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For more on performance visit www.scotborders.gov.uk/performance or email performancef@scotborders.gov.uk
Correct at time of publication: 18 August 2015. Please note some performance indicators have at least a quarter lag in data.




ENSURE EXCELLENT, ADAPTABLE, COLLABORATIVE
AND ACCESSIBLE PUBLIC SERVICES
HOW ARE WE DOING?

Interactions
Q1 2015/16

logged through our
Customer Relationship
Management system

Complaints Q1 2015/16

Number of Social
Work complaints
received

face to face
interactions

)/

voice interactions Number of closed complaints received (excl. Social Work)

% justified Vs unjustified
of all closed complaints

Average Time % Performance against timescales
(in working days) to respond to complaints the number of complaints closed as a % of the total number
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Requests received 15 75
10 50
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% completed on time

At Stage One At Stage Two After Escalation At Stage One At Stage Two After Escalation
(within 5 working days) (within 20 working days)

For more on performance visit www.scotborders.gov.uk/performance or email performancef@scotborders.gov.uk
Correct at time of publication: 18 August 2015. Please note some performance indicators have at least a quarter lag in data.



Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, August 2015 (Q1 2015/16)

Corporate Priority 8: Ensure excellent, adaptable, collaborative and accessible public services

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many légll:(lgaPﬁﬁP How many transactions were logged as handled by Customer Services staff? 44,873 Observations: LeS
transactions were 55,000 3,603 There has been a decrease of 817 (1.8%) Grant;
logged as handled |7 interactions compared to Quarter 4 of 2014/15. Portal
by Customer 40,000 There has been a decrease of 424 (2.3%) face-to- Manager
Services staff? 35,000 face interactions compared to Quarter 4 of
20,000 2014/15.
25,000
20,000
15,000 There has been a decrease of 1397 (5.5%) voice
1:222 interactions compared to Quarter 4 of 2014/15.
0
Actions we are taking to improve/maintain
performance:
® Quarters B Target (Quarters) Work is continuing to move customer contact from
How many people Exec - Customer Services Interactions logged on CRM 18,329 Face to Face and Telephone to other more flexible Les
were logged as 35,000 .59 and cost effective channels. Grant;
coming into our 30,000 Portal
Contact Centres to  |as.00 Manager
deal with our _—
Customer Services
staff face to face? [*™
(CP08-P63P) 10,000
How many people o 25,540 Les
were logged as v Grant;
contacting our Portal
ContaCt Centres by M CF0E-P532 M CEOS-PSE2 Manager

phone? (CP08-
P65P)
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, August 2015 (Q1 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target

HOW many requests (PU&—PSBPHoumanyrequestsfnrir';li'gria::ieocll.i::gertheFreedomo[InfnrmatiunAct. 285 Observations: Nuala
for information, - Over the longer term, the volume of FOIs McKinlay
under the Freedom |z continues to rise steadily, although there has been
of Information Act, ;2 a slight drop since Q4
did we receive? -
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W Quarters 8 Targek (Quarters)
What percentage of |0 o e B oo et i e comalere o iy 4 theFreedom ol 19707, How are we performing: Nuala
requests for ‘:gj - - i == P Although dipping slightly in this quarter, McKinlay
information Sw: performance is now considerably higher than
received, under the | ., during 2013/14.
Freedom of 60%
Information Act, did | 5= Actions we are taking to improve/maintain
we C . rfor :
e complete on 40 - erformance

time? 3‘;; New procedures continue to help us deal efficiently

Lo% with FOIs and similar data requests.

0%
& g o i &
& 1‘9\ ’;9\ ';‘9\ CE_\‘\
[y o o7 o o

B Quarters B Target (Quarters)
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, August 2015 (Q1 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed

Value Term |against |By

Trend |Target
HOW many R CPO8-P30P How many complaints were received by our Social Work service? 13 Observations: Sy|V|a
complaints were = Continued low level of complaints in comparison to Mendham
received by our previous year with a small increase of 2 in June.
Social Work Overall volume remains low which make it difficult
service? to identify trends in relation to specific events or
changes. |b
W Quarters 8 Targek (Quarters)

HOW many 20 CPO8-P10P How many complaints did we investigate to completion? 137 Observations: Les
complaints did we e There has been a decrease of 10 complaints Grant;
investigate to investigated this quarter, and a decrease of 13 Portal
completion? 10 against the same period last year. Manager
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, August 2015 (Q1 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target

How many of the |, Exec - Upheld/Not Upheld Complaints 45% How are we performing: Les
complaints 55% - 54 There has been an increase in the number of Grant;
investigated to j:j 'upheld' complaints and a reduction in those Portal
completion were o categorised as 'not upheld'. Manager
upheld? (CP08- 35% -
P11P) 3:j Actions we are taking to improve/maintain
How many of the 20% - 50% perfqrmange: . . , Les

: 15% - Ongoing reviews and analysis of previous quarter’s .
complaints : . . h Grant;
. . 10% - complaints are being used to inform and drive
investigated to e forward service improvements across the Council Portal
completion were not| o% " " " " " P ) Manager
upheld? (CP08- ; & p 2 R a \,Es*“‘
P12P) o s, o o o

M CPCE-F11P M CPOB-P12P

The average t|me in SPS0-04aP The average time in wurl{él;gsg?gjatg)respund to complaints at stage one 41 Observations: LeS Grant

working days to
respond to
complaints at stage
one (SPS0-04aP)

W Quarters M Target (Quarters)

Q1 2015/16

There has been a slight reduction in the average
number of days taken to respond to complaints at
stage one for the same quarter last year.

Average time in working days to respond to
complaints at stage one per department:

Chief Executive - 3.5 days
People - 4.5 days
Place - 4.1 days
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, August 2015 (Q1 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
The aVerage t|me in SPS0-04bP The average time in wnrgr;gsg._ag:;g)respond to complaints at stage two 181 Observations: LeS Grant
working days to 2 Q1 2015/16
respond to 25 There has been a reduction (positive) in the
complaints at stage ;: average number of days taken to respond to
two (SPS0-04bP) . complaints at stage two for the same quarter last
12,5 year.
10 Q
75 Average time in working days to respond to
: complaints at stage two per department:
o]
’&\m\\" @@@ @u\»" ,@“"@ /ﬁg@ Chief Executive - 22 days
& & & & o People - 15 days
™ Quarters - Targst (Quarters) Place - 19.5 days
The aVerage t|me |n SPS0-04cP The average time in workil;gpdsauy_;!:;::;;spond to complaints after escalation 15.5 Observations: LeS Grant

working days to
respond to
complaints after
escalation (SPSO-
04cP)

B Quarters B Target (Quarters)

There were 2 stage two complaints that were
escalated and both were within Place.
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, August 2015 (Q1 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
The number of S T T oy of <ton P s e aren ooy (2¥° 2% o0 (g5 304,  |Observations: Les Grant
H 100% -r - - - -

complaints c_Ios_ed at| e gl ol e Q1 2015/16 _ _
stage one within 5 | There has been a decrease of 1.3% in comparison
working days as a 0% to the same quarter last year. Overall, the figure
% of the total 60% has remained fairly consistent since the end of
number of stage 50% 2013/14, only fluctuating between 85.3% and
one complaints o 88.4%.
(SPSO-05aP) o

10%

0%

& & ¥ 5 o
i i i Q\ Q\
&t &* & & Y
B Quarters - Target (Quarters)

The number of D T el w ooy o St Lo o e topon by D 2vsas2% (39 6% |Observations: Les Grant
complaints closed at| "*** - = = = = Q1 2015/16

stage two within 20
working days as a
% of the total
number of stage
two complaints
(SPSO-05bP)

a0% B87%

B2.6%

B0%
0%
60%
50%
40%
30%
20%
10%

0%

W Quarters - Target (Quarters)

There has been an increase of 11.5% in
comparison to the same period last year.
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, August 2015 (Q1 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
The number of | o et siab s compianis (raasary " 100%  |Observations: Les Grant
100%

escalated
complaints closed
within 20 working
days as a % of the
total number of
escalated stage two
complaints (SPSO-
05cP)

90%
80%
0%
60%
50%
0%
30%
20%
10%

0%

B Quarters M- Target (Quarters)

Q1 2015/16
The 2 complaints within stage two that were
escalated were within Place.
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