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RECOMMENDATION: 

That the Overview and Scrutiny Committee:   

1.  notes the operational performance of the Council during the 

period April – September 2019; and 

2.   consider the draft live performance dashboard and endorse the 

approach. 

 

 
1. Executive summary  

1.1 The Council has a number of operational measures in place to 
demonstrate how individual Council services are performing.  

1.2 The measures reported in this report have been in place for a 
number of years and therefore provide Members with a good 
overview of the Councils operational performance trend in the 

first few months of the Council term.  
1.3 This report also sets out an approach to future monitoring of 

operational performance 
 

2. Background  

2.1 During the previous Council term, Overview and Scrutiny 
considered operational performance reports on a Quarterly basis 

in order to understand how our services were perfoming. This 
included a broad range of performance measures which didn’t 
necessarily align to the matters that Council considered as 

important. 



2.2 The Council is currently reviewing the measures which it deems 
important and these are being developed through the work on 

the Corporate Strategy which sees a number of Objectives to 
underpin each strategy theme.  

2.3 While work to refine the Corporate Strategy outcomes continues, 
this report provides a 6 month overview of the operational 
performance indicators for some of our key service areas.  

2.4 It is not proposed that this become an ongoing report.  
 

3. Outcomes/outputs  
3.1 Operational performance measures for the first 6 months of 

2019/20 have generally continued at a high level  

3.2 Once the Corporate Strategy objectives have been finalised, they 
will form the basis of future performance reporting, therfore this 

report acts as an interim update only. 
3.3 The Council is currenty developing a dashboard of operational 

performance data which will primarily be used by Service 

Managers to identify performance trends and to be able to 
respond to pressure points where there is an increase in service 

requests.  
3.4 This dashboard (known as PowerBI) will also be available to 

Members to understand the volumes of service requests coming 
from each Ward. A demonstration of this system will be 
scheduled for the next Member training days.  

3.5 The realtime performance dashboard will provide an overview of 
• Missed bin collections 

• Employee Sickness levels  
• Contact Centre Call volumes  
• Website transaction volumes  

• Benefit Claim volumes  
• Top Processes for Borough and each Ward  

3.6 A screenshot of the draft performance dashboard is set out in 
Appendix B  

3.7 In providing Members with greater transparency to realtime 

performance data, it is considered that these operational 
measures are no longer reported to Overview and Scrutiny as 

standard practice. 
3.8 The focus of Overview and Scrutiny can therefore be on the 

Council delivery against its Corporate Strategy Objectives. 

3.9 The Senior Leadership continue to monitor and challenge 
operational performance with Heads of Practice presenting the 

latest statistics to them on a regular basis.  
3.10 Appendix A to this report sets out a summary of the operational 

performance of the Council in the first six months of this financial 

year.  
 

 
4. Options available and consideration of risk  

4.1 This report proposes the ceasing of quarterly performance 

reporting on operational performance measures and replacing it 
with the reporting on the Corporate Strategy objectives. 



Operational performance information would still be available to 
Members through the PowerBI dashboard when required. 

4.2 Alternatively, Members could decide that they wish to continue to 
receive quarterly updates on these measures however given 

Members have set out the future objectives for the Council, these 
should be the focus for future scrutiny with realtime operational 
performance data available to Members outside of the Scrutiny 

process 
 

5.  Proposed Way Forward  
5.1 For Members to note the operational performance of the Council 

in the 6 months to September 2019 and for training to be 

provided on the use of PowerBI for Members to access 
operational performance data in the future should they so 

require. 
5.2 This ensures that there is no reduction in transparency of Council 

operational performance but also a renewed focus on monitoring 

performance against the Corporate Strategy objectives.  
 

6. Implications  

Implications 

 

Relevant  

to  
proposals  
Y/N  

Details and proposed measures to address  

Legal/Governance 
 

Y Legal – None  
 

Governance – It is important the Overview and 
Scrutiny consider matters impacting the Council. 

This report provides an update on the performance 
to date and seeks to replace quarterly operational 
performance reports with two alternatives:-  

• Performance reports based on the Corporate 
Strategy objectives  

• Real time operational performance 
dashboards available at any time 

 

Financial 

implications to 
include reference 
to value for 

money 
 

N None  

Risk Y Perception that operational performance is no 
longer subject to the same scrutiny. We will ensure 

that training is provided to all Members to enable 
them to access realtime performance data  
 

 

Supporting 

Corporate 
Strategy  

Y Efficient and Effective Council  



Climate Change - 

Carbon / 
Biodiversity 
Impact  

 
 

N No direct impacts  

Comprehensive Impact Assessment Implications 

Equality and 

Diversity 
 

 None    

Safeguarding 
 

 None  

Community 
Safety, Crime 

and Disorder 

 None  
 

Health, Safety 
and Wellbeing 

  

Other 
implications 

  
 

 
Supporting Information 

Appendices: 
Appendix A – Operational Performance Summary April – September 2019  

Appendix B – PowerBI  
 
Background Papers: 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 



Appendix A – Operational Performance April 2019 – September 
2019  

 
The following set out the operational performance indicators during the 

period April 2019- September 2019 as reported to the Senior Leadership 
Team through regular updates from Heads of Practice. 
 

Customer Contact 
 

The following sets out some of the performance measurements of our 
customer contact team. 
 

Total Calls to Contact Centre for the period are as follows (West Devon 
Calls only) 

 
 April 19 May 19 June 

19 

July 19 Aug 19 Sept 19 

Call Nos 15,040 15,967 16,320 13,837 13,271 13,430 

 

% of Telephone Calls Answered  
 

This is a measure of the percent of calls that the contact centre answer 
before the customer abandons the call.  
 

 
 
Target is 90% and is set at this level as we would expect some calls 

dropped as customers choose to follow recorded message 
recommendation and submit requests online rather than hold on the 
phone. The % of telephone calls answered has, on the whole, remained 

above the levels of the previous year (with the exception of September 
19).  

 
 
 

 
 

 
 

 
 



% of Calls Answered within 20 Seconds 
 

We also measure the % of calls answered within 20 seconds. This 
measure that captures how much time CST have without a queue. Being 

too high would signify overresourcing. Answering a call within 20 seconds, 
when the average call and wrap up time is around 6 mins, is very low if all 
lines are already busy.  

This measure therefore acts as a proxy for calculating when you have free 
CST agents available.  The measure should maintain a middle ground, not 

too high, not too low and should be viewed in conjunction with long wait 
times 
 

The aim is for this measure to be iwthin 50-80% band of performance 

 
 

% of calls answered within 5 minutes  

 
This is a self-selected measure to capture long waits. The target is 

for 70% of calls to be answered within 5 minutes.  

 
 

The performance dip in September was linked to a Revenues 
summons run and a single discount review both happening in during 

the month. We also had two new employees within the call centre 
which required support and training so reduced the general capacity 

within the team short term but led to an return in performance 

levels for October.  
 

 
 

 
 

 
 



Revenues and Benefits  

 
West Devon became a full service area for Universal Credit in the 

Autumn of 2018. As a consequence of this we are seeing a reducing 
number of new claims (as working age people claim Universal Credit 

instead of Housing Benefit) but an increase in volumes of changes 
in circumstances. We have been able to flex case management 

resource to both Housing Advice & Revenues whilst still being able 
to deliver excellent processing times.  

 
 

 
 

 
 

 
 

 
 



Planning  

 
While included within this report for completness, Planning 

performance is reported to Development Management Committee 
on a quarterly basis. 

 

 
 

 
 

 

 



Sickness Absence  

 
Agile working has had a very positive impact on sickness as people feeling 
under the weather have remained at home, working and reduced the 

likelihood of transfer of communicable infections to colleagues.  
 

Given the shared workforce, figures are provided for both West Devon 
Borough Council and South Hams District Council  
 

Public sector averages for all sickness (long term and short term) are 
around 2-3days per FTE 

 

 
 

The small numbers of staff employed by West Devon (90) have a 
disproportionate impact on this measure  
 

 
 
The increase from Q3 2018/19 to Q2 19/20 is largely due to an increased 

number of long term sickness absences. In Q2 19/20 81.76% of the total 
sickness absence days were related to long term absence.  

 
 

 
 

 
 



Waste & Recycling 

 
The number of missed collections are a key performance indicator under 
the new FCC contract. Missed collections are reported on a per 100,000 

potential collection basis. Reporting in this ways allows for like for like 
monthly comparison as well as benchmarking with other authorities. It is 

written in to the contract that the number of missed collections per 
100,000 potential collections will not exceed 80. 
 

A standard figure used by a high number of councils. Targets tend to be 
lower in city districts and higher in more rural districts due to the 

challenges associated with large geographic areas. 

 

 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 



 

Appendix B – PowerBI Overview  
 

• Live performance dashboard (information updated daily) 
• Filter by Ward – so you can see the top interactions coming from 

within your own ward as well as for the whole Borough  

 
 

• Web based system with no login required  
• Pulls data from existing systems so no manual work required 

to update it 
 

  


