ARGYLL AND BUTE COUNCIL HELENSBURGH AND
LOMOND AREA COMMITTEE

CUSTOMER SUPPORT SERVICES 17 DECEMBER 2021

AREA SCORECARD FQ2 2021/22

1 Background

1.1 This paper presents the Area Report for Financial Quarter 2 2021/22 (July-
September 2021) and illustrates the agreed performance measures.

1.2 A su



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 | Climate Change None
3.7 Risk None
3.8 Customer Service None

Kirsty Flanagan, Executive Director with responsibility for Customer Support
Services

Jane Fowler
Head of Customer Support Services

For further information, please contact:

Sonya Thomas

Organisation Development Officer - Performance and Improvement
Customer Support Services

01546 604454

Appendix 1: Key to symbols
Appendix 2: lllustration of Business Outcomes aligned to Corporate Outcomes
Appendix 3: FQ2 2021/22 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

ON GRAPHS IN PYRAMID

GREEN

x Performance is positively within desired parameters / meeting target / positively
exceeding target

RED

x Performance is negatively out-with desired parameters / not meeting target /
negatively exceeding target
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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 and do Business
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GREEN
RED
NO TARGET Increase from FQ1 to FQ2 due to removal of Sickness Absence Target.
TOTAL

H&L AreaScorecard-Q22021/22

Performanceelement Status Per?rreﬂznce TargetFQ1l ActuaFQl1 TargeFQ2 ActuaFQ2 Owner Comments

FQ22021/22H&L
Duringquarter 2 there were 19 completionsacrossall four areas.Buteand Cowal 0,



H&LAreaScorecard=Q22021/22

Appendix3

Performanceelement |Status Perfrorré‘gznce TargetFQ1| ActuaFQ1| TargeFQ2| ActuaFQ2| Owner Comments
FQ22021/22H&L
Lussvillagesignage/linestill causingssues
FQ12021/22H&L

GlenLoin1 carparknow no longerleasedby ABCLussvillagelackof signsandlinescausingvisitorsto parkin areaby
mistake.Lomondsideverybusy.

FQ22021/22 A&B

Lomondsidebusywith vistors,other areasnot at pre Covidlevels.

FQ12021/22 A&B

Lomondsidebusywith visitors,other areasnot at pre Covidlevels.

FQ22021/22H&L

Incomein H&Lhasimprovedover FQ2;incomeis now higherthan anticipated.Thisis likely due to the popularity of
destinationssuchasLussand Arrocharandtheir proximityto the centralbelt.

FQ12021/22H&L

Someincomearisingfrom cardpaymentsis still to be allocatedto the areatotals, however,thesewon’t be accountedfor
until FQ2due to the billing process(cardpaymentsare takenby a third party and creditedto the Councilon a monthly
basis).
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Performanceelement

| Status

Performance
Trend

TargetFQ1| ActuaFQ1| TargeFQ2| ActuaFQ2|

Owner

|C0mments

FQ22021/22H&L
Thenumberof dogfouling complaintshashalvedthis quarter, with only 9 received.Thewardenservicecontinuesto
engagewith all partiesin anattempt to adviseand educateon the issuesof dogfouling.

FQ12021/22H&L

Thenumberof dogfoulingcomplaintsfor the FQlhashalvedsincethe lastquarterwith atotal of 14 complaintsfor the
monthsof April, May and June.Thewardenservicehaveengagedwith relevantpartnersandcomplainersin an attempt to
gainthe necessangupportandevidenceto report thoseresponsible Wardenscontinueto patrol hot spotareasoffering
advise warningsandfixed penaltieswhere appropriate.
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Performanceelement

| Status

Performance
Trend

TargetFQ1| ActuaFQ1| TargeFQ2| ActuaFQ2|

Owner

Comments

FQ22021/22H&L
DevelopingYoungWorkforceco prdinatorsare now well establishedwithin eachclusterand makingcontactwith
employers.

FQ12021/22H&L
TherehasbeenaslightdecreasebetweenFQ42020/21and FQ12021/22.

FQ22021/22A&B
TheAnnualParticipationMeasurefor 202021wasreleasedon 31" August2021. In Argylland Bute 93.5%of youngpeople
aged16 A9 were participating(in
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Performance
Trend

Performanceelement |Status TargetFQ1| ActuaFQ1| TargeFQ2| ActuaFQ2| Owner Comments

FQ22021/22H&L
With aturnaroundrate of 87.5%pre applicationenquirieswithin 20 workingdays,the team has
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Performanceelement | Status

Performance
Trend

TargetFQ1| ActuaFQ1| TargeFQ2| ActuaFQ2| Owner |C0mments

FQ22021/22H&L

Theaverageturnaroundtime for householdemplanningapplicationsvas9.7 weeks,howeverthis figureisimpactedby a
singleapplicationwhichtook sixmonthsto determine.Volumeof applicationshasincreaseddy 32%on the sameperiod
lastyear.

FQ12021/22H&L
Performancean FQlimprovedto 8.7 weekswhencomparedto FQ4at 9.0 weeks,in what are difficult operational
circumstances.

FQ22021/22A&B

TheDevelopmentManagementTeamis seeingan uplift in demandfor the service whilst operatingat reducedcapacityin
termsof resource thisisreflectedin the performancefor FQ2 whichtraditionally seesa higherlevelof annualleave
taken.Followingthe temporaryaddition of a colleagueto our CentralValidationTeam the numberof applications
validatedincreasedby 22%overthe sameperiodlastyear.(Demonstratingour commitmentto "Grow YourOwn", this
successiomplanningfor the impendingretirement of a keymemberof the CVThasshowndividends.)Whenreporting
againstapplicationsdetermined,performancein terms of timescaleof deliverysawa reductionin all areas. However this
mustbe setagainsta 25%increasein volumecomparedto the sameperiodlastyear: HouseholdeApplicationst14% r
Local(exclHH)Applications
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Performance
Trend

Performanceelement |Status TargetFQ1| ActuaFQ1| TargeFQ2| ActuaFQ2| Owner Comments

FQ22021/22H&L
Overthe last12 months,outstandingstreet lighting defectshavebeenreducedfrom approx.350down to approx.180
faults. Tosetthe contextthere are approx.14,000lightingunits acrosshe whole Argylland Butelightingareawhich
meansthat we havejust over 1%with reported faults. ibisinetudesumdetgroundepipliogitiu tspdrddch we have14
somewitivVigpiaivas somethat are currentlyrecorded.Thisnumbercouldincreasefollowing further attendanceon site when fault diagnostiowvork is carried
sonecludiiyigh  ‘attdmet5@E5%'T T 3.2065 QUADEFIST T2 1 Ei@RRHBOCTD (address)Tj /TT1M 1.0229 0 TD <0003>85298 0 TD e00@3ly ideatifyThe226deliDiFaliHams\W e rl003e Tan Tyifi Eb4eht a6 ir0tAdx¢a)TindudiagEndrdntly8r3213 0 TD <0003
colleaguenho washospitalisedthrough Covidandis expectedto be off for somewhile. In order to addresshe current
180o0r solightingfaults, the LightingTeamhavebeenaskedto makea Mondayanda Wednesdayeturn to the RIS
Leadershipreamsettingout the numberof faultsthat havebeenrepairedandthe numberof faultsthat are existing.In
someareassubcontractoramaywell be utilisedto enablethe currentlightingbacklogto be resolved Lightingperformance
andworkingtowardsmeetingthe current performancetargetswill continueon performancetargets
some backlogtobacklogsolvghtingthsitegh %o
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Performance
Performanceelement Status TargetFQ1| ActuaFQ1l| TargeFQ2| ActuaFQ2 Owner Comments

Trend

FQ22021/22H&L
Againthis quarter there were no wastecollectioncomplaintsreceivedfor the Helensburgtand Lomondarea,excellent
servicegiventhe numberof propertiesserviced.

Totalnumberof complaintsregarding
wastecollectionH&L (StreetscenéH&L) ce

No Target 0 No Target 0 TomMurphy FQI2021/22H&L

Therewere no wastecollectioncomplaintsreceivedthis quarter for Helensburgrand Lomond.Thisis excellentgiventhe
largenumberof both domesticand commercialpropertiesserviced.

FQ22021/22 A&B
Againthis quarter there were no wastecollectioncomplaintsreceivedin relationto the service Thisis an excellentlevel of
servicegiventhe numberof propertiesserviced.

FQ12021/22A&B

Therewere no wastecollectioncomplaintsreceivedin relation to the serviceacrosshe whole of the district for the FQ1
period. Theis an excellentlevel of servicegiventhe numberof propertiesserviced While carryingout thesedutiessafe
workingpracticesrelatingto Covidremainin place.

Totalnumberof complaintsregarding

wastecollection A&B(StreetScene) ce NoTarget 0 NoTarget 0 TomMurphy
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Performance
‘Performanceelement ‘ Status

Trend

TargetFQl‘ ActuaFQl TargeFQ2 ActuaFQ2 Owner Comments
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