ARGYLL AND BUTE COUNCIL HELENSBURGH AND

LOMOND AREA COMMITTEE

CUSTOMER SUPPORT SERVICES MARCH 2021

AREA SCORECARD FQ3 2020/21

1 Background

1.1  This paper presents the Area Report for Financial Quarter 3 2020/21 (October-
December 2020) and illustrates the agreed performance measures.

1.2 A summary of all the measures is included at the start of the report. The summary
provides an overview of the number of measures and how many are Red, Amber,
Green or No Target.

1.3 To improve the response to performance queries, it is requested that either the
Responsible Named Officer or Sonya Thomas are contacted once the Quarterly
Performance Report is received with any queries. This should enable some
gueries being resolved or clarified prior to the Area Committee meeting, and
therefore being carried forward as Actions at a subsequent meeting.

1.4 A short key to symbols / layout is attached. (Appendix 1).

1.5 Anillustration of how the Business Outcomes align to the Corporate Outcomes is
attached. (Appendix 2).

2 Recommendations

2.1 Itis recommended that the Area Committee-

a) Notes the performance presented on the Scorecard and supporting
commentary.
3.1 | Policy None
3.2 Financial None
3.3 Legal None
3.4 HR None
3.5 | Fairer Scotland Duty No impact assessment required for this report.




3.5.1 | Equalities None. If requested the Area Committee Performance
Report can be supplied in a different format.

3.5.2 | Socio-economic Duty None

3.5.3 | Islands None
3.6 Risk None
3.7 Customer Service None

Kirsty Flanagan, E xecutive Director with responsibility for Customer S upport
Services

Jane Fowler
Head of C ustomer S upport S ervices

For further information, please contact:

Sonya Thomas

2UJDQLVDWLRQ 'HY H ORFRiSomtaqr@varill Inhpraddonent
Customer Support Services

01546 604454

Appendix 1: Key to symbols
Appendix 2: lllustration of Business Outcomes aligned to Corporate Outcomes
Appendix 3: FQ3 2020/21 H&L Word Report in pdf format



Appendix 1

PERFORMANCE REPORTS — KEYS TO SYMBOLS

WORD REPORT
STATUS SYMBOL

X This is colour coded and indicates if the performance is good — Green; or off track
- Red

TREND ARROW

X This indicates the trend of the performance between the last two periods

NAME IN BRACKETS (StreetScene)

X The indicates not only where in Pyramid you can find the data but also what team
in the council deals with this element of performance

GREY SUCCESS MEASURE

X This indicates that the performance measure is a council-wide one

WHITE SUCCESS MEASURE

x This indicates that the performance measure is a local area one



Joint Over

arching Argyll and Bute’s Economic Success is built on a growing population
Vision

Council

Mission Making Argyll and Bute a place people choose to Live, Learn, Work dubih@ess

Choose Argyll, Love Argyll




I GREEN

NO TARGET
TOTAL Total reduced by 4 as HMIE positive evaluations no longer included.
H&LAreaScorecard-Q32020/21
Performance Target Actual Target Actual
Performanceelement Status Trend FQ2 FQ2 FO3 FO3 Owner Comments

FQ3

FQ3H63Commen63Commen63



H&LAreaScorecard=Q32020/21

Performanceelement

Status

Performance
Trend

Target
FQ2

Actual
FO2

Target
FQ3

Actual
FO3

Owner

Comments

FQ32020/21H&L

Arrocharand Lussarearemainedbusyup until ChristmasTemporarytraffic regulation
order for Luss& DuckBay.Thenew Lussvillagerestrictionscontinueto resultin PCNs
beingissued.Theseno waiting restrictionshaveno doubleyellow linespaintedandfew
signsto alert drivers.Freeparkingin all chargingcar parksfor two weekson the run up
to ChristmasincludingLussand Arrocharcar parks.

FQ22020/21H&L

Increasdn patrolsin the Lomondareaplusanincreaseof visitors,perhapsdueto Covid
resultingin more PCNsWardensfrom Obanhaveassistedparticularlyat weekends.
Newtemporarytraffic regulationorder for Luss& DuckBay.Thenew Lussvillage
restrictionsare resultingin manyPCNeingissued.Theseno waiting restrictionshave
no doubleyellowlinespaintedandfew signsto alert drivers.Lusscarparkparking
capacityhasbeenreduceddueto part of the carparkbeingclosedto allowfor National
Parkportaloos.

FQ32020/21A&B
In general,carparksvery quiet comparedto other years(especiallyn Oban)with the
exceptionof Lusscar parkand Arrocharcar parks.

FQ1& FQ22020/21A&B

DuringFQ1while nationaltravel restrictionswerein place,enforcementactivitieswere
reducedsignificantly effectivelystood down acrosshe Councilarea. Theonly exception
to thiswasin H&L ,whichisin reasonabléravel distancefrom the centralbelt. Evenso,
only limited enforcementwascarriedout in this area.Within H&L,Lussand both
Arrocharoff streetcarparkswere closed.FQ2sawan uptickin traffic figures,with
visitor numbersincreasingparticularlyin both Lussand Arrochar.Dueto the visitor
numberin thesevillagesandasaresultof the TTROn placein Lussadditionalresource
from wasdirectedto H&Lto assist Asaresult,the numberof PCNsssuedin H&Lwas
up circa380%comparedto FQ22019/20.Althoughthe other areasare down compared
to the samequarterin 2020/21,overallPCNhumbersare up.

FQ32020/21H&L

Theon goingimpactof COVIDL9 andits associatedestrictionshasresultedin a
significantunderrecoveryof the parkingincomebudget. Thenationalrestrictionson
movementhavedirectlyimpactedmuchof Argylland Buteand subsequentiythe lossof
ticketincomearisingfrom tourism. In additionto this, manypeopleare either
furloughedor workingfrom homeandthisislikelyto haveresultedin alossof income
arisingfrom commuterparking.

FQ1& FQ22020/21H&L

Jointfinancialquarter 1 & 2 update: Dueto the impactof COVIDL9 restrictions,
AmenityWardenswere stood down duringlockdownperiod. TheAmenityWardens
were divertedto assistwith the food deliveryprogramme.Thetravel restrictionswould
havehadanimpactontourismand &
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CarParkingncometo date A&B
(StreetScene)

£630,531

£230,268

£819,549

£457,678

HughO'Neill

FQ32020/21A&B

Theon goingimpactof COVIDL9 andits associatedestrictionshasresultedin a
significantunderrecoveryof the parkingincomebudget. Thenationalrestrictionson
movementhavedirectlyimpactedmuchof Argylland Buteand subsequentlythe lossof
ticketincomearisingfrom tourism. In additionto this, manypeopleare either
furloughedor workingfrom homeandthisislikelyto haveresultedin alossof income
arisingfrom commuterparking.

FQ1& FQ22020/21A&B

Jointfinancialquarter 1 & 2 update:Dueto the impactof COVIDL9 restrictions,
AmenityWardenswere stood down duringlockdownperiod. TheAmenityWardens
were divertedto assistwith the food deliveryprogramme.In additionto this, a
Leadershiglecisionwastakento closethree carparkswithin H&Lto protect our
communities.Thetravel restrictionswould havehad animpacton tourismanddirectly
on the carparkingincome.
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FQ3 2020/21H&L

For the FQ3 quarter the Helensbarghreceivedl2 dog foulingpmplaints.The
Warden Servicavill continuewith its efforts to deal withisas there veryawareof
the public'sperceptionaroundthis.

FQ2 2020/21H&L

The number of dog foulitmmplaintsin the Helensburgh/Lomorateahasisen

slightly this quarter withl1 complaintsompared to 7 for the momth#\pril, May and
June. It ishopedthe figure willrop againnext quarter as the servéoeerymuch
aware of the publicgerceptionsurroundingthisissue.

FQ3 2020/21A&B

Unfortunately the number dbgfoulingcomplaintshasremained higlat o1
complaints for the monthef October,Novemberand Decemberwith the MAKé&rea
doubling the number of complaifitem the lasjuarter. Thissunacceptableandthe
service will arrangefor additionapatrolswhen resourceommits.With regardshe
MAKI areathe reason for thisuldpossiblybe due to the fact thisneot a
dedicated warden for thiarea.

FQ2 2020/21A&B

Unfortunately therehas been an increaséhénnumber of dog foulswmplaintsfor

the monthsof July, August aBeptember. Thisunacceptableandthe servicavill

arrange for additionapatrolswhenresourcepermits. Thisouldbe due to a number of
reasons, poor Sept Tf-26.1[Tj/C2_1 1 £f <CN33>Tj u(Sept Tf -22.1[Tj/C2_1 1 Tf <0003
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FQ32020/21H&L
Helensburgthasexceededhe NationalStandardand Targetfigure for the FQ3period,
showingOctober79, November75 and Decembef77.

FQ22020/21H&L
TheLEAMSigurefor Helensburghs 74 for FQ2 this exceedghe Targetfigure of 73.
LEAMSvassuspendediueto Covidd9 andhasonly just resumed.

FQ32020/21A&B

Thelevelof street cleanlinessicrossthe areafor the monthsof October,Novemberand
Decembethavebeenat a highstandard,exceedingoth the NationalStandardand
Targetfigure. Theserviceusesthe annualreport from KeepScotlandBeautifuland
monthlyinspectiongo assesshe dataand makeappropriatealterationsto work
schedulego ensurethat the levelof performanceis maintained.

FQ22020/21A&B
Argylland Bute Councihaveonly justreturnedto LEAMI T6 dffffeB&E3 0 TD <00I0003>Tj /TT¢
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Performance Target Actual
Trend FQ2 FQ2
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FO3

Owner
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CorporateOutcomeNo0.3 Childrenand youngpeople havethe bestpossiblestart

No AreaCommitteeMeasurego report on for CorporateOutcome3.

CorporateOutcomeNo0.4 Education skillsand training maximisesopportunities for all

H&L Maintainthe percentageof 16 49
yearoldsparticipatingin education, e 94.00% 94.84%
trainingor employment(YouthServices

94.00%

94.84%

Marffurnbull

FQ32020/21H&L

Figurefor this quarteris just abovethe Argylland Buteaverageandthe national
average.

Annualdata.

FQ22020/21H&L

Figureis extractedfrom Datahubandis collectedby ABCand SDSIt containsthe most
currentinformationavailableto us on destinations.Thisinformationis collated
nationallyandusedto producethe AnnualParticipationMeasure howeverthe APMis
averagedut overayearandalsocontainsadditionalinformation from external
partnerssoit maydiffer slightly. The2020APMrecordsthe Argylland Buteaverage
participationrate as94.1%and nationalparticipationrate as92.1%whichindicatesthe
H&Lfiguresfor this quarterare just abovethe Argylland Buteaverageandthe national
average.

EDU107_1¥aintainthe percentageof
16 d9yearoldsin Argylland Bute
participatingin education trainingor
employment(YouthServices)

(03] 94.00% 95.22%

94.00%

95.229

Martin Turnbull

FQ32020/21A&B

Figureis extractedfrom Datahubandis collectedby ABCand SDSIt containsthe most
currentinformationavailableto uson destinations.Thisinformationis collated
nationallyand usedto producethe AnnualParticipationMeasure howeverthe APMis
averagedut overayearandalsocontainsadditionalinformation from external
partnerssoit maydiffer slightly. The2020APMrecordsthe Argylland Buteaverage
participationrate as94.1%and nationalparticipationrate as92.1%whichindicatesthat
the figuresfor MAKI,H&Land OL lareasfor this quarter are aboveboth the Argylland
Buteaverageandthe nationalaverage Bute and Cowalfiguresreflecta challenging
periodin the livesof the cohortbeingmeasured.

FQ22020/21A&B
Annualmeasurereportingin FQ3.
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FQ32020/21H&L

Performancen FQ3improvedto 11.1weekswhencomparedto FQ2at 12.9weeks,in
what are difficult operationalcircumstancesit shouldbe noted that the numberof
Householdeplanningapplicationsdeterminedby the teamwas68%higherthan the
previousquarter.

Commentfrom PeterBain(DevelopmentManager)on the impact of Covidon DM
determination periods.

Thesignificantdip in performanceagainstthis indicatorduring FQ2is directly
attributable to the impactof the initial Covidd.9 ‘lockdown’periodwhichran from late
Marchinto June2020,and subsequentestrictionson servicedelivery.Whilst
performanceon all averagedeterminationtime periodindicatorswaslargely
maintainedduring FQ1it is noted that this wasbaseduponthe determinationof a much
reducednumberof applications Whilst FQlgaveriseto a numberof challenges
includinglossof office accommodatiorand a requirementto rebuilda numberof
servicecritical processesincludingmail handlingarrangementsthesewere in the main,
addresseckfficiently duringthe first few weeksof lockdownand alloweddetermination
of applicationghat were alreadyat an advancedstage without significantdelaybeing
incurred.Whatis not evidentwithin the FQ1performanceindicatorhoweveris that new
planningapplicationscontinuedto be submittedat almost80%o0f normalvolume
throughoutthe ‘lockdown’period. It washot possibleto progresshesebeyondinitial
validationdueto restrictionson travel/engagementvhich preventednecessangite visit
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FQ32020/21A&B

Theteamareworkingthroughthe backlogof planningapplicationscausedby the
extremechangego workingpracticesearlierin the year,with 27%more determined
whencomparedto FQ2 55%more than FQ1.Setagainstthis backdropthe
improvementin performancefrom 11.6weeksin the previousquarterto 10.0weeksin
FQ3is pleasinggiventhe ongoingoperationaldifficulties of deliveringthe Planning
Servicewith the restrictionsbroughtaboutby the pandemic.

Commentfrom PeterBain(DevelopmentManager)on the impact of Covidon DM
determination periods.

Thesignificantdip in performanceagainstthis indicatorduring FQ2is directly
attributable to the impactof the initial Covidd9 ‘lockdown’periodwhichran from late
Marchinto June2020,and subsequentestrictionson servicedelivery.Whilst
performanceon all averagedeterminationtime periodindicatorswaslargely
maintainedduring FQ1it is noted that this wasbaseduponthe determinationof a much
reducednumberof applications Whilst FQlgaveriseto a numberof challenges
includinglossof office accommodatiorand a requirementto rebuilda numberof
servicecritical processesincludingmail handlingarrangementsthesewere in the main,
addresseckfficiently duringthe first few weeksof lockdownand alloweddetermination
of applicationghat were alreadyat an advancedstage without significantdelaybeing
incurred.Whatis not evidentwithin the FQ1performanceindicatorhoweveris that new
planningapplicationscontinuedto be submittedat almost80%o0f normalvolume
throughoutthe ‘lockdown’period. It washot possibleto progresshesebeyondinitial
validationdueto restrictionson travel/engagementvhich preventednecessangite visit
activity beingundertakento completethe professionabssessmentf applicationsand
to complywith proceduralrequirementsfor postingof site notices.Restrictionson
essentiakravel were lifted duringJune,and planningapplicationsite visitsto

restrictiol
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CorporateOutcomeNo0.6 ¥We haveinfrastructure that supportssustainablegrowth

Streetlighting H&Lpercentageof
faultsrepairedwithin 10 days(Street
Lighting r

75%

0%

HughO'Neill

FQ32020/21H&L

A combinationof staffingand ITissueshavepreventedstaff from catchingup on the
previousCOVIDlelayedfaults. We are lookingat supportto the StreetLightingBack
OfficeTeamLeaderto managethe incomingfault reportsin a more proactivemanner.
ITequipmenthasbeenorderedto allow staffto updatefaultswhilst at the locusto save
time andwe arelookingto advertisethe vacantElectriciangostin Helensburgho bring
the electriciansnumbersupto 3.

FQ22020/21H&L

Performancdiguresaffectedby the legacyof Covid 19 shutdown.Resumptiorof
activitiesin June/ Julywasfurther disrupteddueto sicknessabsenceof, one of two
StreetLightingElectriciansTheelectricianbasedin Dunoonfor B&CandH&Lalsohad
to cover"emergencyrepairs"in OLI/ MAKIwhere practicable Thereis still a further
issuerelatedto missallocationof "dark lamps"whenrequestsof serviceare entered
from the public,asgenerallythe faults are relatedto power supplyor defectivecabling
whichrequiresadditionalsupportfrom contractorsand PUsuppliersto rectify. This
takeslongerthan the 10 daytargetfor a purely“dark lamp" repair.

FQ32020/21 A&B

Therehavebeena numberof streetlightingoutageswhichhavenot beenrepairedin
the normaltimescaledueto severalfactorsincludingall non emergencyworksbeing
pausedduringlockdownanddifficultiessourcingpartsdueto manycompaniesot
operating.Anactionplanisin now placeto focuson the backlogof lightingfaults, to
ensurewe cangetthe mosteffectiveuseof the lightingresourceand power company
suppliersto seeimprovementsto lightingoutages t is anticipatedthat improvements
to servicedeliverywill be seenon the groundfrom Marchonwards.

FQ22020/21 A&B

Dueto the team beingsignificantlyreducedfor a substantialperiod of time dueto
absencethe LightingTeamhavebeenprioritisinglightingrepairs.TheStreetLighting
team shouldbe backto capacityin FQ3.Discussionare ongoingto look at solutionsto
ensurethe StreetLightingteam havethe resourcesecessaryo carryout repairs.
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Totalnumberof Complaintgegarding
WasteCollectionH&L (StreetscendH&L)

No Target

NoTarget

TomMurphy

FQ32020/21H&L

Forthe FQ3periodthere were only 2 wastecollectioncomplaintsreceivedfor the whole|
of Helensburghand Lomondarea.Giventhe largenumberof propertiesboth domestic
andcommerciakervicedandthe rangeof servicedbeingdeliveredfrom generalwaste,
glassrecyclingandfood wastecollections this is an excellentservice.

FQ22020/21H&L

Therewere only 3 wastecollectioncomplaintsreceivedfor the whole of Helensburgh
andLomondin the FQ2quarter, monthsJuly,Augustand SeptemberGiventhe number
of propertiesboth domesticand commercialand alsothe different rangeof services
beingdeliveredfrom generalwastecollections kerbsideco minglecollections glass
recyclingandfood wastekerbsidecollections this is an excellentlevel of service.

Totalnumberof Complaintgegarding
WasteCollection A&B(StreetScene)

NoTarget

10

Norarget

TomMurphy

FQ32020/21A&B

Thenumberof wastecollectioncomplaintshasreducedagainthis quarter, with only 3
complaintsbeingreceivedfor the whole of the district. Giventhe inclementweather,
breakdownsandthe numberof propertiesservicedhis is excellent.While carryingout
thesedutiessafeworkingpracticesrelatingto Covidd 9 remainin place.

FQ22020/21A&B

Thenumberof wastecollectioncomplaintsfor the monthsof July,Augustand
Septembethassignificantlyreducedagainfrom the previousquarterwith only 10
complaints.Thisis an excellentlevel of service In generaltermsall collectionswere
carriedout althoughin someareasthey mayhavebeenadayor solate dueto
breakdownsWherecollectionswere runninglate, this information waspostedon the
Council'sveb pageto inform the public.
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FQ32020/21A&B

Recyclingn FQ3is closerto normallevelsandindicatesa quickerbouncebackthan was
anticipated.Yearto date recyclingand recoveryhoweveris below 45%target asCouncil
kerbsiderecyclingwassuspendediuringthe earlymonthsof the Pandemic.

FQ22020/21A&B
46.6%recycling,compostingandrecovery(29.9%recycling/compostinglus 16.7%
recovery) Recyclindigureshaveimprovedwith the re start of the majority of kerbside
recyclingservicesn late June.

FQ32020/21 WastePPPArea

47 .5%recyclingcompostingandrecovery(31.1%recycling/compostinglus 16.4%
recovery) Recyclingeturningto more normallevelsafter severalservicessuspended
duringearlymonthsof PandemicYearto date 45.9%recyclingandrecovery(22.8%
recycling/compostinglus23.1%recovery).

FQ22020/21 WastePPPArea

47 .6%recyclingcompostingandrecovery(24.0%recycling/compostinglus23.6%
recovery) Recyclindigureshaveimprovedin Q2with the re start of mostkerbside
recyclingservicesat the end of June.

FQ32020/211slands

44 6%recyclingandrecovery(40.8%recycling/compostinglus 3.8%recovery).
Recyclingeturningto more normallevelsafter severalservicessuspendediuringearly
monthsof PandemicYearto date 33.0%recyclingandrecovery(30.3%
recycling/compostinglus2.7%recovery).

FQ22020/211slands
32.1%recyclingcompostingandrecovery(28.8%recyclingplus 3.3%recovery).
Recyclindiguresin @arnigr 75 1 Tf 1.5298 0 TD <0003>Tj /TT6 1 Tf.2261 0 TD (recovery)
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FQ32020/21H&L

Dayslost hassignificantlyincreasedon the lastquarter. this followsthe usualtrend as
the schoolgreturn. Dayslost are significantlylower than the samequarter lastyear.
Thereare no significanttrendsin terms of reasonfor absenceor duration.

FQ22020/21H&L
Aslightincreasein H&Lteachersabsencenhas
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