CHIEF EXECUTIVE'S DEPARTMENT

Customer Focus and Policy Divisional — Business Plan & Scorecard 2009/12

Head of Service -Chris Burns

To deliver the Community Plan priorities of:

* Ensuring Equality of Opportunity
* Making Carmarthenshire a Sustainable County

Gross Budget 2009/10

. £5,191,000
* Promoting the Welsh Language . L
. : ) - Sustainability
* Working with Partnerships and Communities £324.000
* Putting Customers First and Delivering Quality Services ’
* Promote the Council
The objectives below will be pursued:
Objective 1 Objective 2 Objective 3 Objective 4 Objective 5 Objective 6 Objective 7 Objective 8
Ensuring Equal ity of . . . . . L
Sl s e Making : e e W Worklng_ with Putting (_Just_omer_s F|_rst _ Divisional
o . . Carmarthenshire a Partnerships and and Delivering Qiuality Promote the Council Management
Communities Fairnesss and Social X Language L k
. Sustainable County Communities Services Standards
Inclusion
Main Pls Main Pls Main Pls Main Pls Main Pls Main Pls Main Pls Main Pls
5.2.2.25 1.4.2.13 1.4.2.13 CHR002
EEF/002a 2.2.2.1 1.3.2.16
51.1.7 2222 1.3.2.11a
5.1.1.9 2.2.2.9 1.3.2.11b
22211 2.2.2.9

Details of these key Pls is provided in Table 5a

Further supporting Indicators can also be found in Table 5a
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In building a better Carmarthenshire it is important that our actions are built upon a foundation of key values and principles
that act as a guide for our initiative and enterprise.

Our core Values

Openness, Trust, honesty, integrity
We believe in openness and honesty in all our dealings with the public; we will provide comprehensive information to the public about our
services so that they can judge how well we are performing.

Putting Customers First
We will ensure that the needs of our customers are at the heart of everything we do. We will treat people with respect at all times.

Listening - and delivering on promises
We are a listening organisation which consults before reaching major decisions and, having reached a decision, delivers on our promises.
We believe in clear leadership, informed decision making, robust scrutiny and honouring commitments.

Working in partnership
We believe in partnership - thinking together and acting together. We will strive to avoid duplication and waste of effort through working
closely with our partner organisations, the voluntary sector, trade unions and the local community.

Valuing our staff
We can deliver nothing without the efforts of our staff - they are the reason we succeed. We will support, praise and invest in our

workforce to achieve higher standards of service delivery.

Ensuring Equality of Opportunity
We value diversity and recognise the unique contribution of all members of our community. We will serve all of our customers and the
community equally, and strive to ensure that everyone has the same rights of access to all of our services.

Treating the Environment with Respect
We aim to be a leader in the field of sustainability - improving the quality of life for local people while conserving the earth’s resources and
protecting the environment.

Improving our Services
We will strive to continuously improve our services; we are an innovative organisation which constantly seeks new and better ways to
deliver our services.

These values permeate everything that we do whilst ensuring that we make better use of resources wherever possible.



Customer Focus and Policy — Business Plan 2009-2012

Part 1 - The Service in context

Table 1a
Service Facts
Division E-Mail:_CPBurns@carmarthenshire.qov.uk

Division Head For further information please go to
www.carmarthenshire.gov.uk/
performance or Telephone: 01267224112

Executive Board Member Cllr Meryl Gravell, Clir W J Wyn Evans, Clir K Madge, Clir Pam A Palmer, Clir leuan G Jones
Scrutiny Chair Cllr L Mair Stephens & Clir Stephen R James

Service Profile
Customer Focus and Policy is responsible for three main areas of activity:
- Co-ordinating the authority’s overall policy and strategy to ensure that all parts of the council contribute to a clear vision for the
county;

Providing a single point of access for customers via the three Customer Service Centres and the telephone Contact Centre and
running corporate initiatives to promote a customer focus on the Council’s work throughout all its services

Managing the Council's communications and marketing including the press office, corporate publications and council website.
The division is also responsible for managing the Community Planning process, the Community Safety strategy, the Children and Young
Peoples framework and the Older Persons Strategy. Other responsibilities include Equalities, the Welsh Language Scheme and assisting

with the Councils approach to Sustainability.

Customer Focus and Policy Divisional Business Plan la Page 4 16/06/2009



Part 1iContinuedE - Table 1b

1) How the Service links to and supports the delivery of the Community & Improvement Plan/Corporate Strategy :

Theme: Building a Better Council

Sub Themes:- Providing Equal Opportunities- Encouraging Sustainable Development- Promoting the Welsh Language-
Promoting Fairness & Social Inclusion- Working in Partnership- Putting Customers First & Delivering Quality Services-
Being Open, Transparent & Inclusive

Theme: Building a Better Council

Sub Themes: Reducing Crime - especially violent and alcohol related crime,Tackling Anti Social Behaviour and Criminal
Damage, Reducing Vehicle Crime, Reducing Burglary,Tackling Drug and Alcohol Misuse

2) The key service strategies/plans that are the drivers for the Service

1. Community Strategy 2. Community Safety Strategy

3. Substance Misuse Action Plan 4. Welsh Language Scheme

5. Sustainable Development Strategy & Action Plan 6. Customer Care Strategy

7. Equalities Framework 8. Social Inclusion Strategy 9. Strategy For Older People
10. Children & Young People’'s Framework Plan

Customer Focus and Policy Divisional Business Plan 1b Page 5 16/06/2009



Part 1 - Table 1c - Does the Service Contribute to any Council Priorities ?
How services join together to deliver improvements

A Better Place

Opening Doors - New Children
and Young Peoples Plan

Community Planning Themes

Feeling Fine - New
Health Social Care
and Well Being

Plan

Council Priorities

Preventing ill health in the first place(root causes,access+ housing)

Children and young people, particularly children in need
Meeting ...specific health and well being needs

& quality of support services for older people

OCYP3 |Health, freedom from abuse and victimisation

Investment and
Innovation

Feeling Secure - New
Community Safety Plan|

FSVA  [Reducing violent and alchohol related crime

FSASB [Tackling Anti Social Behaviour and Criminal damage

Building a Better
Council Blocks

Resources

Making Better

Use of

Improving the management of property

Customer Focus and Policy Divisional Business Plan
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Customer Focus and Policy Divisional BP 09-12 - FINAL.xIs

Risk Assessment for 2009+ - Table 2a

NOTE: - All Council Risks are on this spreadsheet
- Please filter the data for appropirate Division and Business Unit
- High and Medium Risks must be addressed in the Divisional Plan and Low Risks must at least be addressed in the Business Unit Plans

H=High;
Dept Division Risk Area M=Medium; Reference
L=Low
Substance Misuse — Need to manage the WAG funding granted this
year and to effectively develop the multi agency substance misuse L
Chief Executives Customer Focus & Policy facility in Llanelli this year. 09/CB/L1
Chief Executives Customer Focus & Policy Continue to implement the Local Service Board (LSB) Arrangements L 09/CB/L2
CCTV: Need to improve the CCTV infrastructure in the county could M
Chief Executives Customer Focus & Policy affect reduction in and control of Anti-Social Behaviour in the county 09/CB/M3
Develop disaster emergency recovery arrangements for the M
Chief Executives Customer Focus & Policy Careline emergency out of hours call handling 09/CB/M4
Need to respond to the new legislative challenges in relation to M
sustainable development/ climate change, including the introduction
Chief Executives Customer Focus & Policy of the Carbon Reduction Commitment and Carbon Trading. 09/CB/M5
Chief Executives Customer Focus & Policy Continue to comply with Equalities legislation and responsibilities M 09/CB/M6
Continue to implement the Making the Connections Agenda/ M
Chief Executives Customer Focus & Policy Efficiency Agenda 09/CB/M7

7 of 36




[Table 2b

How are we doing against the current years business plan actions ?

This page is prepopulated for the Division prior to release

Summary of Progress - Q4

FTOgress s
0f+=
Objectivgs in Divisional Tgtal No. of -(I;gt:ﬂpll\lec:égfli?;;sl T0ti|ti|2(:]-30f : Toatlilti’c\)lﬁ;)f % overall on 2:3?7/31%_=
Business Plan actions agreed deemed on target overall deeme not reported target 0-24%-=
d off target
~ pay gk3 ry

Equal Opportunities 8 5 1 2 62%
Sustainable Development 8 6 1 1 75%
Welsh Language 8 8 0 0 100%
Working in Partnerships 17 9 1 7 53%
Developing Safer Communities 37 32 0 5 86%
Road Safety 1 1 0 0 100%
Putting Customers First 14 10 4 0 71%
Promote the Council 9 3 0 6 33%
Overall
performance 102 74 7 21 73%

Any key issues that need to be taken forward to 2009+ are addressed in table 3a

Any remedial action on off target issues can be examined on PIMS m

Customer Focus and Policy
Divisional Business Plan

To visit the up to date monitoring page for the 2008/09 Business Plan actions progress visit -
http://intranet/CCC_APPS/eng/PIMS/actions/reports/BusinessPlanReport.asp?DocumentID=102

2b8
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Table 2c1 - Customer Consultation

What consultation have you undertaken in the past year ? Any actions in this years plan ?

Consultation on the future vision for Carmarthenshire as part of the Community Community Strategy Development process identifies on-going consultation and

Strategy Development participation of stakeholders. Consultation and engagement to continue - Officer Seminar
Feb 2009, Stakeholder Meeting April 2009 and other ad hoc opportunities througout the
year.

Consultation on various matters eg Health, CYPP and Community Networks Community Networks being reviewed

2 surveys with the 50+ Forum members 50+ Surveys to continue and regular newsletter to be produced. Annual meeting of 50+
Partnership to take place, other ad hoc engagement opportunies with this age group to
be identified

Print Consultation

Staff Consultation

12 crime prevention roadshows were held throughout 2008/09 at key locations across
the county including Llanelli, Carmarthen, Ammanford, Newcastle Emlyn, Cross
Hands, Llandeilo and Llandovery

Customer Focus and PolicybDivisional Business Plan 2cl1Consultation Page 9 16/06/2009



Partnership Working Table 2C2

[Subject Area [Activity Lead Officer Contact |Reason for Joint Working |Participating Organisations
Ruth Lake Consultation Co Police participated in residents survey & contributed to the Police
ordinator cost

RLake@carmarthenshire.gov.uk
Customer Focus and Policy 01554 742304 |
Ruth Lake Consultation Co Shared Citizens' Panel LHB, Dyfed Powys Police
ordinator
RLake@carmarthenshire.gov.uk
Customer Focus and Policy 01554 742304
Ruth Lake Consultation Co Providing message service via Contact Centre and Canllaw
ordinator Conducted joint Residents' Attitude Survey
RLake@carmarthenshire.gov.uk
Customer Focus and Policy 01554 742304
Eleanor J Davies, Diversity Undertaking joint consultation on Disability Equality Dyfed Powys Police, Ceredigion
Manager Scheme County Council
EJDavies@carmarthenshire.gov.
Customer Focus and Policy uk 01267 224804
Penny Graepel, Customer Careline/Telecare - shared service with LHB, Swansea,
Services Manager Ceredigion, Neath Port Talbot and various RSL's
pgraepel@carmarthenshire.gov.u
Customer Focus and Policy k 01558 825384



Performance Indicator Positions 2007/2008

s Sir Girk

KEY:- Bold Text= . ) *
. Yellow Highlighting= No improvement = Supressed fi here there is th & .
Data which has been recti P gures where there Is the
queried by the auditors Citecticbihaslbeenlcet potential for them to be disclosive ( below 5) Cal‘marthenShll‘e'
2 o o o G, 2y
' o
Carmarthenshire's 2007/08 performance ranked in relation to other Welsh Local Authorities. %y 5
Bottom to Middle Middle to Top
Deleted /
Stat / Being
Core/ IAG Pl used for
Core in 07/081P (08/09to  08/09? Welsh|
PIRef  BP | Definitic Dept Division Theme  09/10)  (DIY/IN) Median|
a) The
cost of
Customer
CA":’OOZ C || cex | Focuse D
5 Policy
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o) 1
cost of Customer,
CA’:IOOZ Cc water use| CEX Focus & D
inall Policy
i 0.90 0.91 1.07, 1.42 1.55 1.61 1.66 1.72 1.82 1.83 1.98 2.03 2.14 2.15 2.34 2.38 N/A|
a) %
change in Customer Y
EEF/00la| S carbon | CEX | Focus& | BBC
dioxide Policy EEF/002a]
I -27.65| -23.00] -17.22 -2.94] -1.25 1.71 3.64 4.39 4.63 5.07 6.63 7.46 7.56) 8.89 9.67] 21.26 26.05 31.17 4.85
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Part 3 - Service Improvement Planned in 2008/11

Table 3a
What we want to achieve in 2009/10-12
Objecti 3 . . .
jective Making Carmarthenshire a Sustainable County
Main PI(s) & Target: EEF/002a - We aim to reduce the % carbon dioxide emissions in the non domestic public stock by a further
2%b during 09710 (Please see Table 5a)
5.2.2.25 - Eco Schools to improve from 35 in 08/09 to 38 in 09710
5.1.1.7 - Annual Energy Savings - To improve from 6556 in 08/09 to 6700 in 09/10
5.1.1.9 - Annual Gross Savings - To improve from 381229 in 08/09 to 395000 in 09/10
3 4 5 617]8 9 10 11 12 13 14
Supporting Sub-Action S — = | P PI Link Corp Free for Dept
- Tasks NTENTN Target Start Target End (if appl) . For IP? Tag eg Joint
Key Action Ewy o wie Gl (® aeileve é’?fei:ep; g g g Date Date see2” | PIOMY | 2009710 Review
it?) N|N| N above Action?
Establish major publicity campaign i
to encourage people to consider c'z;)urlnslj 01/04/09 | 31/07/09
their ‘carbon footprint’ avies
Deliver 226 annual CO2 savings as ]
part of Corporate Energy Efficiency cpburnsj 01/04/09 | 31/03/10
Programme kdavies
Establish targets to improve
operational rating of our Council b i
buildings covered by DECs for all cpburnsiy 01/04/09 | 31/06/09
. - S . kdavies
appropriate Council buildings with
floor area = 1,000m2
Delivery Rural Development Plan )
funded project 'Zero Carbon cpbur.ns/J 01/04/09 | 31/03/10
Communities’ kdavies
Need to respond to the new
legislative challenges in relation to
sustainable development climate _ 09/CB/M5
. . - - cpburns/j SBP
change, including the introduction Kdavi 01/04/09 | 31/03/10
of the Carbon Reduction avies
Commitment and Carbon Trading
Standards
Support 3 additional schools to .
achieve the Eco Schools Green Flag cpburns/j 01/04/09 | 31/03/10
Award kdavies

Customer Focus and Policy
Divisional Business Plan 3a(3) 16 16/06/2009






Part 3 - Service Improvement Planned in 2008/11

Table 3a
What we want to achieve in 2009/10-12
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To develop the 50+ 7 %%

Partnership and Forum 01/04/09 v
To co-ordinate surveys and 01/04/09
newsletters for the 50+ Forum

-

//I//

To develop the 50+ partnership into
a strategic partnership for the 01/04/09
County V %V %V ]

To develop a 50+ Strategy for .

the County 01/04/09
strategy across the Council and /% /
ensure progress in the context of a /

|

Customer Focus and Policy

Divisional Business Plan 3a(5)19



Part 3 - Service Improvement Plan

ned in 2008/11

Table 3a

What we want to achieve in 2009/10-12

Objective 6 Putting Customers First and Deliverling Quality Services
Main PI1(s) & Target: f staff y the ee m well i rme Re
stome t with oin tact sult 9i ema
le 5a fi r expl
rage wa sin target /10 remai minut
answe sec lease s le 5a for ion
improv. swe ntact wit 15 from in 9/1
Calls to ent swere ult tar emal ble
fAr Fiillar avnlanatinn
3 4 5 |e|l7]8] 9 10 | 11 | 12 | 13 14
Su uppo ortin ng Sub-Action own Pl Link for De
. Tasks N NS d f I ? i
Key Action (How are we going to achieve /':f?: OOOOO  Dn ateEh (Iszgg priority refl 2009710 Revujv?/m
't'?) above Action?
g;der_take Consultaton | = [epburns/| 8 7 1 o409l 31/03/10 /
resi
- publish "Your Voice: Out Action” by | SPPUMS/Y 4141 /4 /00| 31/03/10 / /
000000000
orveys viathe So+Forum ——epburns/ || 101 /04/00| 3170320 - - /
pecessTSA At opourmsy |1 |10 00] 3170370 -
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0000000000000000
00000000000000000000000000 .
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Part 3 - Service Improvement Planned in 2008/11
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Table 3b
What we want to achieve in

Key Divisional Objective: Divisional Management Standards
Key PI(s) & Target:
3 4 5 6|78 9 10 11 12 13 14 15
Supporting Sub-Action Tasks owner | | T| | Target | Target (l?fl a iml() corp Balance | For 1P?
Key Action PP 9 X X X /Resp. o|o| | start End pp priority ’
(How are we going to achieve it?) officer | &38| 38| pate Date See 2 ref FiP.AQ,SO | 2009/10
N|N| N above
a. Helpinq Staff to Perform - all staff to have an opportunity to discuss their performance and how they can be helped to improve.
. . . 0
Ensuring staff receive a 'Helping 100% target set 13211
People to Perform' meeting with their ’ 'b' MSOS
line manager
b. Communications - to ensure effective internal communication. Including staff conferences, team meetings and newsletters.
Ensure telephones are answered Monitoring system now in place
. 2.2.2.9 BPCF
quickly
c. Collaboration Partnership Working (Working within Making the Connections Framework) to engage other Councils and local agencies to consider working
together to maximise resources, reduce duplication and generate savings
Careline/Telecare - shared service with
c fer to table 2 LHB, Swansea, Ceredigion, Neath &
ross refer to table 2¢ Port Talbot and various RSL's
d. PI"iOI"ity Based Budqetinq - Working to identify more efficient ways of providing services/reducing costs
. . - V
Savings of almost 4% identified for /
See Table 4b 2010/11 Mar-10
2
e. Marketing the Council - working proactively to enure a flow of stories and initiatives.
N i . %
Departmental communications Action Plans 7’
being established Mar-10
2
f. Customer Focus - working to identify and ensure poor customer care is addressed and improved.
Business Improvement Projects scheme
being introduced to replace CCIP projects Jun-09
g. Performance -continued improvement of service Pl's overall - action taken to address falling or failing performance.
Customer Focus and Policy
Divisional Business Plan 3b23 16/06/2009



See Tables 3 and 5

h. Human Resources - Workforce Planning - Managing Sickness. Workforce plans to be developed.

Managing Sickness Absence

Statistics regularly reviewed at SMT.

CHR2

MSOS

Areas with above average levels identified
for further action.

1.3.2.16

i. Energy - Proposals to reduce ener

y(and water) consumption in buildings, ve

hicles and i

n policies etc.

Water coolers being removed.
Unnecessary printers being removed. Low
energy light bulbs being installed. Solar
panels at County Hall.

j. Asset Management Plan

Improvements to CSC a Ammanford

Column 13

Balance:

F = Financial; P = People & Capability;
A = Accessibility;

Q = Quality of Service& Operational
effectiveness

SO = Service Outcomes

Customer Focus and Policy
Divisional Business Plan

a - i = Corporate Objectives for all Services

3b24
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ART 4

3 YEAR REVENUE BUDGETS

TABLE4A | | I I I [ | I
2009-10 to 2011-12
Approved Budget 2009-10 Outlook 2010-11 Outlook 2011-12
2008-09 2009-2010 2010-2011 2011-2012
Net Customer Focus and Policy Expend' [ Income Net Expend' [ Income Net Expend' Income Net
£'000 £'000 £'000 £'000 £'000 £'000 £'000 £'000 £'000 £'000
Policy - Gross Cost 1,290 1,319 1,299
-less recharged to other service 311 311 311
heads
22| [Net Policy 979 -973 6 1,008 | -974 34 988 -974 14
-5| |Welsh Language 299 -300 -1 306 -300 6 313 -300 13
26| |Substance & Misuse 33 0 33 33 0 33 33 0 33
142| |Community Safety 150 0 150 151 0 151 151 0 151
54| |Community Safety Revenue 55 0 55 57 0 57 59 0 59
140 |Community Networks 139 0 139 139 0 139 139 0 139
141| |[Community Planning 165 0 165 165 0 165 166 0 166
13| [Social Inclusion 8 0 8 8 0 8 8 0 8
27| |Sustainable Development 28 0 28 29 0 29 29 0 29
16| |Older/ Younger Persons Partnership 44 0 44 44 0 44 44 0 44
0| |Equalities 12 0 12 13 0 13 13 0 13
21| |Events Marketing 21 0 21 22 0 22 23 0 23
163| |CCTV 180 0 180 186 0 186 191 0 191
0| Print Commissioning Unit 0 0 0 0 0 0 0 0 0
-1| Contact Centre 1,078 | -1,085 -7 1,108 | -1,085 23 1,136 -1,085 51
3| Customer Service Centres 759 -762 -3 783 -762 21 808 -762 46
39| Careline 59 0 59 37 0 37 44 0 44
2| Customer Relations 89 -89 0 89 -89 0 90 -89 1
28| Communications - Press 221 -220 1 227 -220 7 233 -220 13
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icati - Di t
Commun!ca !ons irec 652 671 691
Communications
less recharged to other budget heads S S -3
Net Communications- Direct
3| communications 607 -598 9 626 -603 23 646 -609 37
icati - t
Commumca ions - Customer 293 299 306
Services
less recharged to other budget heads 28 28 28
Net (?ommumcaﬂons - Customer 265 266 1 271 266 5 278 266 12
1| Services
829 Total Customer Focus & Policy 5191 | -4,293 898 5,302 | -4,299 | 1,003 5,392 -4,305 | 1,087
Sustainability
266 |[Sustainability 290 -21 269 290 -21 269 290 -21 269
34 |Environmental Improvements 34 0 34 35 0 35 36 0 36
300 |Total Sustainability 324 -21 303 325 -21 304 326 -21 305
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Table 4b - Savings & Efficiencies

2009-2010
Efficencies Final Other
Costs Cost Centre Description £ £ £ Notes on Changes

Press and Communications -12,500 -12,500 Reduced Promotional Work
Contact Centre/Customer Service Centres —10,000| Staff Reductions
Careline -20,000 Benefits of collaboration with Swansea CC
Community Networks -72,000 Staffing £35k, Running Costs £28k, SRA's £9k.
Policy Unit Restructuring -35,000 Staff reductions
Policy - general -10,000 Misc headings
Total -57,500| -114,500]

Customer Focus and Policy Divisional

Business Plan 4b27

16/06/2009



Table 5a — Customer Focus and Policy Divisional Business Plan

Our Key Measures of success - 2007708 results, 2008709 projected results and targets for 2009710

How well have we done? How well are we doing? Improvement
Comparative Info. See explanation of performance See explanation of targets
a b c | d | e | f g | h | i | j k| | m n [9) p q
2007708 2008709 2009710 10/11 | 11/12
|
Definition Target Set Tnpg::e PI(’:i(;:?ty
i Target i i
Pl REF (I]f abbrgV{a.ted see Actual Mgt . Did we Target to |mprove Target | Target Plan? ref (Sub Balance
ull definition on | Our Result Target Results e improve A St against Set Set Theme) SO,F,P,Q,
footnote below) ©or® orv result (h) A
Key or |See table
v or x
Supporting 1c
ODbje e Developing safe O e
Secondary Indicator(s)
Total recorded No No
1.1.1.5 | crimes per 1000 53.86 Not Applicable target 50.30 target A No target set x SRC SO
population set set
% of people who
feel safe in the | No Survey No Survey
area where they jundertaken Not Applicable 96% |No Survey undertaken for 08/09] 96% | undertaken] 96% 96% x SRC Q
1.1.2.3 live in the for 07/08 for 08/09
daytime?
No Resident's Attitude Survey undertaken for 08/09. Assistant Chief Executive has confirmed that there will be a new Resdent's Attitude Survey conducted in Autumn 2009
% of le wh
foezl E:fc;pis :;lweo No Survey No Survey
undertaken Not Applicable 80% |No Survey undertaken for 08/09] 80% | undertaken] 80% 80% x SRC Q
area where they § ¢, 47/08 for 08/09
1.1.2.4 live after dark?
No Resident's Attitude Survey undertaken for 08/09. Assistant Chief Executive has confirmed that there will be a new Resdent's Attitude Survey conducted in Autumn 2009
Objective 2: Equal Opportunities
There are no Measures aligned to this objective
Objective 3: Sustainable Development
Main Indicator(s)
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Pl REF

Definition
(If abbreviated see
full definition on
footnote below)

2007708

2008709

2009710

10/11

11/12

Our Result

Welsh
Best

Quartile

How we
compare
to Wales

* o FrAR*

Welsh
Median

Target

Target
Met

©or®

Actual
Results

Did we
improve A
orVv

Target
Set

Target Set
to improve
against
result (h)
v or x

Target
Set

Target
Set

Improve
ment
Plan?

Key or
Supporting

Corp
Priority
ref (Sub
Theme)
See table
1c

Balance
SO,F,P,Q,
A

EEF/002
a

/t@

a) Percentage
reduction in
carbon dioxide
emissions in the
non domestic
public building
stock

New PI for
08/09

Not Applicable

2.00

2.78 ©

New PI for
08/09

2.00

2.00

2.00

BSD

SO

Target is based on a % improvement on the 08/09 result.

5.2.2.25

Number of
schools currently
holding an Eco
Schools award

28

Not Applicable

31

38

TBC

TBC

BSD

SO

51.1.7

Annual Energy
Savings
('000*kWh)
arising from
Corporate Energy
Efficiency
Programme

6075

Not Applicable

6400

6556 ©

6700

7000

7300

BSD

SO

5.1.1.9

Secondary Indicator(s)

Annual gross
savings (£)
arising * from
Corporate Energy
Efficienc

a / e

352145

Not Applicable

372000

381229 ©

395000

420000

450000

BSD

SO

2.2.2.7

% of Welsh
correspondence
answered within 10
days

60%

Not Applicable

65%

68% ©

70%

75%

80%

BEWL

2.2.2.8

% of telephone calls
answered that
answered with a
bilingual greeting

89%

Not Applicable

90%

79% ®

90%

95%

TBC

BEWL

Weaknesses have been highlighted . These results will be bought to the attention of the Welsh Language Working Group and the departmental Customer Focus groups.
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Objective 5: Leading the Partnerships

No Performance Indicators identified for this Objective
Objective 6: Putting Customers First

Main Indicator(s)

2007708 2008709 2009710 10/11 | 11/12
Improve C
Definition Target Set mpent Prigllrr?ty
i Target i i
Pl REF af abbr(aIV{a.ted see Actual Mgt . Did we Target to |mprove Target | Target Plan? ref (Sub Balance
full definition on § Our Result Target Results € improve A St against Set Set Theme) SO,F,P,Q,
footnote below) ©or® orV result (h) A
Key or |See table
v or
Supporting 1c
The number of calls
dealt with in Welsh
2.2.2.5 | at the First Point of New PI for 09/10 70% New PI for 09/10 BEWL Q
Contact

2221

% of customers
dealt with at first
point of contact inj
Customer Service

Centres

93.17%

Not Applicable

85.00%

90.35% ©

85.00% x

85.00% | 85.00%

BPCF

Any level of performance which remains above the target is

ie the customer waiting times

not a concern since a very high

performance against this target can have a negative effect on

another key target,

2.2.2.2

Average waiting
times in CSCs

9.43 Mins

Not Applicable

10 Mins

9.56 Mins ©

10 Mins x

10 Mins | 10 Mins

BPCF

The decline in performance at year end compared to 07/08

is considered to be insignificant.

2.2.2.9

Percentage of
total
departmental
calls answered
within 14 seconds
- being all calls to
direct dial lines
and all
unanswered calls

74.16%

Not Applicable

80.00%

Not reported

80.00%

Not
Reported

80.00% | 80.00%

BPCF

IT have been working on the call logger systems during 08/09. The process for checking all call extension numbers and correctly allocating these to staff names has now
been completed. IT are now setting the call loggers to enable quarterly management reports to be produced as required.
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Pl REF

Definition
(If abbreviated see
full definition on
footnote below)

2.2.2.10

% of calls
answered at
Contact Centre
within 15 seconds
(including
switchboard calls)

2007708 2008709 2009710 10/11 | 11/12
1
How we Target Set r?np;r?;/e P:‘:ig:?ty
Target i i
welsh Welsh | compare Actual Mgt . Did we Target to |mProve Target | Target Plan? ref (Sub Balance
Our Result Best Target € improve A against SO,F,P,Q,
) Median | to Wales Results Set Set Set Theme)
Quartile ©or® orV result (h) A
* o FrE* Key or |See table
v or
Supporting 1c
82% Not Applicable 86% 76% ® v 85% v TBC TBC K BPCF SO

A combination of long-term sickness, maternity leave, essential staff training, and vacancies in part of the year, prevented targets being achieved. Additionally, the ongoing
build up of housing repairs calls and under-resourcing in this area continues to put a strain on resources. We are seeking funding from the HRA for a further 2 posts within
the contact centre to handle housing repairs calls

2.2.2.11

Percentage of
calls to Contact
Centre
unanswered
(including
switchboard calls)

3%

Not Applicable

3%

6%

3%

TBC

TBC

BPCF

SO

A combination of long-term sickness, maternity leave, essential staff training, and vacancies in part of the year, prevented targets being achieved. Additionally, the ongoing
build up of housing repairs calls and under-resourcing in this area continues to put a strain on resources. We are seeking funding from the HRA for a further 2 posts within
the contact centre to handle housing repairs calls

Secondary Indicator(s)

%
correspondence
answered within
10 working days

74.67%

Not Applicable

80.00%

85.94%

80.00%

80.00%

80.00%

BPCF

16/06/2009

2.2.2.13
The 09/10 target will remain at 80% despite the fact that we have performed over target at the end of year . We aim to extend the number of contributory divisions within
the departments and this is likely to drag overall performance down for a while. By including data from further divisions it will help highlight shortcomings in correspondence
handling and encourage improvements to processing and recording methods
Percentage of life
critical calls .
. 98.55% Not Applicable 96.50% 98.61% © A 96.50% x 95.50% | 95.50% X BPCF Q
answered within
71.2.1 60 seconds
@
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2007/08 2008709 2009710 10/11 | 11/12
o Improve Corp
Definition Target Set L
. How we . . ment Priority
Target
Pl REF ar abbrtaIV{a.ted see Wwelsh Welsh | compare Actual Mgt . Did we Target to |mprove Target | Target Plan? ref (Sub Balance
full definition on Our Result Best Median | to Wales Target Results ° improve Al Set against Set Set Theme) SO.F.P.Q,
footnote below) Quartile N ©or® orVv result (h) A
* o FrE* Key or |See table
v or
Supporting 1c
The target has not been set to improve against the end of year result, although it has been set to comply with the external Telecare Services Association (TSA) requirement.
(TSA is the industry trade organisation, with whom Careline achieved accredited status in 2008) So whilst end of year performance has exceeded the target, staffing
efficiencies in 09/10 arising from the amalgamation of the Swansea and Carmarthenshrie services are likely to hold performance closer to the externally set target.
Percentage of life
critical calls New PI for .
Not Applicabl .009 .159 .009 x .009 .009 x
answered within 08/09 ot Applicable 80.00% 95.15% © New PI 80.00% 80.00% | 80.00% BPCF Q
71.2.1 30 seconds
(b)
Although target has not been set to improve against the end of yar result it is set to exceed the external Telecare Services Association (TSA) requirement. The TSA
requirement is 78% in 30sec. (TSA is the industry trade organisation, with whom Careline achieved accredited status in 2008). Staffing efficiencies expected in 09/10 arising
from the amalgamation of the Swansea and Carmarthenshrie services, are likely to hold performance closer to the externally set target
Percentage of
Leased Lifeline
requests installed| New PI for .
o . Not Applicable .009 84.73% ® New PI 95.00% v 3
within 10 working 08/09 PP 95.00% ? ’ TBC TBC BPCF Q
7.1.2.2
days of customer
request
This PI has used different criteria than originally decided at Q1. However, it has been decided to carry on using this data till the end of the year and discussions are now
taking place with regard to Q1 results and the possibility of creating a new Pl to deal with the problems encountered.
Percentage of
Leased Lifeline New Pl for
units that have 08/09 Not Applicable 90% 70% ® New PI 80% New PI 80% 80% x BPCF Q
7123 been used to
contact Careline
Because of the nature of the customers that use the Careline service, ie elderly and vulnerable people, there is a difficulty in getting the customer to test the sytem by
contacting Careline.
Percentage of
Leased Lifeline New PI for
customers whose 08/10 Not Applicable 90.00% 100.00% © New PI 96.00% New PI 96.00% | 96.00% x BPCF Q
7.1.2.4 |details have been
checked
PNCS5, the new Careline computer software, has now been installed. this will enable setting up of reports which will verify the results submitted. Revised reporting expected to be in place by the end of (

Objective 7: Promote the Council

Main Indicator(s)
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2007/08 2008709 2009710 10/11 | 11/12
. Improve Corp
f azir::/;:tzg see Welsh How we Target Did we t—l;)a:r%etri\?(te ment Priority Balance
Pl REF . Welsh | compare Actual Met | Target p Target | Target Plan? ref (Sub
full definition on Our Result Best Median | to Wales Target Results ° improve Al Set against Set Set Theme) SO.F.P.Q,
footnote below) Quartile N ©or® orVv result (h) A
* o FrE* Key or |See table
v or
Supporting 1c
% of staff that
say the Council
keeps them well | No Survey
informed / undertaken Not Applicable 73% Not reported 73% v TBC TBC S BCPF P
1.4.2.13 |n.formed about | for 07/08
its plans and
progress

No Survey has been done since 2005/06 and the target of 73% has not been changed since then. Department is currently deciding on whether or not to conduct a staff
panel/survey during 09/10.

Secondary Indicator(s)

% of residents

the Community

who think the No Survey Not
council keep undertaken Not Applicable 75% Reported TBC TBC 75% TBC TBC TBC x BCPF Q
1.4.2.2. them well for 07/08 P
informed
No Resident's Attitude Survey undertaken for 08/09. Assistant Chief Executive has confirmed that there will be a new Resdent's Attitude Survey conducted in Autumn 2009
Average number
of daily user
sessions on the 12,122 Not Applicable 13,500 6,898 ® v 8,350 v TBC TBC x BCPE Q
1.4.2.14 Corporate
Website
There have been issues with site performance.during 08/09. When snow hit the county in January and February unusally high usage caused site to struggle and this reulted
in downtime.
% residents who
think the council is No Survey Not
undertaken Not Applicable 23% TBC TBC 23% TBC TBC TBC x BCPF SO
remote and for 07/08 Reported
1.4.21 impersonal el
No Resident's Attitude Survey undertaken for 08/09. Assistant Chief Executive has confirmed that there will be a new Resdent's Attitude Survey conducted in Autumn 2009
% of residents
who receive No Survey
information about] undertaken Not Applicable 65% ANNUAL TBC TBC 65% TBC TBC TBC x BCPF Q
1.4.2.4 | the Council from | for 07/08

Customer Focus and Policy Divisional Business Plan
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local press

2007/08 2008709 2009710 10/11 | 11/12
o Improve Corp
Definition Target Set L
. How we . . ment Priority
Target
Pl REF (Iff abbre.w.a.ted see Wwelsh Welsh | compare Actual Mgt . Did we Target to |m;_)rove Target | Target Plan? ref (Sub Balance
ull definition on Our Result Best Median | to Wales Target Results ° improve Al Set against Set Set Theme) SO.F.P.Q,
footnote below) Quartile ©or® orVv result (h) A
* o FrE* Key or |See table
v or
Supporting 1c
No Resident's Attitude Survey undertaken for 08/09. Assistant Chief Executive has confirmed that there will be a new Resdent's Attitude Survey conducted in Autumn 2009
% Customer
satisfaction rating MO Not
for C it undertaken Not Applicable 85% R ted TBC TBC 85% TBC TBC TBC x BCPF SO
1.4.2.6a| for Community | 00750 eporte
News
No Resident's Attitude Survey undertaken for 08/09. Assistant Chief Executive has confirmed that there will be a new Resdent's Attitude Survey conducted in Autumn 2009
% Customer No Survey Not
satisfaction rating] undertaken Not Applicable 88% R ted TBC TBC 88% TBC TBC TBC x BCPF SO
1.4.2.6b for A-Z for 07/08 SR
No Resident's Attitude Survey undertaken for 08/09. Assistant Chief Executive has confirmed that there will be a new Resdent's Attitude Survey conducted in Autumn 2009
No. of proactive
press releases 1,743 Not Applicable 1,800 Not Reported 1810 TBC TBC TBC x BCPF SO
1.4.2.7 per annum
Target for 09/10 is still unconfirmed as no end of year results have been received
% of citizens
satisfied with the No Survey Not
overall service undertaken Not Applicable 80% R ted TBC TBC 80% TBC TBC TBC x BCPF SO
1.4.2.11| provided by their | for 07/08 et
authority
No Resident's Attitude Survey undertaken for 08/09. Assistant Chief Executive has confirmed that there will be a new Resdent's Attitude Survey conducted in Autumn 2009
% of positive
press coverage 80% Not Applicable 81% Not Reported 81% TBC tBC | TBC x BCPF so
1.4.2.12 achieved in the

It is not considered to be realistic to set the 09/10 target any higher because throughout the year there are always a number of controversial or negative issues which impact
on this figure, this is normal and likely to continue (Target is still unconfirmed since no end of year results have been received)

Customer Focus and Policy Divisional Business Plan

5a Pl Tables34

16/06/2009




Table 5b — Customer Focus and Policy Divisional Business Plan

Performance Measurement Resul

s 2007708+ and Targets 2009710 +

How well How well are we doing? Improvement
have we ] .
done? See explanation of performance See explanation of targets
a b c d | e f | g k| [ m n
2007708 2008709 2009710 10/11 (11/12
Target
Definiti Set to
eninrtion Target [ Did we improve
P1 REF (If abbreviated see full definition on footnote below) Our Tar Actual Met 1w Target | ''°TOVe L Target |Target
get improve against
Result Result Set Set Set
©or®| A orv result
O]
v or x
Divisional Standard Measures (Link to Table 3b
a. Helping Staff to Perform
1.3.2.11(b) % of third tier managers appraisals carried out 0 0 o o v 0 0
during the year 100% | 100% | 100% © v 100% 100% | 100%
Please note that the above targets are those set for the whole Authority
1.3.2.11(a) % Appraisals carried out during the year 81% 100% 97% ® A 80% x 100% | 100%
Please note that the above targets are those set for the whole Authority
b. Internal Communications
2.2.2.9 % calls answered within 14 second target Not
74.16% 80.00% reported ® v 80.00% v 80.00% | TBC

The process of checking all call extension numbers, which has been ongoing during 08/09 and allocating to staff names has now been completed. IT are now
setting the call loggers to enable management reports to be produced at the end of Q2. Please note that the targets set are those set for the whole Authority.

c. Human Reso

CHR 002 The number of working days/shifts per Full 11.0
Time Equivalent lost due to sickness absence. }13.4 Days] 10.4 Days |9.6 Days ® A Da'ys x TBC TBC
Please note that the above targets are those set for the whole Authority
1.3.2.16 % of Return to Work Interviews conducted | 78.50% | 65.00% | 95.80% | © I A | 55.00% | x I TBC I TBC
Please note that the above targets are those set for the whole Authority
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Table 5¢ - Measurement Summary

Balanced Suite of Measures ?

Use or Resources
Perspective

Customer
/Service
Outcomes
perspective

Quality of
Service and
Operational
effectiveness

Accessibility
Perspective

Financial
Perspective

People and
Capability
Perspective

No. of measures

No. of measures

No. of measures

No. of measures

No. of measures

used used used used used
Objective 1 1 2 0 0 0
Objective 2 0 0 0 0 0
Objective 3 4 0 0 0 0
Objective 4 0 3 0 0 0
Objective 5 0 0 0 0 0
Objective 6 2 9 0 0 0
Objective 7 6 3 0 0 1
Total 13 17 0 0 1

Note: You do not have to have measures in all boxes
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