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REPORT OF THE CORPORATE DIRECTOR (RESOURCES, ENVIRONMENT AND 
CULTURAL SERVICES) 

PERFORMANCE EXCEPTION REPORT – QUARTER 1 (2020-21) 

1 Executive Summary 

1.1 This report summarises our strategic performance data on an exception basis following 
the monitoring and review of performance reports by Corporate Directors and Heads of 
Service. This report covers the period 1 April to 30 June 2020.  

1.2 Projects and key performance indicators reported as ‘not completed’ or ‘target not met’, 
are usually exception reported in the appendices to this report. High rated strategic risks 
are also summarised here. 

2 Recommendation 
 

2.1 That Cabinet note the contents of this report and approves any proposed actions 
highlighted in the appendices. 

3. Explanation 

3.1 A performance exception report is presented to the Cabinet on a quarterly basis as part 
of our current performance management framework. 

3.2 By working with Corporate Directors and Heads of Service in the production of the 
report, we further embed accountability for performance and risk within our Officer 
structure. This allows for a flow of detailed information to and from the council’s 
leadership. 

 
3.3 In Quarter 1 the impacts of Covid-19 were being felt across all of the council’s services. 

This is a contributory factor in some projects being delayed in the early part of this 
financial year. In many cases this is due to the need to work closely in partnership with 
external organisations, and they have been similarly affected by the pandemic.  

 
3.4 These projects are not being exception reported at this time, but they will be reflected in 

future exception reports by which time they will have got underway and there will be 
progress to monitor.   

 
4. Legal Implications 

4.1 There are no direct legal implications arising from the contents of this report. 
 
5. Financial Implications 

 
5.1       Failure to deliver projects and key performance indicators may have a financial impact 

for the council. Where this is the case, this will be referenced in the relevant text within 
the report and associated appendices. Any financial impact will also be considered, and 
reported where necessary, within the quarterly budget monitoring reports. 

 
 



 

5.2 Many of the risks detailed within the report would have financial implications for the 
council if a risk were to materialise. These risks require active management to ensure 
that any financial risk is minimised. Where a risk materialises and has a financial impact, 
this will be referenced in the relevant text within the report and appendices, and within 
the quarterly budget monitoring reports. 

 
6. Risk Management Implications 

6.1 A risk assessment of our performance management framework can be reviewed 
quarterly on the council’s strategic Risk Register. 

 
7. Security and Terrorism Implications 

7.1 There are no security and terrorism implications directly arising from the contents of this 
report. 

8. Procurement Implications 

8.1 There are no procurement implications directly arising from the contents of this report. 

9. Climate Change Implications 

9.1 There are no direct climate change implications directly arising from the contents of this 
report. 

10. Health and Wellbeing Implications 

10.1 There are no health and wellbeing implications directly arising from the contents of this 
report. 

11. Communication and Engagement Implications 

11.1 There are no communication and engagement implications directly arising from the 
contents of this report. 

12. Link to Corporate Priorities 

12.1 This report is linked to all the council’s current corporate priorities as it shows the status 
of all business, finance and performance targets associated within each priority. 

 
13. Equality and Diversity 

13.1 An Equality Impact Assessment was not completed because this report does not 
propose changes to existing service-related policies or the development of new service 
related policies. 
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Appendix One 
 

Business Plan Projects – Quarter 1 (2020-21) 
 

 
Progress for all projects under each of our five Corporate Priorities is summarised here.  
 
5% of our Business Plan projects have been completed so far. A further 85% of all projects are on schedule and in progress by the end of Quarter 
1. One project is currently not on schedule and details about this is shown in the next table.  

 

Corporate Priority 
Purple 

(completed) 
Green 

(on schedule – 
no risks) 

Amber 
(on schedule – 

with risks) 

Red 
(not on 

schedule) 

Grey 
(not started) Totals 

1 – Our Community 
 

2 
(13%) 

 
6 

(40%) 

 
6 

(40%) 

 
0 

(0%) 

 
1 

(7%) 

 
15 

(100%) 

2 – Our Environment 
 

0 
(0%) 

 
12 

(92%) 

 
1 

(8%) 

 
0 

(0%) 

 
0 

(0%) 

 
13 

(100%) 

3 – Our Housing 
 

0 
(0%) 

 
12 

(63%) 

 
3 

(16%) 

 
1 

(5%) 

 
3 

(16%) 

 
19 

(100%) 

4 – Our Economy 
 

1 
(5%) 

 
6 

(32%) 

 
11 

(58%) 

 
0 

(0%) 

 
1 

(5%) 

 
19 

(100%) 

 
5 – Our Council 
 

 
1 

(8%) 

 
4 

(33%) 

 
5 

(42%) 

 
0 

(0%) 

 
2 

(17%) 

 
12 

(100%) 

Totals 

 
4 

(5%) 

 
40 

(51%) 

 
26 

(34%) 

 
1 

(1%) 

 
7 

(9%) 

 
78 

(100%) 
 

 
 



 

 

Business 
Plan Ref 

Project By  
When 

Head of  
Service 

Service  
Comments 

3.1.1 
Prepare, submit, exam and adopt 
the Local Plan 

March 
2021 

Head of 
Planning 

 
Virtual examination hearing sessions were scheduled for 29 
July (northern villages), 30 July (HS11 and Marshmoor), 18 
August (Brookmans Park), 19 August (Little Heath), 26 
August (Cuffley) and 27 August (Cuffley).  
 
The Planning Inspector will then write an interim report 
setting out his thoughts on the submitted Plan. It is expected 
that he will ask the council to propose additional housing 
sites.  
 
Officers are currently updating the OAN evidence to take 
account of recent 2018-based household projections. All of 
this material, as well as the results of the sites consultation 
at the start of the year, will then be presented to councillors 
in the autumn. 
 

  



 

 

 
Appendix Two 

 
 

Key Performance Indicators - Quarter 1 (2020-21) 
 

 
A summary of our Key Performance Indicators collected over Quarter 1 is shown here. 

 
 

Total Number of  
Key Performance 

Indicators 

 
KPI targets  

met / exceeded 
 

KPI targets  
not met 

KPI targets met 
within tolerance 

 
55 

(100%) 
 

 
34 

(62%) 

 
16 

(29%) 

 
5 

(9%) 

 
 

 
16 Key Performance Indicators did not meet their targets in Quarter 1. These are exception reported in the next table, along with service comments 
to explain the performance along with a comparison to last year. 

 

  



 

 

 

Brief description 
of indicator 

Quarter 1 
2019-20  

Performance 

Quarter 1 
2020-21  

Performance 
Service Comments 

Target Outturn Target Outturn 

BPI 11 - Visits in person to, and use of, 
local museums and galleries (per 1,000 
population) 
 
Head of Policy and Culture 

42 
visits 

41 
visits 

42 
visits 

5 
visits 

Both Museum Service heritage sites closed to the public in mid-
March due to coronavirus. They remained closed over the whole 
of this period. We did restart commercial milling in mid-April and 
sold organic flour to the public with Covid Secure arrangements in 
place. But we have had no reliable visitor data for Quarter 1 other 
than from those who purchased flour from the Mill. 

BPI 12 - School group visits to, and use 
of, museums and galleries 
 
Head of Policy and Culture 

600 546 600 0 

Both Museum Service heritage sites closed to the public in mid-
March due to coronavirus. School visits had already stopped by 
this time as teachers put the safety of their students first. So we 
have no school visit data at all to report for Quarter 1. 

BPI 14 - The percentage of customers 
satisfied with value for money across all 
services offered by Campus West 
 
 
Head of Policy and Culture 

90% 89% 90% 0% 

Campus West closed to the public in mid-March due to 
coronavirus. It remained completely closed over the whole of this 
period. So no customer satisfaction data was gathered in and 
collated at all for Quarter 1.  

BPI 15 - The percentage of customers 
satisfied with all services and facilities 
offered by Campus West 
 
Head of Policy and Culture 

78.0% 95.8% 92% 0% 

Campus West closed to the public in mid-March due to 
coronavirus. It remained completely closed over the whole of this 
period. So no customer satisfaction data was gathered in and 
collated at all for Quarter 1. 



 

 

Brief description 
of indicator 

Quarter 1 
2019-20  

Performance 

Quarter 1 
2020-21  

Performance 
Service Comments 

BPI 17 - Reduce the level of residual 
household waste collected (in kilograms) 
per head of the population 
 
Head of Environment 

50.0 kg 45.6 kg 48.0 kg 51.4 kg 

Quarter 1 saw a substantial increase in residents living, working 
and eating at home due to coronavirus restrictions. This change in 
behaviour has led to a growth in residual and dry waste recycling 
being collected from almost all households. 
 
Household waste collected per head is based on provisional data. 

BPI 18 - The percentage of household 
waste collected and sent for reuse, 
recycling and composting 
 
Head of Environment 

48.00% 47.00% 48.00% 43.70% 

 
Garden waste collections were suspended in April due to Covid 19 
and social distancing advice. This enabled the successful 
collection of residual and recycling waste services in a safe 
manner. Non-collection reduced the recycling tonnage and 
lowered the overall recycling performance in Quarter 1. 
 
Recycling of household waste is based on provisional data. 
 

BPI 29 - The total number of families 
living in temporary accommodation in the 
borough (where the council have a duty) 
 
Head of Community and Housing 
Strategy 

75 
families 

115 
families 

100 
families 

131 
families 

The number of households in temporary accommodation 
increased due to continued approaches during the Covid crisis 
and the government's Everyone In campaign. This meant anyone 
who was at risk of rough sleeping was offered temporary 
accommodation. Of these 131 households, 29 were confirmed as 
not being owed a duty under normal conditions in Quarter 1. 

BPI 30 - The number of Decent Home 
assessments undertaken in properties in 
the Private Sector 
 
Head of Community and Housing 
Strategy 

200 214 
 

200 
 

 
8 

 

 
All of this reporting period fell within the Covid 19 lockdown 
restrictions. The team reduced its operational activities to 
responding to complaints that had the potential to cause significant 
harm to the occupiers, or the threat of illegal eviction. Wherever 
possible complaints were resolved without visits to the property 
and hence would have not generated a ‘Decent Homes’ 
assessment for the purposes of this indicator.  
 
This provided the opportunity to concentrate on the desktop 
investigations into suspected HMOs and plan for the promotion of 
the service when restrictions eased. The team have now 
recommenced routine inspection work that had built up over the 
lockdown period.  



 

 

Brief description 
of indicator 

Quarter 1 
2019-20  

Performance 

Quarter 1 
2020-21  

Performance 
Service Comments 

BPI 34 - The percentage of council 
properties with a valid gas safety 
certificate 
 
Head of Property Services 

100.00% 99.97% 100.00% 99.84% 

We are reporting that 99.84% of properties containing gas have a 
valid and in date LGSR with fourteen overdue out of a stock of 
8,784 properties with a gas supply for the end of Quarter 1.  
 
The reason for overdue LGSRs is access difficulties due to 
tenants shielding or isolating due to Covid 19. HSE guidelines are 
still being followed and the government has now reduced the 
restrictions in place for vulnerable groups. Some tenants however 
have continued to shield. We will continue to keep in contact with 
these tenants and those who are not in contact with us have 
received correspondence advising them to call us immediately.  
 
Our contractors have purchased the necessary PPE and follow 
government guidelines to enter tenant’s homes safely. Tenants 
have been advised of this and with their cooperation we have 
made great efforts in controlling the full impact of Covid on our 
LGSR servicing numbers.  
 

BPI 37 - The average void property re-let 
time in days for normal general needs 
housing (YTD) 
 
Head of Housing Operations 

18 
days 

19 
days 

18  
days 

25  
days 

 
Performance is above tolerance due to the effects of Covid-19. 
There were a number of issues that affected the void turnaround 
time such as materials not being available and a lack of operatives 
due to shielding and workplace restrictions imposed by 
government guidance.  
 
Those who had properties allocated to them were also unable to 
move due to self-isolation and shielding as well as not being able 
to move whilst removal companies and other resources were not 
operating. We are now seeing gradual improvements in this. 
 



 

 

Brief description 
of indicator 

Quarter 1 
2019-20  

Performance 

Quarter 1 
2020-21  

Performance 
Service Comments 

BPI 42 - The percentage of Operation 
Reprise incidents that required a visit 
and were attended 
 
Head of Public Health and Protection 

85% 87% 85% 0% 

 
Operation Reprise was suspended in Quarter 1 due to the impact 
of coronavirus.  
 
At the start of the pandemic a risk assessment was carried out and 
this meant we were unable to deliver this service due to social 
distancing requirements and shielding of vulnerable residents. The 
delivery of this service will return when it is safe to operate with 
adequate control measures in place.  
 
In the meantime we are encouraging residents to contact us and 
we are promoting the noise team and are installing noise 
monitoring equipment as required, as well as visiting premises to 
witness noise disturbance during working hours.  
 
We are engaging directly with any resident who contacts us and 
working with other agencies to ensure we are investigating and 
acting on noise complaints promptly and as effectively as 
restrictions allow. 
 

BPI 43 - The percentage of Operation 
Reprise callers provided with advice only 
 
Head of Public Health and Protection 

90.0% 97.4% 90.0% 0.0% As above. 

BPI 67 - The number of customers 
involved in tenant engagement activities 
 
Head of Housing Operations 

100 113 100 79 

 
Our customer engagement activities have been severely affected 
by Covid-19, as most are carried out face to face.  
 
However, we will be offering a number of courses online starting 
from September and have held our first Tenants Panel meeting via 
MS Teams. We are currently looking at other ways to involve 
tenants digitally and in the future will offer a blend of face to face 
and online opportunities. 
 



 

 

Brief description 
of indicator 

Quarter 1 
2019-20  

Performance 

Quarter 1 
2020-21  

Performance 
Service Comments 

BPI 72 - The percentage of customers 
satisfied with all services and facilities 
offered at The Hive 
 
Head of Housing Operations 

-- -- 90% 0% 
The customer service satisfaction percentage is being reported at 
zero in Quarter 1 as The Hive was closed in March 2020 due to 
Covid 19 and did not reopen in this period. 

BPI 76 - The percentage of Estate 
Management Scheme building 
applications processed with 8 weeks or 
other agreed timescale 
 
Head of Planning 

-- -- 70.00% 43.30% 

26 out of 60 Estate Management applications that were non-tree 
applications were validated in time. This figure was 43% and fell 
below the target. This was due to difficulties in maintaining staffing 
levels over Quarter 1. 

BPI 81 - Maintenance of a rolling five 
year supply of specific deliverable sites 
for housing against the housing target in 
Local Plan or standard methodology plus 
any necessary buffer 
 
Head of Planning 
 

-- -- 
5 

years 
2.3 

years 

 
The housing land supply figure is published in the Annual 
Monitoring Report 2019, and is based on our housing target and 
known housing land supply.  
 
The council is aware that coronavirus has had a significant impact 
on housebuilding and is working with developers to help achieve 
delivery in accordance with Local Plan policies wherever possible.  
 
The council should ideally have a five year supply of housing land, 
otherwise it must be more supportive of redevelopment projects in 
urban locations, and this is something that the council has in 
practice been doing for many years. 
 

 
  



 

 

Appendix Three 
 

Strategic Risks - Quarter 1 (2020-21) 
 

Our Risk Register enables the reporting of all strategic risks using a traffic light system to determine both their impact and probability of occurrence. 
Strategic risks are assessed by the responsible Corporate Director and their Executive Member based on current circumstances and can be reviewed 
every quarter. 

All strategic risks are summarised here: 
 
 

Current  
Strategic Risks 

 

Red 
(High over 50) 

 

Amber 
(Medium 21-50) 

Yellow 
(Low 10-20) 

Green 
(Very Low  1-9) 

3 
(18%) 

13 
(76%) 

 
1 

(6%) 

 
0 

(0%) 
 

 
 
At the end of Quarter 1 there were three strategic risks assessed as Red. These were Finance, Local Plan and the Impact of the Covid-19 Pandemic.  
 
Amber strategic risks were reported for: Health and Safety, Homelessness, Community Consultation and Engagement, Safeguarding, Communications, 
Staff / Workforce, ICT Failure, Data Protection, Management of Council Owned Property Assets, Management of Council Owned Non-Housing Property, 
Corporate Resilience, Prevent and Change Management.   
 
Mitigation plans and risk controls are in place for all of our current strategic risks. A separate and more detailed risk management report will be reported to 
the Cabinet. 
 
 

  


