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RECOMMENDATIONS

1. That the Overview and Scrutiny Committee note the performance figures 
shown in the Pentana report.

1.       Executive Summary

1.1 The purpose of this report is to provide a high level update of performance 
(July to September 2021) across the Council for Members’ scrutiny. 

1.2 Reporting is being changed to coordinate with the actions and progress 
against the strategy themes so this light touch report is just to maintain 
awareness of ongoing performance.  

1.3 Data will still be collected in Pentana, the Council’s performance tool, but as 
the FIT (future IT) project progresses more data and more timely data will be 
available through live dashboards. 

1.4 Performance has stayed consistent in most areas as the level of additional 
work caused as a result of the pandemic has started to reduce.

1.5 The Contact Centre is still seeing significant challenges with around 10% 
increase in calls compared to last year.
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2. Background 

1.1 Waste figures are always delayed due to slow reporting from third parties 
such as Devon County Council and FCC but the Q1 figures have now been 
updated. Missed bins have seen a consistent increase due mainly to the well-
publicised HGV driver shortage. 

1.2 There is a delay in reporting of planning figures as all planning resource is 
heavily focused on testing and preparing for the go-live of the new planning 
system, Assure and document management system, Information@work. The 
usual Page 3 of the dashboard showing the planning data has not been 
included as it hasn’t been updated from the Q1 figures.

2 Outcomes/ outputs
Appendix A contains screen shots of Pentana dashboards showing monthly 
or quarterly performance levels over previous years.

2.1 The Contact Centre has seen a slow increase in calls of around 10% from the 
same quarter last year which has added continued pressure onto the team.

2.2 Benefits processing speed continues to show good performance at the lower 
end of the historic range.

2.3 Sickness across the Council has maintained its long term low level.
2.4 Web transactions have begun to reduce as the number of additional 

processes available for customers due to covid has reduced. In parallel with a 
small increase in phone calls this has reduced our ratio of online customer 
contact. 

3 Options available and consideration of risk – future recommendations;

3.1 The Adoption of ‘A Plan for West Devon’ and the supporting thematic delivery plans 
will be the basis for a new corporate performance management report.

3.2 The current data set will still be recorded and will be available online through 
Pentana at any time.

6 Implications 

Implications Relevant 
to 
propo
sals 
Y/N 

Details and proposed measures to address 

Legal/Governance Y The Overview & Scrutiny Committee is responsible for 
both an overview of performance and for 
scrutinising how the Council is performing as an 
organisation.



Financial N There are no direct financial implications of the report 
or the recommendations, as these are 
performance related.

Risk N
Comprehensive Impact Assessment Implications

Equality and 
Diversity

N

Safeguarding N

Community Safety, 
Crime and 
Disorder

N

Health, Safety and 
Wellbeing

N

Other implications N

Supporting Information

Appendices:

Appendix A – Screenshots of latest data from Pentana


