

plans set by need to fulfil 

strategic priorities

Business planning, budget 

strategy, monitoring and 

forecasting processes linked to 

strategic objectives requirements

Serious Unlikely 4 2 8

3 Key financial strategies set on the basis 

of inaccurate assessment of the 

Council's overall position

Poor budget preparation 

and poor financial 

monitoring

Sound and effective financial 

systems, Budget holders sign off 

budgets and monitoring 

information.  Central support 

provided to managers from 

Support Services - Financial 

Services Unit

Serious Unlikely 4 2 8

Risk Score 

(Existing 

Controls)

PERFORMANCE AND FINANCIAL MONITORING REPORT 2019/20- RISK ASSESSMENT

Appendix 4 
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Ref Risk Description Cause(s) Existing Risk Controls Impact Likelihood

I L Total

Risk Score 

(Existing 

Controls)

PERFORMANCE AND FINANCIAL MONITORING REPORT 2019/20- RISK ASSESSMENT

Appendix 4 

4 Interest Rate Pressure Potential for rising interest 

rates above that 

anticipated as part of the 

budget

Budget strategy (Treasury 

Management), monitoring and 

forecasting processes. Interest rate 

reserve. Engagement of external 

advisor, Arlingclose, to provide 

advice on how the Council can 

manage its investment and 

borrowing portfolio.

Serious Unlikely 4 2 8

5 Additional Borrowing exceeding 

affordable levels

Additional borrowing will 

place pressure on the 

revenue budget 

particularly if interest rates 

rise

Budget strategy, monitoring and 

forecasting processes and treasury 

management strategy. Use of 

robust business cases factoring in 

returns based on long term interest 

rate projections.

Significant Unlikely 3 2 6

6 Minimum General Fund balance falls 

below minimum level

Poor control of income and 

expenditure budgets

Business planning, Budget 

monitoring systems and clear 

accountabilities for financial 

performance

Serious Very unlikely 4 1 4

7 Lack of specialist/technical knowledge 

and capacity across services and failure 

to recruit to key posts enabling areas to 

operate effectively

Poor succession planning, 

increased demand and 

other external factors 

including buoyant job 

market including better 

rates of pay externally    

Business Planning including 

resourcing/workforce planning as 

well as People Strategy and 

regular quarterly monitoring of staff 

retentlon/turnover

Serious Possible 4 3 12
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Ref Risk Description Cause(s) Existing Risk Controls Impact Likelihood

I L Total

Risk Score 

(Existing 

Controls)

PERFORMANCE AND FINANCIAL MONITORING REPORT 2019/20- RISK ASSESSMENT

Appendix 4 

8 Failure to redesign processes which 

could generate time and cost saving 

opportunities

Lack of resource/capacity 

within organisation to 

devote to service 

improvement work 

Development of business case to 

assess need for service (process) 

redesign opportunities through 

Change and Improvement 

Programme

Significant Unlikely 3 2 6

9 Failure to acheive strategic priorities 

due to poor performance or poor 

strategic planning

Poor business planning or 

unforeseenchanges in 

external environment or 

poor data quality

Strategic annual planning process, 

performance review, data quality 

improvement measures, risk 

management

Significant Unlikely 3 2 6

Impact ratings: (I) Likelihood ratings: (L)

Minor 1 Very unlikely 1

Moderate 2 Unlikely 2

Significant 3 Possible 3

Serious 4 Likely 4

Major 5 Very likely 5

The risk total is achieved by multiplying the impact score by the likelihood score. 
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Appendix 5 - Residents’ Survey 2019 Report 

Background 

The Council has previously used a ‘tracker’ survey to gauge resident satisfaction as one 

measure of the effectiveness of Council services.  Survey or perception data is subject to 

individual bias and issues prevalent at the time of the survey that might obscure a more 

objective overall view, but over time and with robust methodology, such data can be useful 

to the Council.  

The Council carried out a residents’ survey in January and February 2019. 1,426 people 

responded, significantly more than previous surveys, and enough responses to give a 

margin of error of 3% using a 95% confidence level. The survey was completed mainly 

online with paper copies sent to libraries and parish/town council offices. The sample of 

respondents was self-selecting and not proportionately representative of the Council’s profile 

e.g. there was a disproportionate number of responses from older age groups. 

The survey used broadly the same questions as the LGA resident satisfaction poll conducted 

every 4 months. The survey also asked questions about recycling to test success of previous 

communications to residents, and physical activity to supplement the limited sample size of 

national Active Lives surveying. 

Survey results 

Combined ‘Very’ and ‘Fairly Satisfied, or ‘Strongly’ and ‘Tend to Agree’ scores % 

Satisfaction with the local area 77 

Satisfaction with Streetcleaning 50 

Satisfaction with how EBC runs things 57 

EBC value for money 49 

EBC acts on resident concerns 42 

EBC keeps residents well informed 66 

Trust in EBC 50 

*Average across hedge- and grass-cutting, graffiti, litter, flytip and dogmess removal. 

For most measures the results show that a majority of respondents were very or fairly 

satisfied.  

While half of respondents were satisfied/very satisfied with Streetcleaning services, this 

result is not in line with the traditionally higher levels of our award-winning Streetscene 

services, nor actual performance which shows consistently that nearly 95% of areas are 

being maintained to standard or above standard. Flytips are cleared well within target 

timescales (within 5 working days).  
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Disaggregated scores showed that respondents were most satisfied with grass-cutting and 

least satisfied with flytipping. 

Perception of value-for-money may relate to statutory and universal services (e.g. council tax 

collection and waste/recycling) and current council tax levels, or the Council’s level of fees 

and charges for discretionary services. The 49% figure is typical for local authorities 

generally. Garden waste revenues are high as is attendances and income at IVCP, which 

may indicate satisfaction with value for money for these services. Quarter 2 attendance at 

EBC theatres is below target. Conclusions should not necessarily be drawn about value for 

money without understanding how people were responding to the question. 

Similarly the perception of how well the Council acts on concerns may reflect an overall 

sense of the Council meeting or not meeting resident expectations, or a view about specific 

customer interactions.   It is possible that opposition of some to the Council’s Local Plan has 

contributed to this score. The main Q2 performance report and KPI appendix provides a 

picture of customer care and responsiveness issues, with performance in Council Tax 

administration, and corporate complaints handling needing to be addressed. 

Residents feeling informed tallies with positive performance by the Council’s Corporate 

Communications team in achieving increasing social media followers and subscribers to 

ENews and MyEastleigh channels. 

Relatively lower levels of trust are typical of similar surveys of local government services.  

The survey also collected the following data: 

 43% of respondents felt their area has a fairly or very strong sense of community.  

30% of people agree that people pull together to improve their local area. 

 57% of respondents said that they use food waste recycling and 3% were unaware of 

the service.  (The Council’s recent campaign has significantly improved these survey 

responses.) 

 Over 80% of people correctly identified the range of plastic bottles that can be 

recycled. Between 11% and 30% incorrectly identified other plastics that they 

believed could be recycled. (This indicates that only marginal improvements to 

plastics recycling and contamination are now feasible, without widening the range of 

plastics that can be recycled.) 

 20% reported themselves as physically inactive, 45% as fairly active and 34% as 

active.1 

Implications and recommendations 

While this particular set of data may not provide sufficiently robust evidence of levels of 

satisfaction, it does indicate that with a more robust methodology and with appropriate 

comparisons (other councils, data from this survey year on year), this information can be 

used to drive improvements for residents. 

To survey more robustly (proportionately) would require resourcing (e.g. of a professional 

polling company); the Council is currently exploring the costs for this work. 

                                                           
1
 Inactive = <30mins moderate or vigorous activity in last 7 days. Fairly = 30-150 mins, Active = >150 

mins 
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