E Scottish
4l Borders
—== COUNCIL

SCOTTISH BORDERS COUNCIL CORPORATE PRIORITIES
QUARTERLY PUBLIC PERFORMANCE REPORT: Q2 2015/16 (Jul-Sep)

01

02
ENCOURAGE

sustainable IMPROVE ATTAINMENT AND
ENSURE economic growth ACHIEVEMENT LEVELS

for all our children and young
people, with a focus
on inclusion

excellent, adaptable,
collaborative and accessible
public services

For each priority, a selection of

performance information has been > 03

gcr)?r? bt it s e =\gl? PROVIDE HIGH QUALITY
’ DEVELOP OUR L it - el SUPPORT, CARE AND

Where possible, quarterly (Q) data has ASSETS AND ) - : h'FL:jROTECTION L

been used, but this is not possible for RESOURCES LR & / to Cac;uliznfayr%?t?gsgiodp e,

every area of our work, for example, T i) g7 S .

i i — e 3 : older people
educational attainment. / BT peop

Some of the data presented may be
subject to minor amendments as end of
year figures are compiled for reporting to

06

the Scottish Government. DEVELOP OUR Blﬂ:g;';iﬁ?::géw

KEY: WORKFORCE of our communities and
: MAINTAIN AND voluntary sector

@ On target Q1 - Apr-Jun IMPROVE

A ust off target Q2 - Jul-Sep our high quality

O Off target Q@3 - Oct-Dec environment

& Q4 - Jan-Mar

2" Forinformation

"* Position in Scotland /

For more on performance visit www.scotborders.gov.uk/performance or email performancef@scotborders.gov.uk
Correct at time of publication: 1 December 2015. Please note some performance indicators have at least a quarter lag in data.
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ENCOURAGE SUSTAINABLE ECONOMIC GROWTH
HOW ARE WE DOING?

Number of planning applications »
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business 0 36

Q22014/15 Q32014/15 Q4 2014/15 Q1 2015/16 Q22015/16

Job Seekers Allowance @ Av. Time Taken Gr_1 weeks_) to a»
Working age population (16-64) claiming Job Seekers Allowance (Business Gateway) process a“ plannlng appllcatlons
. Major D« its - No -.
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Q22014/15 Q3 2014/15 Q4 2014/15 Q1 2015/16 Q22015/16

in Q2 2015/16
target 55

Q12014/15 Q22014/15 Q32014/15 Q42014/15 Q1 2015/16

Job Seekers Allowance

Working age youth population (18-24) claiming Job Seekers Allowance
Q2 2015/16

Scottish Borders
Business Loan Fund =

0 loans awarded in Q2

N W A 00O

I
94% I 92% I 94%

Q22014/15  Q32014/15 Q42014/15 Q1 2015/16

Scottish Borders
5.4% I 4.1% . 4.1% I 3.4% Business Fund (grants) =

Q22014/15 Q32014/15 Q42014/15 Q1 2015/16 Q2 2019 8 grants awarded in Q2 totalling £23_4k X

For more on performance visit www.scotborders.gov.uk/performance or email performancef@scotborders.gov.uk
Correct at time of publication: 1 December 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, December 2015 (Q2 2015/16)

ﬁ positive long Q negative long - Little long
KEY term trend.(over term trend.(over term change on target just off target off target data only
last 4 periods) last 4 periods) (over last 4
periods)
Corporate Priority 1: Encourage sustainable economic growth
Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
What percentage Of E'ECQ’::IZILPIZISP What percentage of people aged between 16-64 are in employment? 76.70/0 Observations: Bryan
people aged 8252 McGrath
between 16-64 are - 56,000 people were in employment in this quarter, which
in employment? — 17.5% = is 500 down on the previous quarter. The overall rate
— remains higher than Scotland (72.9%) and GB (73.1%).
72.5%
— Note: One quarter lag in data. -
67.5%
B85%
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av,
—— Scotland (previous vr) - Av.,
What percentage of | o o per e e s they are out of works 0 2= 11.33% |Observations: Bryan
people aged i = = = = - McGrath
between 16-64 are The Scottish Borders rate still sits below the Scottish rate
claiming Job of 1.9% and the UK rate of 1.6%.
Seeker's Allowance
because they are
out of work? [,ﬁ?
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av,
—— Scotland (previous vr) - Av.,




Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
What percentage of | o o e e thoy e ot of works 0 P Seekers |5 43% |Observations: Bryan
people aged 7 McGrath
between 18-24 are | 7 K - - - - The Scottish Borders rate is below the Scottish rate of
claiming Job 5% . 2.6% but higher than the GB rate of 2.2%.
Seeker's Allowance 3
because they are %
out of work? - Ui?
1%
0%
'ﬁ\'\ : ;b“\.*tﬁ . ’P\?\¢ CE\‘.’\\‘O ,ES;‘\‘G
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av,
— Scotland (previous yr) - Av.
How many new . CPO1-PO6P How many new businesses has Business Gateway help create? 65 How are we performing: Bryan
businesses has 1;2 Business Gateway is on track for the annual target for McGrath
Business Gateway a0 business start-ups in the region and is slightly ahead of
help create? 50 where it would expect to be at the end of the summer
o period. This has been due to increased activity levels,
50 mainly seen in events, across the region. Other staff Lﬁ?
v resources have allowed for the start-up adviser to
I continue focusing on this target, which is having a positive
{Ee\‘”’ & ﬂq\‘“’ 3@“" {Ee“h effect. Client contact remained steady through the 2nd
o < < o o quarter. The normal summer reduction did not happen as
b Business Gateway is currently working with a full
HOW many CPO1-P18P How many businesses has Business Gateway supported? 226 g??:aptls)r:aelntta?‘;:tdsVIbseeI;sg- ;-Igl!]slel‘\]/aesd ngs::ihaecsenrgl(l;;ed ﬂOW Bryan
businesses has =00 ' McGrath

Business Gateway
supported?

450
400
350
300
250
200
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\&\% \&e
,-E} "
& & & & &

I
3
o

= @
o o
o P
M Quarters - Target (Quarkers) — Family Group (previous yr) - Av., SBC (previous yr) - Av.
— Scotland (previous vr) - Av,

Actions we are taking to improve/maintain
performance:

Continue to implement actions in the Business Gateway
Improvement Plan, agreed by Executive Committee on 12
May 2015.




Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many |OanS tO . CP0O1-P27P How many loans to local businesses did we award? 0 HOW are we peI‘fOI‘ming: Bryan
local businesses did | 55 During this Quarter, two loan applications for £34,434.00 McGrath
we award? 5] were submitted. One was declined; the other was
- deferred.
5] Actions we are taking to improve/maintain
N performance: I@
05 ) Business Gateway advisers promoted public finance during
. o 0 business month in addition to running an access to finance
& e 5 58 s seminar that discussed loans.
.-ﬂ?'b‘ ,J'o’P\ ,_,';P‘ ,_,\:"B\ H’L’E\.
B Quarters - Target (Quarters) — Family Group (previous yr) - Av. — SBC (previous yr) - Av. Assessment of applications by a panel drawn from Finance
—_ scotland (previous yr) - Av. and Economic Development will continue to provide a
HOW much money c50.000.00 CP01-P2BP How much money did those loans add up to? £000 robust deC|S|0n'mak|ng process- Bryan
did those loans add | es.o00.00 McGrath

up to?

£40,000.00

£35,000.00
£30,000.00

£32,500.00
£30,000.00

£25,000.00
£20,000.00 1
£15,000.00 {

£21,602.34

£10,000.00 1
£5,000.00 1
£0.00

SBC (previous vr) - Av,

M Quarters B Target (Quarters) — Family Group (previous yr) - Av,

— Scotland (previous yr) - Av.




Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many grants tO CP0O1-PZ9P How many grants to local businesses did we award? 8 HOW are we peI‘fOI‘ming: Bryan
local businesses did = The number of grants was down on Quarter 1, but the McGrath
we award? number of applications was larger: 11 compared with 10.
The reduced amount of funding awarded reflects the
reduced number of awards in the last Quarter.
Actions we are taking to improve/maintain I@
performance:
Business Gateway advisers promoted public finance during
business month in addition to running an access to finance
seminar that discussed grants.
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,
—— Scotland (previous vr) - Av. Note: Total grant budget for 15/16 is £100k, there is
HOW much money £60.000.00 CP01-P30P How much money did those grants add up to? £23,430 approx- £44k |eft. Bryan
did those 27 McGrath

grants add up to?

£50,000.00

£40,000.00 1

£30,000.00

£20,000.00

£10,000.00

£0.00

£31,532.50

£21,584.50 £23,430.27

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.




Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many p|anning w00 CP01-P52P How many planning applications do we receive? 312 Obsel“vations: Brian
applications do we | i - The total number of applications received for the year to Frater
receive? 00 date is in line with the total received for the same period
250 in 2014.
200
150 ca
100
50
o
.-.‘LFS\’)S’, ‘:‘;‘p"’i@ Hh‘ﬁés’, ,..\ppé\to H‘L'E@\{o
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,
— Scotland (previous yr) - Av.
Av.time (wks) taken 5.4 How are we performing: Brian
to process all The average adjusted time taken to process major Frater

planning apps - Maj
Dev. - ADJUSTED
(cumulative)

applications shows an improvement over the previous
quarter and a major improvement over the previous SBC
and Scotland annual average.

Note: One quarter lag in data.

Actions we are taking to improve/maintain
performance:

Continue to use last year’s SBC and Scottish figures to
benchmark current year’s performance. Ongoing
implementation of Planning Performance Framework
improvement actions
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Short Name Trend Chart Current [Commentary Long [Status |Managed
Value Term |against |By
Trend |Target
Av.time (wks) taken 17.9 How are we performing: Brian
to process all Performance in the last quarter was markedly better than Frater
planning apps - the previous quarter and better than SBC's average for the
Local Dev (non- previous year. However the figure remains above the
householder) - Scottish average.
ADJUSTED
(cumulative) Note: One quarter lag in data. Eﬁb
Actions we are taking to improve/maintain
performance:
As above.
Av.time (wks) taken 6.7 How are we performing: Brian
to process all There has been a continuing improvement in performance Frater

planning apps -
Local Dev
(householder) -
ADJUSTED
(cumulative)

on householder applications which now sits below the
previous SBC and Scotland averages.

Note: One quarter lag in data.
Actions we are taking to improve/maintain

performance:
As above.




Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many invoices’ CP01-P25P How many invoices, receivedi::rnl::,e;lere paid within 30 days of receiving the 920/0 HOW are we peI‘fOI‘ming: Lynn
received by us, o s R - == Performance during Q2 has fallen slightly below our target Mirley

were paid within 30
days of receiving
the invoice?

93%

0%
88%
85%

) & So S
"G NG %3 N
& Q) & &

:?’P‘ & :L;P

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.

of 93%.

Actions we are taking to improve/maintain
performance:

Because it is important to the local economy that invoices
are paid promptly, additional support and guidance has
been delivered to our Services to avoid any payment
delays, for example where invoices require follow up
action before payment can be made.

Q
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IMPROVE ATTAINMENT AND ACHIEVEMENT LEVELS FOR
AND YOUNG PEOPLE, WITH A FOCUS ON INCLUSION
HOW ARE WE DOING?

Maths English
49.2% 74.5%
Scottish Borders Scotland g Scottish Borders Scotland
44.8% § 62.3%
Scottish Borders Scotland Scottish Borders Scotland

School @ School @ -
Attendance Exclusions ol s
Q2 14/15 Q214/15 YL ol
98 7.
/V = \A
22
/0/ S
0 numbers
. Primary .Secondary

For more on performance visit www.scotborders.gov.uk/performance or email performancef@scotborders.gov.uk
Correct at time of publication: 1 December 2015. Please note some performance indicators have at least a quarter lag in data.
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Corporate Priority 2: Improve attainment and achievement levels for all our children and young people, with a

focus on inclusion

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many primar‘y CP0Z2-P09aP How many primary school pupils were excluded? (CP0Z-P09aP) 5 HOW are we pel‘forming? Donna
school pupils were First quarter of the school calendar (Q2 15/16) saw a Manson
excluded? (CP02- decline in the total number of primary pupils excluded
P09aP) although this quarter does contain the school summer
holidays. There is no change from the same quarter last
year. Ui?
Actions we are taking to improve/maintain
performance: Overall exclusion targets are in place for
Cd o & & & schools which has continued to challenge and focus effort
& & & & & in the overall reduction of children being excluded.
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBE (previous yr) - Av.
— Scotland (previous yr) - Av.
HOW many CP02-P09bP How many secondary school pupils were excluded? (CP02-P09bP) 22 HOW are we performing? Donna
secondary school First quarter of the school calendar (Q2 15/16) saw a Manson
pupils were o decline in the total number of secondary pupils excluded.
excluded? (CP02- . = Q2 2015/16 demonstrates significant improvements
PO9bP) s 51 compared to Q2 2014/15, which is positive (down from 56
50 to 22) ﬁ
33
* Actions we are taking to improve/maintain
. performance:
S 5 S o o As above
H{&\ . 15\ ¥ ‘19\ I~ ‘1?\ ;JE\
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av,
— Scotland {previous yr) - Av,
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
What 0/0 Of primar‘y CP02-P11aP What % of primary school pupils attend school? ((PIIIZ—PIBI"::’) 980/0 HOW are we pel‘forming: Donna
school pupils attend | 5% == s6% Primary school attendance continues to track over 95% for Manson
school? (CP02- o5% the past 9 quarters.
P11aP) 92.5%
0% Actions we are taking to improve/maintain
87.5% performance: Schools will continue to work with parents
i to ensure attendance increases. Lﬁ?
82.5%
80%
*{" *{" *{" \{° \{“
& & & & &
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,
— Scotland (previous yr) - Av.
0, CP0Z2-P11bP What % of secondary school pupils attend school? (CP0Z2-P11bP) 0, = .
What % of . o, 94% How are we performing: ' Donna
secondary school 5 Secondary school attendance has increase by1% from Manson

pupils attend
school? (CP02-
P11bP)

93%

92.5%

0%

87.5%

85%

82.5%

80%
3
R

d

) &
Y Y Y
A A5 P A
& & & o

M Quarters B Target (Quarters) — Family Group (previous yr) - Av,

— Scotland (previous yr) - Av.

SBC (previous vr) - Av,

previous quarter. Q2 contains only 2 months (with July
being school holidays)

Actions we are taking to improve/maintain
performance: Schools will continue to work with parents
to ensure attendance increases. At secondary school,
ongoing improvements and changes to the curriculum will
ensure that the needs of all young people are more
effectively met, further encouraging attendance.
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many 4(Pl]2—P21P How many schools/nurseries in the Scottish Borders were inspected? 0 Obsel“vations: Donna
schools/nurseries in There have been no inspections over the past 3 months. Manson
the Scottish Borders
were inspected?
n/a

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.

10
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ATTAINMENT: How are we performing?

Actions we are taking to improve or maintain performance

The following information is taken from “Insight”, a national benchmarking tool
used by schools and local authorities to compare attainment and achievement.
Within Scottish Borders, we are seeing an improving picture for attainment
overall, year on year, and we compare well nationally and to our “virtual”
comparators (others similar to us). Below is a range of measures that show
attainment in:

National 5 English

National 5 Maths

National 5 Chemistry

Higher English

Higher Maths

Higher Chemistry

There are also an additional measure around:
e Literacy and Numeracy

Within our Children and Young People’s service, we are analysing the data that
is now available to us through the “Insight” tool- by school; by subject; by
gender; for Looked After Children; for children within our most deprived areas;
for pupils with Additional Support Needs etc.

From this analysis, schools will produce action plans which will then allow us to
target support. We will also share good practice and develop partnerships to
enhance the learning experience. There is a strong focus on sharing good
practice, and schools are developing partnerships to enhance the learning
experience for all learners.

Attainment in National 5 English: % of resulted entries

Attainment in Selected Graded Course
Percentage of Resulted Entries

100 — E— — —_— — No Award
. D

P R c
B

A

80— - = =

Percentage

o4 - - =

04— — — —

2014 Scottish Borders 2014 National 2015 Scottish Borders 2015 National

The graph presents Scottish Borders attainment in National 5 English. It
shows Scottish Borders attainment against national attainment for both 2014
and 2015.

The % of pupils achieving grades A&B (74.53%) not only improved from 2014
to 2015 but is also above the national average (65.96%).

Note: there are only 2 years’ worth of data at National 5 level as this is a new
qualification.
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Attainment in National 5 Maths: % of resulted entries

Attainment in Selected Graded Course
Percentage of Resulied Entries

00— — — —
BD 1
80—

o4 - - _

lo Award

I
i)
. C

-]

A

Percentage

01— — — —

T T T T
2014 Scottish Bordars 2014 National 2015 Scottish Borders 2015 National

The graph presents Scottish Borders attainment in National 5 Maths. It shows
Scottish Borders attainment against national attainment for both 2014 and
2015.

The % of pupils achieving grades A & B has improved slightly from 2014 to
2015 (now 49.24%) and is above the national average (45.15%).

Note: there are only 2 years’ worth of data at National 5 level as this is a new
qualification.

Attainment in National 5 Chemistry: % of resulted entries

Attainment in Selected Graded Course
Percentage of Resulted Entries

00— — — — I

lo Award

i
. D
. C

B

A

Percentage

40— — — — _—

D — — — _

0 T T T T
2014 Scottish Borders 2014 National 2015 Scottish Borders 2015 National

The graph presents Scottish Borders attainment in National 5 Chemistry. It
shows Scottish Borders attainment against national attainment for both 2014
and 2015.

The % of pupils achieving grades A & B has improved from 2014 to 2015 (now
61.83%) and is above the national average (50.9%).

The % of pupils attaining Grades A to D is also improving and above the
national average, and the % of “no awards” has reduced.

Note: there are only 2 years’ worth of data at National 5 level as this is a new
qualification.

12
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Attainment in Higher English: % of resulted entries

The graph presents Scottish Borders attainment in Higher English. It shows
Scottish Borders attainment against national attainment since 2011.

The % of pupils attaining at Grade A and B in the Scottish Borders is increasing
year on year (now 62.3%) and is above the Scottish average (51.51%).

The % receiving no award is reducing (now 10.54%) and is below the Scottish
average (13.21%).

Attainment in Higher Maths: % of resulted entries

The graph presents Scottish Borders attainment in Higher Maths. It shows
Scottish Borders attainment against national attainment since 2011.

The % of pupils attaining at Grades A and B has reduced slightly (now 44.78%)
but is similar to the Scottish average (44.95%). However, the % of pupils

attaining grades A-D (now 82.97%) is slightly above the Scottish average
(80.76%)

13
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Attainment in Higher Chemistry: % of resulted entries

Attainment in Selected Graded Course

Percentage of Resulted Entries

The graph presents Scottish Borders attainment in Higher Chemistry. It

00— — — — — — T o shows Scottish Borders attainment against national attainment since 2013.
B C
A The % of pupils attaining grades A and B has remained steady over the last 3
years (now 55.73%) and is ahead of the national figure (48.45%)
£ g4 | | | | | | I
201+— — — — — — _
0 T T T T T T
2013 Navonal 2014 Natonal 2015 Navonal
2013 Sconish Borders 2014 Sconish Borders 2015 Scottish Borders
% of candidates attaining Literacy and Numeracy
Improving attsinment inliteracy and numeracy
Percentage of Candidates Atsining Literacy and Numeracy The % of candidates attaining literacy and numeracy has improved steadily in
100 -2 Scottish Borders since 2013 at both Levels 4 and 5, and is only marginally
-0 behind our virtual comparator.

80—

60—

Percentage

40

20—

Vinual Comparator SCOF Lavel 4
Scottish Barders SCOF Leval 4

Vinual Comparator SCOF Lavel 5
Scottish Borders SCOF Level 5
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PROVIDE HIGH QUALITY SUPPORT, CARE AND PROTECTI

TO CHILDREN, YOUNG PEOPLE, ADULTS, FAMILIES, AND OLDER PEOPLE

HOW ARE WE DOING?

Domestic Abuse @

Number of reported incidents (cumulative)
900

700

500

300

Q22014/15 Q32014/15 Q42014/15 Q1 2015/16  Q22015/16

Number of Group 1 - 5 recorded (cumulative)

3500
3000
2500
2000
1500
1000

500

1,577 2,377 3,189 761 1516
Q22014/15 Q32014/15 Q42014/15 Q12015/16 Q2 2015/16

96% 98% 97% 96%

Adults with self-directed care ‘
arrangements (per 1,000 population)

Ratio of Looked After and A
Accommodated Children
(aged 12+) 02 201 5/1 6

0 ® i

BN
71% Tl 207, H
Resndentnal/

Family-based
(80% target)

% of referrals to the @
Children's Reporter

via ICS compared to other agencies

Qa1 31
Qa1 32

For more on performance visit www.scotborders.gov.uk/performance or email performancef@scotborders.gov.uk

Correct at time of publication: 1 December 2015. Please note some performance indicators have at least a quarter lag in data.

receiving long-term care & intensive homecare

Q2 2015/16

Monetary Gain (cumulative)
10m
8m
6m
4m
2m

om 2.680m

Q22014/15 Q32014/15 Q42014/15 Q1 2015/16 Q22015/16

4.491m 6.121m 2.125m 4.093m
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Corporate Priority 3: Provide high quality support, care and protection to children, young people, adults, families

and older people

Short Name

Trend Chart

Current
Value

Commentary

Long
Term
Trend

Status
against
Target

Managed
By

What % of people
aged 65+ receive
their care at home?

26.8%

How are we performing:

In line with new business plans this indicator will, in the
near future, be replaced with new measurements
providing a clearer indication of performance within this
area. The target has been revised downwards from Q1
2015/16, reflecting the move to Self-Directed Support
(SDS)

Actions we are taking to improve/maintain
performance: Further investigation to identify the best
indicators which will focus efforts on how to design and
delivery a home care service that can help prevent those
most at risk of unplanned hospital admissions will be
completed within the next quarter.

Q

Elaine
Torrance

The number of
adults with self-
directed care (SDS)
arrangements per
1,000 population

5.98

How are we performing:

This PI continues to increase with all new individuals being
supported using SDS and existing clients are being moved
from traditional methods to SDS. April 2015 was the first
year anniversary of the introduction of the SDS approach
and by 2017 all individuals are expect to be working with
SDS.

Actions we are taking to improve/maintain
performance: Additional reporting of existing clients on
traditional methods is being used to assist the movement
towards all clients using the SDS approach. Any
reassessments are conducted using the SDS approach and
the movement of this PI in an upward direction continues
to be our focus.

Elaine
Torrance

15
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
What 0/0 Of peOp|e CP03-P28P What % of people cnntattl:.lt;?rg:;;cei:sl::l::(?receiveaservice within 6 weeks of 960/0 HOW are we pel‘forming: E|a|ne
contacting Social — L - Over 95% of people contacting Social Work receive a Torrance
Work receive a — service within 6 weeks of assessment. This figure has
service within 6 - remained consistently over 95% for the past 2 years.
weeks of their —
assessment? - Actions we are taking to improve/maintain
. performance: -
. Continued maintenance and development of reporting
a0 within this PI to further enhance and identify any issues
o o o oF o has allowed the PI to remain above target. Early
& & & aF &* recognition of any drop in service is quickly picked up and
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av, resolved .
— Scotland (previous yr) - Av.
Wh 0, . CPO3-PO6P What % of children (aged 17 +) are accommodated with family rather than 0, = .
at % of children vesidential placements? 71% How are we performing: Ann
(aged 12+) are 80% = = = = . Small downward fluctuation within this indicator. Blackie

accommodated with
family rather than
residential
placements?

77.5%

75%

72.5%
0%
67.5%
B5%
62.5%

60%

o %\@
”Eh\
ok

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.

Actions we are taking to improve/maintain
performance: Continued action is underway to increase
the number of children in family-based placements in
comparison to residential. This includes increasing kinship
care (which has increased steadily over the last 4 years)
and the ongoing recruitment of foster carers. The target of
80% is ambitious and continues to drive this performance
area.
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
What %o of referrals | ot o e e e atcorated (e Serensy ommstrationare. | 350/, Observations: Ann
to the Scottish e i i % Q1 has seen a rise in the number of referrals by social Blackie
Children's Reporter | % work.
Administration are 5%
made through 0% Note: One quarter lag in data.
Integrated 15%
Children's Services? | Ui?
5%
0%
& {&é@ I ad &
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,
— Scotland (previous yr) - Av.
HOW many people CPO3-P35P How many people haves:aersie‘:;;t:;ldn::fleag:ea)dvncacy through Welfare Benefits 1,379 Obsel“vations: Cathle
have received . The statistics remain high although the percentage above Fancy

advice or advocacy
through Welfare
Benefits Service?
(cumulative)

2,000

1,750

1,500

1,250

1,000 1

750 1

500 ——
250 T
1)
o

I

2013/14 M 2014/15 W2015/16

&

target has reduced from 1st quarter. This would normally
be expected given that this period covers the summer
leave but interestingly when the statistics are reviewed for
July alone they are the highest month to date.

There have been an increased number of Tribunals and
officers are dealing with an increasing number of complex
cases as well as advising on a number of claims for
Jobseekers following redundancies.
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

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

How much money |33 Houwmuch money was gained for customers of the Welfare Benefits Service? | £4,093, |In addition to the work our Welfare Benefits Service does, Cathie
was gained for £6,000,000.00 388.00 |our contract with CAB is also an important part of offering Fancy
customers of the £5,500,000.00 advice, and they have approximately 250 live benefits
Welfare Benefits :gggggggg every quarter, with just over £366k in welfare benefit
Service? £4.000.000.00 gains achieved in Q2.
(cumulative) £3,500,000.00

£3,000,000.00 { E@

£2,500,000,00 1

£2,000,000,00 1

£1,500,000,00 1

£1,000,000,00 +—

£500,000.00 +—
£0.00
dr & o
2013(14 W 2014/15 W 2015/16

HOW many inCidentS CP03-P37P How many incidents Drd(‘::r.u.':'lf.ltliact‘ia\"]eu)se are reported to Police Scotland? 425 HOW are we performing: Tony
of domestic abuse | 9 fewer reported domestic abuse incidents than at the Hodges

are reported to
Police Scotland?
(cumulative)

400 f———
300
200 —
i
1)
& & @ &

2013/14 W 2014/15 M 2015/16

same point in 2014/15, which equates to a 2% reduction.
The reduction in reporting of domestic abuse incidents in
the current year is reflected across the Lothians and
Scottish Borders region.

Actions we are taking to improve/maintain
performance:

The Pathway Project continues to be delivered addressing
the needs of high risk victims, in addition to providing
longer term community support and a groupwork
programme for children and their mothers. A presentation
on the overall findings of an external evaluation and a set
of recommendations was given to the Pathway Joint
Advisory Board on 28th October 2015. The final report,
after comments have been considered, is expected end of
November 2015.

The Pathway project funding has been extended by Big
Lottery and Scottish Government to March 2016, this
allows continuation of all three services - Domestic Abuse
Advocacy Support service, Domestic Abuse Community
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

Short Name

Trend Chart

Current
Value

Commentary

Long
Term
Trend

Status
against
Target

Managed
By

Support Service, and the CEDAR Groupwork programme.
There is currently no information from either funder as to
the future availability of funding post 2016. The extension
was based on excellent performance by the Pathway
project and across all three services all targets and
outcomes being exceeded. All three services are working
on developing Exit Strategies.

Multi-agency risk assessment (MARAC) has now been
implemented, with the MARAC Coordinator post secured to
March 2016. MARACs continue to be held every 4 weeks,
and on average discuss 8 high risk cases.

An early Stage 1 bid has been made to the Big Lottery for
CEDAR as it fits with their 21st Century Life programme,
this was then invited to proceed to a Stage 2 bid. It is
expected that the full Stage 2 bid will go in before Xmas,
and a decision will be given within 16 weeks of
submission.

How many crimes
and offences are
recorded by Police
Scotland?
(cumulative)

CP03-P39P How many crimes and offences are recorded by Police Scotland? (cumulative)

3,250

3,000

2,750

2,500

2,250
2,000
1,750
18500 ————————————
= I e —
100 ——m
750 —
500 —
250 —
[}
o & & a

2013/14 M 2014(15 M 201516

1,516

How are we performing:

Quarter 2 shows an overall decrease in crime by 57
offences (3.6%) compared to the same time period last
year. However, there has been a month on month
reduction in crimes since May 2015 and if this trend
continues we should be on course to meet our target for
the year.

Actions we are taking to improve/maintain
performance Continued delivery of the Local Policing Plan
and a recent refresh of local Multi-Member Ward Plans
have identified local issues and concerns in the community
that will be tackled in the coming year. This includes all
aspects of reported crime. Partnership work continues with
a focus on preventing violence against women, reducing
Antisocial Behaviour, Injury Prevention and reducing the
impact of drugs and alcohol in our communities.

Tony
Hodges
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW mUCh money |S £1.?EDlDDI:EI:"ng—PI‘IPHnm much money is seized by Police Scotland? (cumulative) £107,92 Obsel“vations: Tony
seized by Police £1.500.000.00 | LSBT LA 3.00 HOdgeS

Scotland?
(cumulative)

£1,250,000,00

£1,000,000,00

£750,000,00

£500,000,00

£250,000,00

£0.00

£1,392,235.00

£107,923.00 £107,923.00

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.

No further cash seizures or restraints in quarter 2.

Proceeds of crime money is distributed to local areas via
the “Cashback for Communities” Scheme, focused on
youth diversionary activity.

The delivery agent for Cashback for Communities,
Inspiring Scotland, has been contacted to ask about
flexibility with the programme moving forward to allow us
to use money to meet local need.

A response has been received confirming that all projected
funds to 2017 will be directed towards sporting, cultural
and employment programmes for children and young
people. Any future change of direction after 2017 is
unlikely to be considered before 2016.
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04

BUILD THE CAPACITY AND RESILIENCE
OF OUR COMMUNITIES AND VOLUNTARY SECTOR

HOW ARE WE DOING?

Q22015/16
activities started

activities now run by

communi
Y Q2 2015/16

weekly attendees

We have worked with the
Eastgate Centre in Peebles to
deliver an outreach craft project in
sheltered housing developments
in Peebles.

@ ‘ BORDERS
ALERT

Active Community

signed up

o)
©
g
g
2

involved in voluntary work.

activities started Q2201516

activities now run by
community

weekly attendees Q22015/16

Walking football started and now
part of Gala Fairydean Rovers FC.

Active Community Council
Resilient Community Plans

SCOTTISH
BORDERS
ALERT

From the Scottish
Borders Household Survey 2015.
The percentage of people who
stated they are involved in
voluntary work

Teviot & Liddesdale

signed up

Council Resilient Community Plﬁ

From the Scottish Borders Household Survey
2015. The percentage of people who stated they are

s
.

Q22015/16
Teviot and Liddesdale is not

currently covered by the project
remit.

Q22015/16

Active Community Council
Resilient Community Plan

From the Scottish
Borders Household Survey
2015. The percentage of people
who stated they are involved in
voluntary work

SCOTTISH
BORDERS
ALERT

signed up

activities started Q22015/16

activities now run by
community

weekly attendees Q2 2015/16

A gentle exercise class in Leitholm is
ow run by the community and has
deen going for two years. Many people

attending the class report significant

improvements in health and mobility.
Active Community Council
Resilient Community Plans
From the Scottish Borders Household SCOTTISH
Survey 2015. The percentage of people who stated @ ‘ BORDERS

they are involved in voluntary work signed up

Berwickshire

activities started Q22015/16
activities now run by
community

weekly attendees

Regular exercise class now Q22015/16

running in Abbey Row, Kelso now
self sustaining with approximately
20 people attending each week.

Active Community Council
Resilient Community Plans

SCOTTISH
BORDERS
ALERT

From the Scottish
Borders Household Survey
2015. The percentage of people
who stated they are involved in

voluntary work signed up X

For more on performance visit www.scotborders.gov.uk/performance or email performancef@scotborders.gov.uk
Correct at time of publication: 1 December 2015. Please note some performance indicators have at least a quarter lag in data.
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BUILD THE CAPACITY AND RESILIENCE

OF OUR COMMUNITIES AND VOLUNTARY SECTOR
HOW ARE WE DOING?

The Borders Railway
Celebration Fund was set up
with the aim of encouraging
people and communities to
come together to celebrate the
return of the Borders Railway.
The fund was open to all non
profit-making, voluntary and
community organisations,
Community Councils, schools,
public bodies and places of
worship based in the Scottish
Borders and has been a

great success with 31 awards
made to a total value of £60k.
This infographic gives some
examples of awards made in
each locality.

No applications were received
from the Berwickshire areaj

For more on performance visit www.scotborders.gov.uk/performance or email performancef@scotborders.gov.uk
Correct at time of publication: 1 December 2015. Please note some performance indicators have at least a quarter lag in data.

Innerleithen
Community Trust

awarded £1600

For the provision of railway
heritage interpretation boards

at places of interest along the
Tweed Valley Railway Path on the
Cardrona to Innerleithen section.

: Probus Club
: of Innerleithen,
: Walkerburn & Traquair

. awarded £600

: The club took a Celebratory trip on
: the new railway incorporating 60
: members/spouses/
: guests in the 60-90
: age range. This

¢ included a trip on
: the Edinburgh

: trams and a stop
: off on return at

" Stow Station.

Tweedbank
Primary School

awarded £3219

To create a childrens library
which will be named ‘The
Reading Station'. The library

will incorporate railway themed
furniture alongside a selection of
railway themed books.

N

. Parish

. of Stow

: Community
: Council

awarded £5145

: An opening day celebration involving
¢ local community and visitors to Stow
¢ was conducted. The event hosted a

. farmers market, railway exhibition

¢ by local photography club, displays

. by local businesses/community

: groups, childrens entertainment,

* music, food and beverages.

Broomlands
Primary School

awarded £344

Celebratory trip for primary school :
children on board the Borders
Railway incorporating a visit :
to the Scottish :
Mining Museum

at Newtongrange
on 26th October
2015.

Scottish Borders
Rape Cirisis Centre

awarded £2500

To celebrate the return of the
Borders Railway, an event
incorporating a talk on the railway
and working model train displays
will be held at Ednam House in
Kelso in March 2016.

Firebrand
Theatre
Company

awarded £7650

Firebrand Theatre Company Ltd

will be staging 3 performances of
‘The Great Train Race’ at Heart of
Hawick in November 2015. The :
story is based around the overnight :
races between the East and

West Coast rail services between
Aberdeen and London.

Future Hawick

awarded £2056

Will be laying on 8 Celebratory
coach tours to take place in
December 2015 with passengers
being transported from Galashiels
Interchange to Hawick Town
Centre. A coach will carry a
volunteer courier pointing out
places of interest along the route
at Galashiels, Selkirk, Denholm
and Jedburgh.




Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

Corporate Priority 4: Build the capacity and resilience of our communities and voluntary sector

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many grants CP04-PO1P How many gral;ts did we awarcllsfrnm the Community Grant Scheme? 14 HOW are we doing: Shona
did we award from a il There has been an increase in Community Grant Scheme Smith
the Community (CGS) demand in Q2 15/16. Following changes to the
Grant Scheme “Awards for All (AFA)"” process, some projects, previously
(CGS)? referred to AFA, have had to be funded by CGS due to
project timescales. The CGS has responded well to this
external change but budgets overall are lower than normal B{?
at this stage of the year.
& o o o oF The total project costs are higher in Q2 15/16. This also
&* & & & & may be linked to the AFA changes where some larger
B Quarters - Target (Quarters) — Family Group (previous yr) - Av. — SBC (previous yr) - Av. projects have come to the CGS due to timescales.
— Scotland (previous yr) - Av.
What was the Value Exec - Community Grant Scheme: Grants / Total Project Value oxaosn £47,873 Shona
of the Community What are we doing to maintain/improve Smith
Grant Scheme £125.000 cit005e £115.728 performance: We expect this to be a temporary situation ﬁ
grants awarded? £100.000 while applicants adjust to the new AFA criteria and plan
(CP04-P02aP) faz.2% their projects to better meet the revised timescales. We
£75,000 are promoting the changes to AFA widely to raise
What was the total £142,58 : : Shona
value of the £e0.000 6 awareness. We continue to support applicants to assess all Smith

projects the
Community Grant
Scheme money
contributed to?
(CP04-P02P)

£25,000

£0

&
& &

o & &
& &' 2 of @

W CPO4-POZaP M CPO4-POZP

external funding opportunities in order to achieve
maximum benefit from the CGS budgets.

Community project size appears to be increasing as
communities become more ambitious, costs rise and other
funders increase programme and award levels.

A new Big Lottery Fund Medium Grant (£150K) is likely to
see this trend continue. We will continue to support
applicants to assess all external funding opportunities in
order to achieve maximum benefit from the CGS budgets.
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

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

HOW many grants . CP04-P0O4P How many grants did we award from the Landfill Communities Fund? 0 HOW are we doing: Shona
did we award from | 4s ; Q1 15/16 refers to UK Landfill Communities Fund Smith
the Landfill generated from 14/15 funds.
Communities Fund?

Landfill taxation was devolved to Scotland as of April 2015

and Scotland is no longer part of the UK scheme. A

Scottish Landfill Communities Fund (SLCF) is being I@

developed but has not yet been launched.

]
o & & of o What are we doing to maintain/improve
& * & & ot performance:
M Quarters - Target (Quarters) — Family Group (previous yr) - Av, —— SBC (previous yr) - Av, We are working with BCCF Environmental (the approved
—— Scotland (previous yr) - Av. applicant under the SLCF) to influence coverage and

What was the Value Exej;ut::fﬁlltommunitiesFund:Grants,f’TotaIProiectUalue £0 ensure a hew Scheme iS |n place by Dec- 2015. We Shona
of the Landfill £300,000 continue to support projects to apply as normal, via BCCF Smith
Communities Fund izzzzz Environmental, and to ensure full spend of all funds by I:;)
grants awarded? - 3/16.
(CP04-P0O5P) 200,000
What was the total |##®.0® £242,491 £0 Shona
value of the £300,000 Smith

projects the Landfill
Communities Fund
money contributed
to? (CP04-P05aP)

£223,680 £203,925

£200,000

£100,000

£0

B CP04-POS M CPO4-POSa

8]
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

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

HOW much Nat|0na| CP04-PO7aP How much National L:;;e;:ﬂitlir;:irl;gnr(g;f:;s up to £10,000) was received in £152,07 HOW are we doing: Shona
Lottery Funding £300,800 T LER 4 Q2 is down in 15/16. There is no apparent reason for this Smith
(grants up to £250,000 other than fluctuating community level demand and the
£10,000) was 200,000 speed of large project development progress. Big Lottery
receiver(]j in t(lj'le - £152,074 Fund closed its large grant programmes in June 2015.
Scottish Borders? '

£100,000 What are we doing to maintain/improve I@

£50,000 performance:

o We continue to work on a significant level of pipeline
projects, both community and SBC led.
Three imminent community projects exceed £2m each and

B Quarters - Target (Quarters) — Family Group (previous yr) - Av. — SBC (previous yr) - Av. require significant support and multiple match funders.

— Scotland (previous yr) - Av.
HOW much Nat|0na| CPﬂdfPD?hPHuwmuchNatinnalL:;;e;:ﬂiltji:gi;gr(dgerra;tsuver{ll],l]l]l])wasrecei\redin £60,163 BIGIS neW programmes are eXpeCted to be Iaunched |n Shona
Lottery Funding £as0,000 November 2015 and these will be promoted widely Smith
(grants over £1,000,000 s alongside all other lottery funded programmes.
£10,000) was
received in the SBC has been involved in reviewing the new programmes —
Scottish Borders? £500,000 1 — and feeding back on policy and application content. This I:;)

ezso00 | helps us to get ahead of the game when programmes are
o £s0.163 launched, with advanced understanding of new criteria and
2 B9 &P o & enables us to advise any current projects on new
& & & & & programmes prior to launch.

M Quarters M- Target (Quarters) — Family Group (previous yi) - Av, SBC (previous v - Av.

—— Scotland {previous yr) - Av.
What Was the total CP04-PO7P What was the total value uﬂ;:trido:rasl;.ottery Funding received in the Scottish £212,23 Shona
value of National £ 7.40 Smith

Lottery Funding
received in the
Scottish Borders?

£1,250,000.00

£958,065.00

£1,000,000,00

£873,778.00

£750,000,00

£500,000.00 1

£250,000.00

£0.00

o o & o
e x4 o na
S o o &
w3
ar o

M Quarters - Target (Quarters) — Family Group (previous yr) - Av. SBC (previous yr) - Av.

—— Scotland (previous yr) - Av.

8]
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Appendix 1: Scottish Borders Council Executive Committee — Quarterly Public Performance Report, December 2015 (Q2 2015/16)

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many w Exec - Community Resilience Plans - Active and Progressing 31 HOW are we peI‘fOI‘ming: Jlm
community council There are now 31 community councils with an active plan, Fraser
areas have an including Bowden. Newcastleton has now moved to
active "Resilient ) ‘progressing’ and Jed Valley is awaiting a presentation Lﬁ?
Communities" plan? |~ early November.
(CP04-P06aP)
(cumulative) Currently, 11 communities are unable to progress, 2 are
How many gvyaiting presentation and 5 have said they do not wish to Jim
community council join up Fraser
;:ggier;as;/r?ga Actions we are taking 't_o i_mp_ro_ve_/maintain our
"Resilient performance: As the |!1|t|at|ve isin |t§ second year, [,ﬁ?
Communities” plan? B CPO4-POGa M CPO4-POBL numbers and t'argets will be reviewed in the coming
(CP04-PO6bP) months to review the next stage for those communities
(cumulative) Wl_th a_ctlve plans, and to plan the next steps for the
initiative.
HOW many peOp|e 2 o0 CP04-PO8P How many people have registered for SB Alert? 2,287 Observations: J|m
have registered for | 2z T 22 = The number of people sighing up to SB Alert is increasing Fraser

SB Alert?

2,000
1,750 B
1,500 |
1,250 1
1,000 |
750 1
500 1
250

220

NG g NG
“\r)\ Q\& G

& & & o
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av,

— Scotland {previous yr) - Av,

slightly each quarter, allowing people to receive
information on crimes and scans, and severe weather
warnings. However to encourage wider usage, current SB
Alert followers have been asked for feedback, which is
being used in local press releases.

Articles in SB Connect about getting ready for Winter will
also encourage residents to sign up, promoting the
benefits to individuals.
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many people CP04-P10P The number of people carrying out volunteer work with SBC 453 Observations: Shona
have carried out 550 Baseline this quarter. Smith

volunteer work with
SBC?

500
450
400
350
300
250
200
150
100

50

o
o
o
1
A

B Quarters -8 Target (Quarters)

In Q2 we had 453 volunteers who worked a total of
2027.5 hours. This equates to an economic benefit of
£24,613 to SBC. (This does NOT include Railway or Tour of
Britain volunteers)

Economic benefit is calculated as follows: the number of
volunteers X the average number of hours X average
hourly wage*

*average hourly pay for those living in the Scottish
Borders = £12.14 (2014), provided by Nomis.
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MAINTAIN AND IMPROVE
OUR HIGH QUALITY ENVIRONMENT
HOW ARE WE DOING?

Improving Road Safety Annual Household Waste (unverified) o

Number of people killed on Q2 2015 (Apr-Jun) 0.30% ®gi§§ﬂﬂfﬁﬂf§gr ders

Scottish Borders roads
|Q3 a
%

Number of people seriously injured
on Scottish Borders roads

63.24% 36.46%

Other treatment

Recycling

% of faults repaired within 7 days

Q4 2014/15
Q1 2015/16

Q2 2015/16
Q2 2015

For more on performance visit www.scotborders.gov.uk/performance or email performancef@scotborders.gov.uk
Correct at time of publication: 1 December 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, December 2015 (Q2 2015/16)

Corporate Priority 5: Maintain and improve our high quality environment

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many peOp|e CPO5-P67vP How many people are killed on our roads? 3 CO|II’1
5
are killed on our 45 : Ovens
roads? 4
3.5
3
2.5
1.5
1
05 How are we performing:
0 " " o " o The second quarter’s figures have now been validated and
ot &t & o &t it is confirmed that there were three fatalities on Scottish
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av, BO rders roads for that period.
—— Scotland (previous vr) - Av.,
How many peOp|e w CPO5-P6BVP How many people are seriously injured on our roads? 16 Actions we are taking to improve/maintain Colln
8
are seriously 275 performance: _ _ Ovens
injured on our s Continue to work W|t_h PoI_|ce S_cotlanc_l and other partners
roads? 20 and carry out analysis to identify accident cluster sites and
175 remedial measures.
15
12.5
10
7.5
5
2.5
o]
& & & & el
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,
— Scotland (previous yr) - Av.
HOW qUICk|y dO CP05-P13P How quickly do reported faulty street lights get repaired? 98 60/0 Observations‘ Colln
100% o 0 oo tut ) ' )
reported faulty i % 3% g Q2 (July 2015 - September 2015) - 717 faults, 707 fixed Ovens

street lights get
repaired?

97.5%
95%
92.5%
90%
87.5%
85%
82.5%

80%

) & & S &
B AV g oF o

& oy W S 8
& S A+

a fatd

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.

within 7 days, 98.6%. An increase on the number of faults
reported and repaired in Q2 of the previous financial year.
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Short Name Trend Chart Current [Commentary Long [Status |Managed
Value Term |against |By
Trend |Target

How much of our 36.46 Ross
household waste is Sharp-
recycled (%) Dent
(cumulative rolling
average) CPO5-
P62uaP -
UNVERIFIED l;;
(QTR) _

How are we performing:

A decrease was seen from 2013 to 2014 primarily due to

the removal of kerbside garden waste. Since the removal

of garden waste the recycling rate has remained steady.
How much of our 36.70% |Actions we are taking to improve/maintain RoOSS
household waste is performance: Sharp-
recycled (%) Between May and September 2015 we introduced food Dent

(cumulative rolling
average) CP0O5-
P62vaP -
VERIFIED (ANN)

waste collections to households in Galashiels, Tweedbank,
Peebles, Selkirk, Jedburgh and Hawick
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Short Name Trend Chart Current [Commentary Long [Status |Managed
Value Term |against |By
Trend |Target

How much of our 63.24 Ross
household waste Sharp-
goes to landfill (%) Dent
(cumulative rolling
average) CP0O5- How are we performing:
P62bP - Although the amount of waste landfilled has remained l;;
UNVERIFIED fairly consistent over the last 4 quarters, a small increase
(QTR) in the percentage of waste to landfill has been seen from

2013 to 2014. This is due to the percentage decrease in

the recycling rate, which was caused primarily by the

removal of the kerbside garden waste service. The total

tonnage of waste managed by the council has decreased

over this same period, suggesting a positive reduction in
How much of our 61.40% |total waste produced. Ross
household waste Sharp-
goes to landfill (%) Dent

(cumulative rolling
average) CP0O5-
P62vbP -
VERIFIED (ANN)

Actions we are taking to improve/maintain
performance:

Between May and September 2015 we introduced food
waste collections to households in Galashiels, Tweedbank,
Peebles, Selkirk, Jedburgh and Hawick.
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target

How much of our 0.30 Ross
household waste Sharp-
requires other Dent
treatment (%)
(cumulative rolling
average) CP05-
P62cP - How are we performing:
UNVERIFIED As the majority of our non-recyclable waste is disposed of
(QTR) in landfill, the amount of household waste treated

continues to be very low. It has remained fairly constant

over the last 4 quarters.

Actions we are taking to improve/maintain
How much of our 1.90% |performance: Ross
household waste The treated waste is composed of material sent to our Sharp-
requires other recyclers which cannot then be recycled, and is sent to Dent
treatment (%) - thermal treatment rather than landfill. We continue to
(cumulative rolling work with householders and our suppliers to minimise
average) CP05- these contamination levels.
P62vcP -
VERIFIED (ANN)
HOW mUCh Of our E‘DFDPDIZISfPEBP How much of our waste do we recycle at Community Recycling Centres? 51.62 HOW are we performing: ROSS
waste do we recycle | 5® w000 5251 >0 ‘ 5T The recycling rate a community recycling centres has Sharp-
at Community o remained fairly constant over the last four quarters. Dent

Recycling Centres?

45.00
40.00
35.00
30.00
25.00
20.00
15.00
10.00

5.00

0.00

"P\%
iy

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av,

— Scotland {previous yr) - Av,

Actions we are taking to improve/maintain
performance:

We continue to encourage householders to split their
waste into different streams at the Community Recyling
Centres to maximise recycling. We are working on a
redevelopment of Hawick Community Recycling Centre,
and we opened Kelso Community Recycling Centre in May
2015.
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06

DEVELOP OUR WORKFORCE
HOW ARE WE DOING?

Number of SBC active
e-learners (cumulati

4006

Scottish S [
Borders
—==COUNCIL Develoj

For more on performance visit www.scotborders.gov.uk/performance or email performancef@scotborders.gov.uk
Correct at time of publication: 1 December 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, December 2015 (Q2 2015/16)

Corporate Priority 6: Develop our workforce

Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
What 0/0 Of Working o CP06-P14P What % of working days are lost due to absence? 40/0 HOW are we performing: Clalr
days are lost due to | +s= Overall, the Council continues to meet its target in relation Hepburn
absence? % to absence.
3.5%
3% - - - - -
5% Actions we are taking to improve/maintain
%, performance:
L5% Each Service, including SB Cares, receives a monthly
U;; detailed report on absence rates in order that managers
. and HR advisors can work together to tackle areas where
»&*ﬁ o ’?‘,\e »s"\\b »a‘éf rates are higher than the target
& & o o &
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,
— Scotland (previous yr) - Av.
HOW many Of our CP06-P11P How many of our emplnyee(sczmjcattii:zl)y using SB Learn (our e-learning tool)? 4,006 HOW are we performing: Clalr
employees are 5,000 SB Learn continues to be used as a key learning tool by Hepburn

actively using SB
Learn (our e-
learning tool)?
(cumulative)

4,500
4,000
3,500
3,000 1
2,500
2,000
1,500
1,000
500
o

B
o

w B
nd
B o

@
N N

Q\A ey

& 2" o 2"

B Quarters B Target (Quarters) — Family Group (previous yr) - Av. SBC (previous yr) - Av,

— Scotland (previous yr) - Av.

staff across all service areas and is a valuable part of the
continuing development of staff

Actions we are taking to improve/maintain
performance:

HR is currently exploring ways to ensure that the resources
that are available online are made available to staff who
don't have access to PCs at work.
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target

CP06'P45 Work CPO6-P45P CPO6-P45 \Hnrk(g.iing;:Tﬁi:;nerZSn;:“—]Ill:;J;er:g)t Total Work Opportunities 54 Obsel‘vations: Cathle
Opportunities " & There are currently 54 opportunities being provided within Fancy
Scheme - Current &0 SBC through the Work Opportunities Policy. A breakdown is
Total Work 50 provided below.
Opportunities (incl. |
ESS supported 301
employees) 20 [,ﬁ?

10

o

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.
How many pOStS dO Executive - Supported Employment excl. ESS 0 Observations: Cathle
we currently have Employability Fund posts (blue on graph) are demand Fancy
for young people driven and contact will be made with departments when a
that are paid for suitable client is looking for an opportunity within an SBC
through the Skills department. To date all SBC departments have been I@
Development supportive when approached to support a placement within
Scotland their service. There are 3 placements currently being
"Employability arranged within SBC for a start within the next few weeks.
Fund"? (CP06-P31P) This year to date there has been 7 Employability Fund
How many student placements organised out with SBC. Cathie
Ebiiszynasasg?we The student.DIacement (green on graph) process is _ [ﬁ? Fancy
(CP06-P32P) W CPOE-PEIP M CPOS-P32P M CPOE-PITP currently being reviewed and changes made to how we link

up students with appropriate departments.

How many 38 Cathie
apprentices do we There are currently 29 male and 9 female apprentices (red Fancy

currently employ?
(CP06-P37P)

on graph) employed by SBC. Some were recruited during
2014/15, and some this financial year.
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
CPOG_P44 Work m(PI]E—PnMP CP06-P44 Work Opportunities Scheme - Current Other SBC opportunities 5 Obsel“vations: Cathle
Opportunities : “Other” opportunities include job tasters and short-term Fancy

Scheme - Current
“Other” SBC
opportunities

L R R N I - SR - T -1

M Quarters B Target (Quarters) — Family Group (previous yr) - Av,

@
N3
&

o

— Scotland (previous yr) - Av.

SBC (previous vr) - Av,

work experience. SBC departments will be contacted when
a client is looking for a short work experience placement
or job taster. This type of opportunity is driven by demand
and depending on the client group and what stage
individuals are at in their employment pathway, and it is
therefore not possible to set targets.

Q
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DEVELOP OUR ASSETS AND RESOURCES

g Scottish
AW Borders
—=— COUNCIL

/” monitored properties, the rest
ly measured once a year.

Q1 & Q2 2015/16 have been cooler ¢
the same period last year.

Energy Consumption (kWh) Energy Consumption (£) T
7,000,000 350,000
6,000,000 / 300,000 — -
5,000,000 250,000
4,000,000 // 200,000 \/
3000,000 " 150,000 —
2,000,000 \/ 100,000 /
1,000,000 - 50,000 A#
0 L 1 1 1 ] 0 L 1 1 1 — ]
Qi Q2 [ek} Q4 “ (e} } Q2 Q3 Q4 o
Electricity .Gas » \
2014/r 2014/15 w—— ‘ -
015/ — 2015/16 wwwmm :
nsumption figures are quarterly actuals for only Degree ay
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(cumulative)
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_/
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Q4 2014/15 Q1 2015/16
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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: 1 December 2015. Please note some performance indicators have at least a quarter lag in data.
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Corporate Priority 7: Develop our assets and resources

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

HOW mUCh COUI’]C” - CPO7-PO7P How much Council Tax is collected in a particular year? 57.820/0 HOW are we performing: Jenn|
Tax is collected in a | =% Collection levels are lower than expected due to staff Craig
particular year? o shortages (leading to backlogs) and a change in the way

80% people are choosing to pay (over 12 months as opposed to

o 10)

65%

60% Actions we are taking to improve/maintain I:;

oy performance:

5% | Customer Services is currently addressing capacity within

;:j:: | services to clear the backlog and our Sheriff Officers are

0% —— running a new campaign to target “in year” recovery.

o~ A et .Y
2013/14 W 2014/15 W 2015/16
What 0/0 Of CPO7-POGP What%o[industrial&cor‘;'l:::;:::ll?pruperties, owned by the Council, are 930/0 Observations: Bryan
industrial & oot McGrath
commercial 5% The number of property enquiries has marginally increased
properties, owned 50% compared to the first half of the year of 2014/15. Premises
EV thpe_equ)uncH, are | include the addition of the Galashiels Transport
ccupied:

80%

Interchange cafe. Eﬁ?

5%

0%

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av,

—— Scotland (previous vr) - Av.,
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target

HOW much haS the CPO7-PO3P How much has thefﬁ;l;csilnrredc:;:;d(zzhs:ll‘!’i;‘g‘;;s fixed assets (e.g. buildings), £311,57 HOW are we peI‘fOI‘ming: Andr‘eW
Council received for ijgzzzzzz 4.00 A total of 4 properties have been sold over the 2nd Drummon
selling its fixed £400,000.00 reporting quarter. While there are signs of market d-Hunt
assets (e.g. £350,000.00 = S recovery the capital receipts achieved are generally
buildings), shares f’gzzzgzz around the asking prices.
or debt? £200,000.00 . . . . .
(cumulative) £150,000,00 Actions we are taking to improve/maintain Ib

£100,000.00 performance:

e We are actively marketing 18 properties, and as

o~ o o o o part of our “Property and Assets” Corporate
&t & & o & Transformation programme, we continue to examine the
M Quarters - Target (Quarters) — Family Group (previous yr) - Av, —— SBC (previous yr) - Av, whole estate with a view to rationalisation where possible
—— Scotland (previous yr) - Av. and appropriate, including realising opportunities with
partners.
HOW many » Executive - Properties no longer required . 28 HOW are we peI‘fOI‘ming: Andr‘eW
properties are no 2 % Three properties on offer to Community Groups, five I@ Drummon
longer required? 5 instructions have or are about to be sent to selling agents d-Hunt
(CP07-P23) 20 and are to be marketed in near future. Others are awaiting
How many :: 18 title clarification. Andrew
roperties are 12 . . . . - . Drummon

proper 10 Discussions are ongoing with potential interested parties
advertised for sale? . . ; ) d-Hunt

8 with a view to setting closing dates on a number of the
(CP07-P24) 5 . -

ﬂ properties currently being marketed.
How many . 9 Andrew
properties are & & & One new property under offer following marketing Drummon
under offer? (CP07- ¢ & & exercise. A number of others are subject to long stop d-Hunt

P25)

B CPO7-P23P M CPO7-P24P M CPO7-P2SP

dates linked to planning consents. The remainder are sales
to sitting tenants, adjoining land owners or to businesses
for industrial development.
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW mUCh doeS the CPOT-P17aP How much does the Council spend on electricity? £185,52 AndreW
Council spend on P 1 Drummon
electricity? 250,000 d-Hunt
£225,000 +—
£200,000 +— .
£175,000 — How are we performing:
£150,000 {— Electricity consumption (kWh) has fallen in both Q1 and I@
f135-°°° ] Q2 of 2015-16. However an increase, in real terms, in the
e unit price of electricity has seen costs increase over this
£050,000 +— period.
£025,000 T—
£000,000 N s - Actions we are taking to improve/maintain
= _I;:;fg;mnaq,ceé ilt Estate continues to be reviewed part
- uncil’s Built Estate continues reviewed as par
CPOT-P17P How much electricity in kilowatt hours does the Council use?
How r.m.JCh. S Y 1,538,2 |of the Property & Assets Capital Investment programme Andrew
electricity in 38 and the wider Transformation programme. Works to Drummon
kilowatt hours does |s,000,000 d-Hunt

the Council use?

2,500,000

2,000,000

1,500,000

1,000,000

500,000

1]

ml |

2013/14 M 2014/15 W 2015/16

examine the whole estate with a view to rationalisation
where possible and appropriate (including realising
opportunities with partners), and investigating options for
implementing energy efficiency works to reduce energy
consumption, carbon emissions and associated costs, are
ongoing.
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
How mUCh dOES the CP07-P18aP How much does the Council spend on gas? £37,806 AndreW
Council spend on . Drummon
gas? £ d-Hunt
£125,000
£100,000
£75,000 +— Q
£50,000 .
How are we performing:
£25,000 1— w Gas consumption (kWh) has risen in both Q1 and Q2 of
£0.000 2015-16. The increases can be partially explained by
o & & cooler temperatures compared with last year (note that
201314 W 201415 W2015/16 the Q2 reductions each year are because the heating is
How mUCh gas in CP07-P18P How much gas in kilowatt hours does the Council use? 878,922 SW|tChed off between 1st June and 1st Septen’]ber‘)l AndreW
kilowatt hours does [*%®® . . . . Drummon
the Council use? R Actions we are taking to improve/maintain d-Hunt

4,500,000

4,000,000
3,500,000
3,000,000
2,500,000
2,000,000
1,500,000
1,000,000
500,000 w
'}
o oLy & ok

2013/14 W 2014/15 M 2015/16

performance:
As above.

8]
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Short Name Trend Chart Current [Commentary Long [Status |Managed
Value Term |against |By
Trend |Target
Number of Capital o Becutive - Copltalprofect> 102 How are we performing: Robert
Projects where RAG [® Of the 118 capital projects being managed by the Eﬁb Ferrier
status is "Green" zg Capital Projects team, two (Peebles 3G Pitch and Hawick
Number of Capital 7 14 3G Pitch) have a “red” status. Robert
Projects where RAG | ® . B . N . @ Ferrier
status is "Amber" 50 Actions we are taking to improve/maintain
40 performance:
Number of Capital | = . 2 A Capital Projects tracker is presented to Robert
Projects where RAG ;E u 4 Corporate Management Team and to the Executive Ferrier
status is "Red" 0 1 1 2 Committee on a regular basis. In relation to -
i & & Peebles and Hawick 3G pitches a report will be taken to
& N a® the January Executive on these specifically.
W CPO7-P49P W CPO7-PSOP M CPO7-PS1P
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ENSURE EXCELLENT, ADAPTABLE, COLLABORATIVE

AND ACCESSIBLE PUBLIC SERVICES
HOW ARE WE DOING?

Interactions
Q2 2015/16

logged through our
Customer Relationship
Management system

Complaints Q2 2015/16

Number of Social
’ Work complaints
received

face to face -
interactions

172

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

Freedom Of Information

Requests received 15 75
10 20
5 - 25
% completed on time
0 4 18.3 10.8 0
At Stage One At Stage Two After Escalation At Stage One At Stage Two After Escalation

(within 5 working days) (within 20 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: 1 December 2015. Please note some performance indicators have at least a quarter lag in data.
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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 C;]lilgdtl;ﬂﬁsp How many transactions were logged as handled by Customer Services staff? 44,338 HOW are we performing: LeS
transactions were 2o There has been a decrease of 535 (1.2%) interactions Grant;
logged as handled e compared to Quarter 1 of 2015/16. Portal
by Customer 40,000 Manager
Services staff? 0000 There has been a decrease of 62 (0.3%) face-to-face
o interactions compared to Quarter 1 of 2015/16.
10,000 There has been a decrease of 643 (2.5%) voice
. interactions compared to Quarter 1 of 2015/16.
& & & & & Actions we are taking to improve/maintain
W Quarters B Target (Quarters) — Family Group (previous yi) - Ay, SBC (previous yr) - Av., performa nce:
— Scotland (previous yr) - Av. Work is continuing to move customer contact from Face to
How many people Exec - Customer Services Interactions logged on CRM 18,267 |Face and Telephone to other more flexible and cost Les
were logged as 35,000 s effective channels. Grant;
coming into our 30,000 Portal
Contact Centres t0  |s,000 Manager
deal with our 20000
Customer Services
staff face to face? |"™™
(CP08-P63P) 10,000
How many people | *™ 24,897 Les
were logged as 0 Grant;
contacting our Portal
Contact Centres by Manager

phone? (CP08-
P65P)

W CPOS-POGSP M CPOS-POGSP
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Short Name

Trend Chart

Current |Commentary Long Status [Managed
Value Term |against |By
Trend |Target
HOW many requeStS (Pns—PnSBPHmumanyrequests[nrgl;:;r:z:g::;vljegdertheFreednmnflnfnrmatinnnct, 280 Obsel‘vations: Nuala
for information, =0 Over the longer term, the volume of FOIs continues to rise McKinlay
303 . .
under the Freedom | = steadily, although there has been a slight drop over the
of Information Act, | . last two quarters.
did we receive? o
150 3
100
50
3 & 3 © o
& & & fé &
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,
— Scotland (previous yr) - Av.
What percentage of |0 o e et i we commicte om ey oc" the Freedom ol | g 1 o7, How are we performing: Nuala
requests for 1;3; - 3% = ) o On average 91% of requests were responded to on time. McKinlay
information o The Information Team works closely with services to
received, under the | == ensure timely returns of information relating to FOIs.
Freedom of o
Information Act, did | .. A forum for SBC co-ordinators is planned to share good
[

we complete on
time?

30%
20%
10%

0%

e\\‘,’ \,;Q’ s
+ A

& & a a

W Quarkers - Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av,

— Scotland (previous yr) - Av.

practice and encourage support across services.
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
HOW many CPO8-P0O30P How many complaints were received by our Social Work service? 27 HOW are we pel‘forming: Sy|VIa
complaints were =z Q2 has seen twice as many complaints than the first Mendham
received by our quarter of the year. However they continue to be varied,
Social Work with no specific trends identifiable. Q2 complaints included
service? those for SB Cares, which are being dealt with in
accordance with Social Work procedures. I@
& L ) o o
P e\\ 5 e\\ ﬂgﬁ\,» FLOP&\ {ﬁ)\f}\
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,
— Scotland (previous yr) - Av.
HOW many 00 CPO8-P010P How many complaints did we investigate to completion? 172 HOW are we pel‘forming: LeS
complaints did we | . © 172 There has been an increase of 35 complaints investigated Grant;
investigate to - this quarter and an increase of 19 against the same period Portal
completion? last year. Manager

125

100

75

50

g N g N N
‘\9\* “\* )ﬁé‘ ’9¢§ ,En‘.’\
4 & & & &
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.

Of the 172 complaints received, 42% were upheld, 50%
were not upheld, and 8% were classified as “policy” (i.e.
related to a policy that has been approved at Council)

SBC uses information gathered from complaints to make
necessary performance improvements (see case study
include on Corporate Priority 8 cover page)
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Short Name

Trend Chart

Current |Commentary Long Status [Managed
Value Term |against |By
Trend |Target
The average t|me in SPSD-04aP The average time in unrl((él;gsg:ag:::)respnnd to complaints at stage one 4 HOW are we pel‘forming: LeS Grant
working days to e There has been a slight increase in the average number of
respond to 5 = = = = = days taken to respond to complaints at stage one for the
complaints at stage | .| same quarter last year.
one (SPS0-04aP) .
2 3
1
0
& & 5 4% oF
& & & & &
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,
— Scotland (previous yr) - Av.
The average t|me in SPS0-04bP The average time in unrl((él;gsg:ag:;:)respnnd to complaints at stage two 183 HOW are we pel‘forming: LeS Grant

working days to
respond to
complaints at stage
two (SPS0-04bP)

20 L L L L 1E3

181

15.9

L

i e\\"’ e

> N
+ P e
ot

a &

S S
N N3
& &
Wi 3
foid g

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.

There has been an increase in the average number of days
taken to respond to complaints at stage two for the same
quarter last year.
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
The average t| me in SPS0-04cP The average time in wnrkil;gpclsa[;su‘t‘:;)espnnd to complaints after escalation 1 O . 8 HOW are we perform i ng: LeS Gra nt
working days to 20 = = - . There were 8 stage two complaints that were escalated,
respond to 17.5 one within Chief Execs and seven within Place.
complaints after 15
escalation (SPSO- 125
04cP) 10
7.5
5 i
2.5
o & L o o
& + & 4 :z”“\* :S”“é\ f@
M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,
— Scotland (previous yr) - Av.
The number of D e T e tal i bar ¢ Stose o cone ot (aPe0- vy 0 v 25 2%l | 85 405 |How are we performing: Les Grant

complaints closed at
stage one within 5
working days as a
% of the total
number of stage
one complaints
(SPS0O-05aP)

100% L L L L

S0 88.4% 86.9% % -

80%
0%
60%
50%
40%
30%
20%
10%

0%

M Quarters M- Target (Quarters) — Family Group (previous yr) - Av, SBC (previous yr) - Av.

— Scotland (previous yr) - Av.

There has been a decrease of 4.6% in comparison to the
same quarter last year. Overall, the figure has remained
fairly consistent since the end of 2013/14, only fluctuating
between 85.3% and 88.4%.
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Short Name Trend Chart Current [Commentary Long |Status |Managed
Value Term |against |By
Trend |Target
The number of S R et atl e of okae o e e (2P0 a0 4275 252% 164 304, |HOow are we performing: Les Grant
complaints closed at| too% = ol = = = There has been a decrease of 29.7% in comparison to the
stage two within 20 | " ek N 126% same period last year. Whilst the percentage of complaints
working days as a 70% responded to within timescales at stage 2 shows a marked
% of the total 60% fall over the same period last year, this actually represents
number of stage s just 1 additional failure as the total number of complaints
two complaints 30% moving to stage 2 has also fallen from 28 to 23. I@
(SPSO-05bP) 20%
o Of the 5 that were not completed on time, 2 had agreed
& P & e & extensions to the time line with the customer.
’P\' ’P\. ’P\ )]9\. ’&\.
& & & o &

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.
The number of S e Total mumber of escalated stage twa complamis (pe0-oscry ' |100%  |How are we performing: Les Grant

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

110%
100%
0%
80%
0%
60%
50%
40%
30%
20%
10%
0%

1 1

& &
*\ \?\\ ’)«\\

= o

a &

M Quarters B Target (Quarters) — Family Group (previous yr) - Av, SBC (previous vr) - Av,

— Scotland (previous yr) - Av.

Out of the 8 complaints within stage two that were
escalated, 1 was within Chief Execs and 7 were within
Place.




