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REPORT SUMMARY
1. The Corporate Overview and Scrutiny Panel has quarterly oversight of a range of
performance measures relating to the following council strategic priorities for
2019/20:
 An excellent customer experience
 Well-managed resources delivering value for money
2. Appendix A sets out the Q4 and End of Year Performance Report for all measures
relating to the Panel’s remit. The report includes performance commentary and
related business intelligence, and an overview of achievements and key
milestones reached in the period October – March 2020.
1.

DETAILS OF RECOMMENDATION(S)
RECOMMENDATION: That the Corporate Overview and Scrutiny Panel
notes the report and:

2.

i)

Notes the 2019/20 Corporate Overview and Scrutiny Panel Q4 and
End of Year Performance Report in Appendix A.

ii)

Requests relevant Lead Members, Directors and Heads of Service
to maintain focus on improving performance.

REASON(S) FOR RECOMMENDATION(S) AND OPTIONS CONSIDERED
Options
Table 1: Options arising from this report
Option
Comments
Endorse the evolution of the The council’s focus on continuous
performance
management performance improvement provides
framework, focused on embedding a residents and the council with more
performance culture within the timely, accurate and relevant
council and measuring delivery of the information; evolving the council’s
council’s six strategic priorities.
performance
management
This is the recommended option
framework
using
performance
information and business intelligence

Option

Failure
to
use
performance
information to understand the
council, improve and maintain
performance of council services and
develop reporting to Members and
residents.

2.1

Comments
ensures it reflects the council’s
ongoing priorities
Without using the information
available to the council to better
understand its activity, it is not
possible to make informed decisions
and is more difficult to seek
continuous
improvement
and
understand delivery against the
council’s strategic priorities.

The Corporate Overview and Scrutiny Panel has oversight of a range of
performance measures relating to the following council strategic priorities for
2019/20:
 An excellent customer experience
 Well-managed resources delivering value for money

2.2

Appendix A sets out Q4 and end of year performance for all measures relating
to the Panel’s remit, and related business intelligence. It shows that:
 9 of the 13 measures met or exceeded target,
 4 measures fell just short of target, although still within the tolerance for
the measure,
 0 measures were out of tolerance and require improvement.

3.

KEY IMPLICATIONS

3.1

The key implications of this report are set out in table 2.
Table 2: Key Implications
Outcome
Unmet
Met
The council
is on target
to deliver all
six strategic
priorities.

< 100%
priorities
on target

Exceeded

100% of
priorities
on target

Significantly Date of
Exceeded
delivery
31 March
2020

4.

FINANCIAL DETAILS / VALUE FOR MONEY

4.1

There are no direct financial implications arising from the recommendations.

5.

LEGAL IMPLICATIONS

5.1

There are no legal implications arising from the recommendations.

6.

RISK MANAGEMENT

6.1

The risks and their control are set out in table 3.
Table 3: Impact of risk and mitigation
Risks
Uncontrolled Controls
risk
Poor
HIGH
Robust performance
performance
management within
management
services to embed a
practices in
performance management
place resulting
culture and effective and
in lack of
timely reporting.
progress
towards the
council’s
agreed strategic
priorities and
objectives.

Controlled
risk
LOW

7.

POTENTIAL IMPACTS

7.1

There are no Equality Impact Assessments or Data Protection Impact
Assessments required for this report. There are no climate change or data
protection impacts as a result of this report.

8.

CONSULTATION

8.1

Ongoing performance of the measures within the Performance Management
Framework, alongside other measures and business intelligence information, is
regularly reported to the council’s four Overview and Scrutiny Panels.
Comments from the Corporate Overview and Scrutiny Panel will be reported to
Lead Members and Heads of Service as part of an ongoing performance
dialogue.

9.

TIMETABLE FOR IMPLEMENTATION

9.1

The full implementation stages are set out in table 4.
Table 4: Implementation timetable
Date
Details
Ongoing
Comments from the Panel will be reviewed by Lead
Members and Heads of Service

10.

APPENDICES

10.1 This report is supported by one appendix:

 Appendix A: Corporate Overview and Scrutiny Panel Q4 and End of Year
Performance Report.
11.

BACKGROUND DOCUMENTS

11.1 This report is supported by one background document:
 Council Plan 2017-21:
https://www3.rbwm.gov.uk/downloads/file/3320/2017-2021_-_council_plan
12.

CONSULTATION (MANDATORY)
Name of
Post held
consultee
Duncan Sharkey Managing Director
Hilary Hall
Director of Adults, Health and
Commissioning
Louisa Dean
Communications
Adele Taylor
Director of Resources
Nikki Craig
Head of HR, Corporate
Projects and IT
Louise Freeth
Head of Revenues, Benefits,
Library and Residents Services

Date sent

Date
returned

22/05/2020
22/05/2020 27/05/2020
20/05/2020 21/05/2020
22/05/2020 29/05/2020
20/05/2020 28/05/2020
20/05/2020 21/05/2020
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1.

Executive Summary

1.1

The Corporate Overview and Scrutiny Panel has oversight of a range of performance
measures relating to the following council strategic priorities for 2019/20:
 An excellent customer experience
 Well-managed resources delivering value for money

1.2

The Panel retains an interest in the following business intelligence related to these
strategic priorities:


1.3

RBWM Establishment

As at 1 April 2020 performance of all measures related to the Panel’s remit can be
broadly summarised as:
Q4 RAG Status
Red
(Needs
improvement)
Amber
(Near target)

Green
(Succeeding or
achieved)

Total

No. Measure
0
4  No. digital customer interactions
 Average no. days to process changes in
circumstances (Housing Benefits)
 Percentage of council tax collected
 Percentage of Non Domestic Rates (Business Rates)
collected
9  No. “My Account” users (running total)
 Percentage of calls answered within 60 seconds
 Percentage of calls abandoned after 5 seconds
 Average no. days to process new claims (Housing
Benefits)
 No. visits (physical and virtual) to libraries
 Council Tax level comparative with the average unitary
Band D (£)
 Percentage voluntary turnover (YTD)
 Percentage of residents confirming they feel informed
about the council
 Percentage of residents expressing satisfaction with
services
13
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2.

Key activities and milestones achieved
Strategic
Priority
An excellent
customer
experience

Wellmanaged
resources
delivering
value for
money
Covid-19

Item

Q3-Q4 Achievements and key milestones

Procurement of
new CRM

The contract for the current CRM provider was
due to end in July 2020 and following a thorough
procurement process through G-Cloud, a new
supplier has been appointed. The CRM will be
in place from August 2020 and there will be
communications shared with residents and
stakeholders during the implementation
process.
Film Unit
The film unit had an income target of £11,000
for this financial year. We achieved this target in
December 2019. We have been promoting the
film unit through the website as well as on social
media. We have also been taking an active role
in the Berkshire Film Office who work across the
whole county to promote filming in the area.
The Guildhall
Following a change in personnel, the packages
for the Windsor Guildhall have been refreshed
and changed. There has also been closer
working with Facilities, the Museum and
Property to ensure that the Guildhall delivers a
better service for our customers. This has seen
an increase in income. The Guildhall has also
introduced a calendar of events to showcase
the building which has seen an increase in
customers visiting the building and paying for
events.
Annual Report of The second Annual Report on commissioned
Commissioned services was published, including progress to
Services
date against 2018-2020 priorities.

Community
response

The Covid-19 Community Response was
established to support residents across the
borough during the Covid-19 pandemic. A
coordinated team of staff drawn from all
services in the council maintains regular contact
with residents who are shielding and takes any
action that may be appropriate to ensure that
these individuals’ needs continue to be met.
The council has also encouraged community
groups that were either already established or
newly-formed in response to the pandemic to
identify themselves to the council, and a
database of all contacts was quickly compiled to
support a public-facing online directory of
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Covid-19 Support Groups to which residents
may turn for particular needs.
The council has worked with WAM Get Involved
and key local partners and organisations to
coordinate and organise volunteers across the
borough to deliver services to residents who
may need help but who are not necessarily
shielding.
Grant Funding
Within the first week of lockdown a Covid-19
grant fund was made available to which local
community groups could apply for £500 to
support them in the set-up and/or continuation
of their operations during the pandemic. To date
the council has made £10,000 of grants
enabling groups to cover a range of services
including bespoke support packages for
vulnerable residents, purchasing phone
systems for befriending calls, essential items for
babies, and PPE for volunteers. A further
£10,000 has been paid out to Foodbanks
(£5,000 each).
Communications Since lockdown restrictions were announced on
Monday 23 March 2020 the Communications
Team has delivered key messages to residents
across the borough to reiterate central
government advice, notify residents of changes
to operational service delivery and respond
directly to residents’ concerns and questions.
There have been over 500 new sign-ups to the
residents’ newsletter and a significant increase
in social media followers, engagement and
reach, alongside the expected increase in
website visits following the closure of libraries
on Wednesday 18 March.
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3.

Performance Summary Report (YTD)
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4.

An excellent customer experience

4.1

Customer contact centre calls
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Q4 and End of Year Commentary
Year-end performance for the call centre is above target with 84.4% of calls answered within 60
seconds (136,960 / 162,246) against a target of 80%, and 2.1% of calls abandoned after 5
seconds (3,451 / 162,246) against a target of 4%. This improves on 2018/19 performance which
stood at 81.4% of calls answered within 60 seconds, and 2.6% of calls abandoned after 5
seconds. Overall the number of calls received to the call centre fell in 2019/20 (162,246) from
165,897 in 2018/19 which is largely attributed to the availability of online services and information
via the council’s website and also overall reductions in avoidable contact by addressing customer
enquiries “right first time”.
Analysis of underlying data-sets relating to customer contact patterns resulted in the approval of
proposals in February to change call centre opening times to become a Monday-Friday 9-5pm
service with effect from 1 April 2020. These changes are expected to generate future financial
savings for the council and, at the time the proposals were made and then approved, call
performance up to and into 2020/21 was expected to remain consistently high.
The council’s operations changed considerably as a result of lockdown restrictions in mid-March.
Libraries closed on Wednesday 18 March 2020 and business continuity plans necessitated the
adoption of new technology to support call centre staff in the continuation of their duties from
home where it was possible and appropriate to do so. In March the volume of calls received
(13,615) remained relatively consistent with previous months. Whilst the percentage of calls
answered within 60 seconds remained above the target of 80% in March, there was an increase
in the percentage of calls abandoned after 5 seconds.
The council’s response to the Covid-19 pandemic has utilised resources from across all council
teams, and call centre staff in particular have been engaged in setting up and training council
staff in the use of new technologies to support engagement with local community groups and
also local residents who may be shielded as a result of particular vulnerabilities to the virus. It is
therefore anticipated that call performance in Q1 will be heavily impacted by the draw on the
services’ staff to support these community response efforts.
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It is acknowledged that the greater part of Q1 has been spent in lockdown and analysis of call
volumes over this period will generate valuable insights when correlated with the volumes of
digital transactions made in the period and virtual library attendances.
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4.2

Digital customer interactions
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Q4 and End of Year Commentary
The total number of digital customer interactions in 2019/20 is 80,652, just short of the yearend target of 83,000 by 2,348, though within tolerance for this measure. Throughout the year,
performance has tracked consistently against the set target-profile and a new initiative
encouraging customers to “self-serve” on all channels, including when customers are visiting
libraries, boosted performance across Q3. This brought YTD performance on target for the
first time in December 2019 with all indications being that performance would be above target
by the close of Q4. August 2019 was the tipping point at which digital transactions
consistently exceeded offline transactions month on month up to the close of the year. Across
2019/20 a total of 134,469 council transactions have been made, of which 80,652 were digital
(60%) and 53,817 (40%) were “offline” for the entire year.
The fall in digital customer interactions in March 2020 (5,408 against a target of 7,900) has
largely contributed to the year-end position as being just short of target. This coincides with
the Covid-19 pandemic and associated lockdown restrictions. Libraries closed on 18 March
2020 and therefore restricted opportunities for customers to digitally “self-serve” via that route
or make “offline” transactions with council staff. Overall, the total number of council
transactions, both digital and offline, fell to its lowest monthly total in March (6,626),
secondary only to December (6,086) and the Christmas period.
It could be speculated that residents’ focus on the emerging crisis redirected their attention
from making routine transactions with the council in March. It is, however, acknowledged that
libraries provide the opportunity for digital transactions where a resident may not necessarily
have the equipment available to do so at home. Whilst it is encouraging that the number of
sign-ups to “My Account” rose in March (783 against a target of 643 for the month, meaning
a total of 43,888 My Account users as at the end of March) it is possible that the closure of
libraries has a continuing impact on digital transactions figures into Q1 as lockdown
restrictions continue, albeit with phased easing. More generally, the long-term impact of the
Covid-19 pandemic cannot yet be fully understood in terms of social behavioural changes
and it is acknowledged that when lockdown restrictions are eased and libraries reopen there
may be a residual fear regarding attendance at public sites.
Whilst trends emerging over 2019/20 have indicated a growing reliance on digital customer
interactions well before the pandemic, further monitoring of figures in conjunction with library
attendances and call centre volumes will provide valuable insights, not least because the
greater part of Q1 has been spent in lockdown.
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4.3

Library visits

Q4 and End of Year Commentary
As at the close of Q4 the total number of visits to libraries in 2019/20 was 980,145, above target
(800,000) by 180,145. Targeted performance for 2019/20 has therefore been achieved
irrespective of the closure of libraries on Wednesday 18 March 2020 as a result of the Covid19 pandemic and associated lockdown restrictions. Across the country, 75% of libraries are in
decline and all efforts have been made in 2019/20, and will continue to be made, to ensure the
borough remains in the country’s top 25%.
Monitoring of the volume of digital transactions (see measure 6.3.1a) identifies some
prospective impact of the closure of libraries on the volume of digital transactions made, as it is
acknowledged that some residents may rely on digital equipment available in libraries to make
such transactions where they do not have such equipment at home. Further monitoring of library
attendances, digital transactions and call centre volumes across Q1 will provide valuable
insights into customer interactions, not least because the greater part of Q1 has been spent in
lockdown.
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4.4

Processing times for Housing Benefits

Q4 and End of Year Commentary
(RB:5) Average no. days to process new claims (Housing Benefits): Across 2019/20 the
average number of days to process new claims for Housing Benefits has remained largely
within target albeit with a slight fall in June 2019 (12.64). Available benchmarking data shows
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RBWM to have consistently performed better than the South East and England up to the end
of December 2019 (please note that South East and England benchmarking figures are
available a quarter in arrears). Monthly performance dipped in March to its lowest point in the
year (15.07) however overall the strong performance across 2019/20 has ensured that the
year-to-date position as at the close of Q4 (10.42) remains on target.
(RB:6) Average no. days to process changes in circumstances (Housing Benefits):
Across 2019/20 performance against this measure has fluctuated and has shown a steady
downward trend since August 2019, with performance moving off target though within
tolerance for October 2019 and reaching its lowest point in December 2019 (9.30). This
downturn in performance is reflective of staffing pressures within the service at the time, and
whilst performance across Q4 (Jan-Mar) has seen considerable performance improvements –
including a performance peak for the entire year in February 2020 (1.45) – it is Q3 that has
primarily put recovery of year-to-date performance beyond reach although 5.50 is still within
tolerance.
The Covid-19 pandemic and associated lockdown restrictions will have an impact on
performance going into Q1, the start of which we may detect in the March 2020 figures for
both measures as the council’s operations changed considerably as part of coordinated
measures to keep both customers and staff safe. The unprecedented demand for services has
been reflected on by the Secretary of State for the Department for Work and Pensions in a
statement to Parliament, and a downturn in performance for both measures in 2020/21 is
therefore expected and unavoidable as service staff meet the challenges of this increased
demand.
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5.

Well-managed resources delivering value for money

5.1

Council Tax and Business Rates

Q4 and End of Year Commentary
Across 2017/18, 2018/19 and 2019/20 council tax rates remain consistently lower than the
average unitary Band D.
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Q4 and End of Year Commentary
Performance of this measure has remained on target throughout 2019/20 up to February
2020 where it dipped by 0.21% from target (97%) to 96.79% and remained at 0.21% short of
target as at the end of March though within tolerance for the measure. As at the close of
2019/20 this equates to a value of £1,570,761 not collected. It is acknowledged that the value
and volume of payments in February and March is much less than in previous months of the
year as most taxpayers/ratepayers retain the standard statutory 10-month instalment plan.
Available benchmarking data shows RBWM performance to be consistently higher than
Unitary Authorities and England across the last 3 financial years 2017/18 and 2018/19.
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Q4 and End of Year Commentary
As at the close of Q4 performance for this measure stands at 98.23%, short of target (98.3%)
by 0.07% though within tolerance for the measure. As at the close of 2019/20 this equates
to a value of £1,589,910 not collected. It is acknowledged that the value and volume of
payments in February and March is much less than in previous months of the year as most
ratepayers retain the standard statutory 10-month instalment plan.
It is anticipated that the Covid-19 pandemic and associated lockdown restrictions will have
an impact on performance going into Q1 2020/21. Central government announced in March
that, with effect from 1 April 2020, a one-year rates holiday will apply for all businesses in the
leisure, retail and hospitality sectors, with central government reimbursing the council’s
shortfall.
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5.2

Residents’ reported satisfaction
Q4 and End of Year Commentary
The most recent Residents’ Survey was conducted in September
and October 2018. In total, 1,652 interviews were conducted
(1,287 telephone / 365 face-to-face). The survey included core
Local Government Association questions as well as open
questions and localised questions focusing on some of the
council’s priority areas. Overall, 74% of survey respondents
expressed their satisfaction with the council.

5.3

Voluntary turnover

Q4 and End of Year Commentary
RBWM voluntary turnover includes those who choose to resign or retire. Turnover is calculated
by dividing voluntary leavers by the average headcount (headcount at start and end of period /
2). It is acknowledged that some staff-churn is healthy for any organisation and so this measure
is configured as a fixed target each month with appropriate tolerance-bandings both above and
below the monthly target.
Performance of this measure has consistently tracked against target across the year, and as at
the close of 2019/20 performance stands at 13.07%, slightly higher than the year-end target of
12.9% by 0.17%. This is a reduction in turnover as at the close of 2018/19, which stood at
15.29%.
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6.

Business Intelligence: RBWM Establishment

6.1

The organisation structure changed with effect from 1 October 2019 and all charts
shown here reflect that change.
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