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MAIDSTONE BOROUGH COUNCIL 

 
MINUTES OF THE CORPORATE SERVICES OVERVIEW AND 

SCRUTINY COMMITTEE MEETING HELD ON TUESDAY 7 
AUGUST 2012 

 
PRESENT:  Councillors Black, English, Mrs Grigg, Gooch 

(Chairman), Hogg, Pickett, Moss, Mrs Stockell and 
Yates. 

 
 

22. The Committee to consider whether all items on the agenda should 

be web-cast.  
 

It was resolved that all items be webcast. 
 

23. Apologies.  

 
Apologies were received from Councillor Mrs Gibson. 

 
24. Notification of Substitute Members.  

 

Councillor Black substituted for Councillor Mrs Gibson. 
 

25. Notification of Visiting Members.  
 

Councillors Mrs Ring, Wilson, Greer and Paine were noted as a Visiting 
Members. The Cabinet were present as witnesses for item 9 on the 
agenda, Cabinet Priorities for the 2012-13 Municipal Year. 

 
26. Disclosures by Members and Officers:  

 
There were no disclosures. 
 

27. To consider whether any items should be taken in private because 
of the possible disclosure of exempt information.  

 
It was agreed that all items be taken in public as proposed. 
 

28. Minutes of the meeting held on 12 June 2012.  
 

It was resolved that the minutes of the meeting held on 12 June 2012 be 
agreed as a correct record of the meeting and duly signed. 
 

29. Annual Performance Plan  
 

Following an overview of the report from the Scrutiny and Policy Officer 
the Assistant Director of Environment & Regulatory Services responded to 
questions on the Annual Performance Plan and the poor performance of 

the Park and Ride Service.  He explained that a detailed audit was to be 
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undertaken on the service which would provide a better understanding of 
the business and enable a more robust approach. He informed the 

Committee that a report to the Cabinet Member would detail proposals to 
realign the buses services offered to the customer need. It would also 

address the necessity to create a more attractive customer experience. 
 
The issue of the Park and Ride being a subsidised service was discussed 

and the Sittingbourne Road site was highlighted by Members as an area 
where costs could be reduced.  The officer agreed that this was an issue 

but explained that there is two and a half years left to run on the present 
agreement.  
 

In relation to the performance indicator INT00, ‘Percentage of the borough 
covered by broadband,’ the Committee requested a map of the borough 

showing broadband coverage in both urban and rural areas. 
 
It was felt that the description of the indicator CDP003 ‘Percentage of 

residents participating in neighbourhood planning as a percentage of the 
ward population,’ required review in order to make a distinct difference 

between Neighbourhood Action Planning and Neighbourhood Planning. It 
was clarified that this had already been addressed and two distinct terms 

would now be used; Neighbourhood Action Planning and Neighbourhood 
Spatial Planning. 
 

It was resolved that:  
a) The report be noted; and  

b) The following information be provided to the Committee: 
• a map of the borough showing broadband coverage in both urban 

and rural areas. 

 
30. Amendment to Order of Business  

 
It was agreed that items 10 & 11, Review of Complaints and Review of 
Complaints January-March 2012 should be taken together, before item 9, 

Cabinet Priorities for the 2012-13 Municipal Year. 
 

31. Review of Complaints 2011-12 & Review of Complaints January - 
March 2012  
 

Following an overview of the reports from the Senior Corporate Policy 
Officer, Members were informed that the new complaints system was 

ready and training would be rolled out across the authority.  In response 
to questions it was explained that further work would be undertaken on 
the correct categorisation of complaints and enquiries.  The new system 

would enable two names to be recorded against each complaint which 
would give visibility to those reported by Councillors on behalf of a 

resident with both the Councillor’s and resident’s names recorded against 
the complaint.  
 

The Committee considered ways in which complaints were handled.  The 
Officer confirmed that verbal responses were followed up with a written 

response and that email responses contained the same written content as 
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a response sent by letter. The Committee emphasised the importance of 
good grammar in all complaints correspondence.    

 
It was resolved that: 

 
a) The reports be noted; and 
b) The Head of IT be invited to the next meeting to answer the 

Committee’s questions on the new Complaints System. 
 

32. Cabinet Priorities for the 2012-13 Municipal Year 
 
The Cabinet Member for Community and Leisure Services, Councillor John 

A Wilson, the Cabinet Member for the Environment, Councillor Marion 
Ring, the Cabinet Member for Economic and Commercial Development, 

Councillor Malcolm Greer and the Cabinet Member for Planning, Transport 
and Development, Councillor Stephen Paine, outlined their priorities for 
the 2012-13 Municipal Year. 

 
Housing was an area highlighted to the Committee by the Cabinet Member 

for Community and Leisure Services. Members were informed that the 
new Empty Homes Strategy would seek to mitigate the risks brought 

about by the current economic situation.  Parks and Open Spaces and in 
particular, Mote Park, was discussed.  It was explained that the Mote Park 
Maintenance Plan was an opportunity to continue to develop the park over 

the next 10 years with a focus on events and volunteering.   
 

Members of the Committee questioned whether Parks and Open Spaces 
would be impacted as a result of the implementation of the Parish 
Services Scheme. The Cabinet Member stated that details of the Scheme 

had not yet been finalised. He was asked if the customer satisfaction from 
recent surveys could be maintained, and he explained that currently 

customer satisfaction in Mote Park and Cobtree Park was high. 
 
The final area of the Cabinet Member’s portfolio discussed was Community 

priorities. Members were informed that Domestic Abuse and Road Safety 
were the two main areas being addressed.   

 
The Cabinet Member for the Environment responded to Members 
questions on litter and street cleansing.  The Committee discussed the 

responsive approach taken by the Council to reports of littering or 
requests for grass cutting. Councillor Ring explained that the first step 

with all reports would be to establish if it was an area Maidstone Borough 
Council (MBC) was responsible for. The Committee were informed that at 
the end of August officers from MBC would be meeting with officers at 

Kent County Council (KCC) to address recouping money spent by MBC 
responding to areas of KCC responsibility in the borough. 

 
The Committee offered their congratulations to George Gray and his team 
for the excellent service offered. 

 
The Cabinet Member for Economic and Commercial Development informed 

the Committee of the successful opening of Jubilee Square which had 
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been put forward for a Kent Design Award.  He explained that the focus 
was on maximising all the Councils assets, including Jubilee Square.  An 

Events Management provider was being sought to facilitate this.  
  

Councillor Greer spoke of the encouraging rise in visitor numbers following 
the extension to the museum.  The Committee were informed that the 
new wing had received an award from Royal Institute of British Architects 

(RIBA). The Cabinet Member discussed options for driving the Visitor 
Economy forward including ‘borrowing to invest’. 

 
The success of the Olympic Torch events were noted by the Committee 
and Members offered their congratulation to officers. 

 
Finally the Committee heard from the Cabinet Member for Planning, 

Transport and Development.  He explained enormity of the decisions 
currently being made in relation to the Core Strategy and the importance 
of Member involvement. 

 
With regards to transport issues the Cabinet Member told members that 

you could not discourage car use but it was important to have good bus 
and cycle routes in place. 

 
The National Planning Policy Framework (NPPF) was discussed and 
arrangements that had been made between neighbouring parishes who 

were coming together to improve their understanding.  A Planning officer 
was to work with the parishes in an advisory capacity. 

 
It was recommended that: 
 

a) All updates be noted; and 
b) An update on the progress of Events Management be sought from 

the Cabinet Member for Economic and Commercial Development. 
 

33. Amendment to Order of Business  

 
It was agreed that Items 12 and 13, Budget Strategy 2013-14 onwards 

and Capital Programme 2012-2016 should be taken together as one item. 
 

34. Budget Strategy 2013-14 Onwards & Capital Programme 2012- 

2016  
 

Following an overview of the reports from the Head of Finance and 
Customer Services, Members described the decisions taken by Cabinet on 
the Capital Programme as sensible. In response to Members questions it 

was explained that Cabinet would be making a decision on the schemes 
going forward in December.  The Committee were informed that officers 

had been asked to come forward with proposals for the £1.3 million under 
spend and were separately being asked to put forward funding 
suggestions for the Capital Programme. 

 
A member of the Committee raised the recommendation made in the 

Council as a Business Review for the appointment of a cross party Budget 
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Working Group.  This was to enable the Committee to consider the Budget 
Strategy and proposals for the Capital Programme in more detail and 

providing a ‘risk sounding board’ as part of the budget making process.  
The recommendation was approved by Cabinet in June.   

The Chairman asked the Committee for nominations and Councillors Moss, 
Yates and English were appointed to the working group. 
 

It was resolved that: 
 

a) The cross-party Budget Working Group be established; and 
b) The first meeting be arranged by the Scrutiny Officer. 

 

 
35. Future Work Programme and Forward Plan of Key Decisions  

 
The Committee considered its Future Work Programme and the Forward 
Plan of Key Decisions.  Members were also asked to consider the 

recommendations made to the Committee from the (old) Standards 
Committee and the Corporate Governance Working Group. 

 
The Committee resolved that the recommendation from the (old) 

Standards Committee to include the monitoring and evaluation of the 
introduction and implementation of the new ethical standards regime 
should be included as a topic in its future work programme.   

 
The Committee discussed the recommendation from the Corporate 

Governance Review Group for a nomination from the Conservative Group 
for a member to be part of the Corporate Governance Review group.  It 
was felt that a member should be selected by the Group’s Leader on the 

basis of their expertise. 
 

It was resolved that: 
 

a) The monitoring and evaluation of the introduction and 

implementation of the new ethical standards regime should be 
noted as a topic on the Committee’s future work programme; and 

b) The Leader of the Conservative Group be requested to put forward 
a member for the Corporate Governance Review group. 

 

 
36. Duration of Meeting 

 
6.30 p.m. to 9.35 p.m. 
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MAIDSTONE BOROUGH COUNCIL 
 

CORPORATE SERVICES OVERVIEW AND SCRUTINY COMMITTEE 
 

6 NOVEMBER 2012 
 

REPORT OF THE HEAD OF CHANGE AND SCRUTINY 

 

Report prepared by Ellie Kershaw 

 
 

1. REVIEW OF COMPLAINTS APRIL-JUNE 2012 
 

1.1 Issue for Decision 
 
1.1.1 To consider the Council’s performance in dealing with complaints 

during April-June 2012. 
 

1.2 Recommendation of the Head of Change and Scrutiny 
 
1.2.1  That the Committee notes the performance in relation to 

complaints and agrees action as appropriate. 
 

1.2.2 That the Committee note the compliments received by teams and 
individual officers within the Council. 

 
1.3 Reasons for Recommendation 
 
1.3.1 In order to ensure that complaints are being dealt with effectively 

and within corporate timescales it is important that a monitoring 
mechanism is in place. 
 

1.3.2 Details of the complaints received broken down by service area, 
timeliness and category can be found at Appendix A. Complaints 
have been categorised, but many complaints will be about more 
than one element (e.g. both policy and staff attitude). 

 
1.3.3 During the period April-June 2012, 139 Stage 1 complaints were 

closed, of which 131 (94%) were responded to in time. This is an 
improvement from 88% in the previous quarter. A further two 
complaints were recorded by the complaints system as being 
responded to late but this was not the case – there were problems 
accessing the system to close complaints formally. 

 
1.3.4 Of the complaints responded to outside the target time three were 

about Development Management, three about Housing Services, 
and one each about Parking Services and Revenues. 
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1.3.5 The services which dealt with the highest number of complaints 
were: 
• Waste Services (36, including two which were due to Contact 

Centre error) 
• Economic Development (18) 
• Development Management (16, including one which was due to 

Gateway error) 
• Housing Services (15) 

 

1.3.6 Waste Services receive an understandably high number of 
complaints given the number of residents served. This quarter an 
unusually high number of complaints were received by this service 
(36 compared to an average of 21 per quarter last year and 14 in 
last year’s Q1), though this still represents only 0.0016% of 
collections. 
• Two of these complaints were due to Contact Centre error 

though dealt with by Waste Services. 
• Thirteen of the complaints were about the garden waste sacks 

not being strong enough and starting to decompose. This has 
now been addressed through changes to the garden waste 
service. 

• Thirteen of the complaints were primarily about missed 
collections, missed waste during a collection, or failure to return 
for a missed bin. Of these five were not genuine misses, but 
were due to bins not out or in the wrong place (or a collection 
not actually being due). 

 
1.3.7 Economic Development received eighteen complaints this quarter 

compared to a total of three during the whole of last year. All of 
these complaints were related to changes in the High Street area, 
including a new kerb being the same colour as the road and 
therefore a hazard, trips and falls or near misses due to the works, 
the impact of works on local businesses, the standard of the works, 
and the closure of disabled bays in Pudding Lane. 
 

1.3.8 Development Management received sixteen complaints, of which 
one was due to Gateway error. Four of the complaints were from 
customers unhappy with planning decisions. 

 
1.3.9 Housing Services received fifteen complaints. Three of the 

complaints were from customers unhappy about housing points 
allocation decisions. The service is currently working to develop a 
new system for classifying appeals as opposed to complaints. 

 
1.3.10 Six Parking complaints were about policy, of which three were 

about the way visitor parking permits run on a yearly cycle so that 
sometimes people buy a permit at the full price yet it is valid for 
only a few months. We recommend that this policy is reviewed on 
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the grounds of value for money and providing services that are 
customer focused. 

 
1.3.11 Five Revenues complaints were about service but no particular 

trend is apparent among these. 
 

1.3.12 Five Environmental Enforcement complaints were about staff, in all 
cases litter enforcement officers. In four cases bodycam footage 
was reviewed by a manager and deemed to show that officers had 
behaved professionally and courteously; in the fifth there was no 
bodycam footage, the officers were interviewed by a manager and 
denied claims they had been sarcastic to the complainant. 

 
1.3.13 Twenty Stage 2 complaints were processed in this quarter. 

Eighteen (90%) were answered on time. This is a slight 
improvement from 88% in the previous quarter. Of the Stage 2 
complaints, eight were about Development Management, four 
about Revenues, four about Housing Services, two about Waste 
Services, and one each about Spatial Planning and the Hazlitt 
Theatre. 

 
1.3.14 A breakdown of complaints satisfaction surveys can be found 

at Appendix B. 109 surveys were sent out and 40 (37%) have 
been returned. Eighteen (45%) of the respondents were very 
satisfied or satisfied, which is an improvement from 31% last 
quarter. Seven were neither satisfied nor dissatisfied. Fifteen were 
dissatisfied or very dissatisfied. 

 
1.3.15 Six dissatisfied or very dissatisfied respondents and one satisfied 

respondent said their complaint was not understood. One customer 
said that the response to a complaint about garden sacks had not 
taken into account the fact that it was a recent issue but it is not 
clear whether this was mentioned in the original phone complaint – 
this was answered in a later phonecall. Another customer’s 
accompanying letter raised several issues which have been passed 
on for a stage 2 response. In the other 4 cases it seems that the 
complaint was responded to fully and no further action can be 
taken without more information from the customer. 

 
1.3.16 Two dissatisfied or very dissatisfied respondents and one who was 

neither satisfied nor dissatisfied said their complaint was not 
responded to within ten days, but records show that all of these 
complaints were closed on time. 

 
1.3.17 Some other survey respondents also wrote comments: 

• Two respondents were unhappy that the Council had not 
admitted any fault (one when poll cards were not received, one 
concerning dangerous High Street kerbs). 
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• Two respondents were unhappy that the garden waste bags 
would not be changed. The complaint response had suggested 
using bins instead.  One of these respondents was unhappy that 
no refund for extra bags needed had been offered. 

• One person states that a road sweeper has not yet swept the 
road, but the original complaint was about the quality of the 
garden waste sacks, leading to the customer being provided 
with an extra roll for double bagging. 

• One customer who was injured by a temporary sign on the High 
Street commented that ‘Kent Highways denied liability, MBC 
denied liability, and contractors have not responded.’ This 
comment was forwarded to John Foster who contacted the 
contractor, who agreed to provide compensation. 

• One customer said he was ‘still’ awaiting data requested as a 
FOI request as part of his complaint. In fact this was a repeat of 
an earlier FOI request which had been declined on data 
protection grounds. A response was sent to the complainant 
within sixteen working days of receipt of this further FOI 
request, clarifying the issue and confirming that earlier 
information provided was accurate. 

• One customer sent with his survey response a long letter 
reiterating concerns about insufficient disabled parking bays in 
the town centre, saying that the bays listed in the complaint 
response were unsuitable as they are too far from shops or from 
seats. He also stated that different levels of footpath make an 
unspecified street a ‘black spot’ and asked why disabled people 
cannot drive both ways between King Street and the High 
Street. As the customer has previously raised similar issues 
which eventually went to the Ombudsman, the Head of Legal 
Services decided not to take this complaint to Stage 2 as the 
customer has not specifically requested this. 

 
1.3.18 21 complaints raised potential safety issues: 

• Thirteen complaints were about the safety of the High Street 
works and the new paving. Of these ten were specifically about 
the kerb near the bus stops being the same colour as the road 
and thus easy to trip over. As well as severe bruising, grazes 
and damage to clothing/spectacles, customers injured included 
an elderly lady who broke one ankle and damaged ligaments in 
the other and spent six weeks in a nursing home, another with a 
broken ankle, a lady who had to have stitches to her lip, a lady 
who broke a knee cap and spent a while in hospital in a full leg 
cast, a gentleman with facial injuries and a lady with a damaged 
hand. Customers also reported injuries to acquaintances who 
had not complained themselves and people said that 
shopkeepers, bus drivers and taxi drivers state that trips are 
very frequent. 
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• One customer complained about a dangerous sign at what he 
thought was a ‘pedestrian entry point’ to a carpark containing a 
bottlebank, closed on Sundays. In fact this is an unauthorised 
access route and the customer was advised that he should not 
use it. 

• One customer complained that the temporary accommodation 
provided for her and her baby was unsafe, with mice and drug 
users, and said her violent ex-partner may be in the area. The 
complaint response reported that a thorough risk assessment 
had been done on the accommodation, and the customer’s ex-
partner was not housed in the vicinity. 

• One customer complained that very hot tarmac in Mote Park was 
unmarked, and her dog ran onto it and was burnt. She also said 
that truck drivers in the area were careless. The complaint was 
referred to the contractor and the customer was asked to 
contact the Council if no response was received within a week. 

• One customer alleged that the Council had failed to respond to 
child neglect, but this was found to be unsubstantiated by 
examination of a complex series of responses to issues raised by 
the customer (who is classified as a vexatious complainant). 

• One complaint to Spatial Planning was about a listed building 
which had collapsed into the road – the complainant said that 
the Council had been negligent in securing it several years ago. 
The complaint response said that it had not been possible to 
carry out works to the structure as the owner could not be 
identified. 

• A customer complained about an MBC van parked on the 
pathway near a school. The officers involved have been 
reminded that they should have arranged the works for when 
children were not entering or leaving the school. 

 
1.3.19 Six complaints were primarily about alleged discrimination or 

about unfair disadvantage for people with protected 
characteristics: 
• One customer complained that the kiosks in the Gateway are too 

high for a customer in a wheelchair, particularly when entering 
PINs. The height of one machine has now been reduced and the 
customer has been updated. 

• One customer complained about the closure of disabled parking 
bays in Pudding Lane. This is discussed in the final bullet point 
of 1.3.17 above. 

• One customer complained that there were not enough spaces for 
wheelchairs at the Hazlitt Theatre (contrasting it to the Marlowe 
Theatre). The Council’s Stage 2 response explained that 
installing more disabled spaces would compromise emergency 
exits, and that the Theatre tries to sell disabled space tickets 
last to give people a chance to book. The Theatre has one 
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wheelchair space for every 88 spaces which is a greater 
proportion than at the Marlowe Theatre. 

• One customer felt that the questions and language used by a 
housing officer were discriminatory and offensive – the officer 
seems to have queried whether the customer was a British 
citizen. The complaint respondent assured her that the officer 
has received full training in completing interviews in a respectful 
manner, and apologized if she felt that the in-depth questions 
which must be asked were offensive. 

• One customer reported problems accessing streets around 
Maidstone in a disability scooter. This issue was referred to KCC 
as a highways matter. 

• One customer complained to Parks and Leisure about the lack of 
parking for blue badge holders by the lake, especially as 
members of fishing and model boat clubs could park there. The 
response highlights disabled parking areas connected to the lake 
by a DDA-compliant footpath, and states that club members are 
now requested to park in another area. 

 
There were also a number of complaints which, whilst not primarily 
about discrimination, contained references to it; Four people 
complaining primarily about service or policy in Housing Services 
mentioned that they have mental health problems which might be 
exacerbated – one lady resented implications that because she had 
mental health problems she was delusional about neighbor noise. 
Two complaints about the waste service also referred to disability 
(heavy bins not being an acceptable alternative to weak garden 
waste sacks, and a missed bin at a pullout). Two people 
complaining about the behaviour of Environmental Enforcement 
litter officers said that they might make vulnerable people feel 
particularly uncomfortable, with one lady suggesting that the 
officer concerned liked to feel power over women. One complainant 
about the condition of the High Street works also noted that they 
made navigation in a wheelchair difficult. 

 
1.3.20 It has been noted several times that many complaints records 

are incomplete, which causes problems in analysis and when 
complainants refer back to earlier communications. Reminders to 
improve this have been included in core briefs. Where Q4 
complaints records were incomplete or insufficiently detailed, the 
complaint holder was asked to improve them. It is suggested that 
CLT raise this issue with Heads of Service. 
 

1.3.21 Officers have previously been reminded to ensure that the relevant 
box is ticked on the Complaints system if the complainant alleges 
discrimination. Of the six complaints alleging discrimination, four 
had a box ticked (not always the correct one). Six of the nine other 
complaints mentioning a protected characteristic had a box ticked. 
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As complaints will not be checked individually once the new IT 
system is in place, officers will need to ensure these boxes are 
ticked where relevant. 

 
1.3.22 Some complaints were logged as being dealt with by the wrong 

team – these have been reclassified. In four other cases, further 
investigation found that the complaint resulted from error by a 
team other than the one dealing with the complaint (in all cases 
the Gateway/Contact Centre). These have been classified 
according to the team which dealt with the complaint (in order to 
give an accurate picture of response times), but a note has been 
included where the complaint resulted from the error of another 
team. A complaint which was passed to KCC as a highways issue 
was also logged. Those who log and respond to complaints should 
check that they are assigned to the correct team. 

1.3.23 Many compliments have also been received by the Council this 
quarter. 
• Eight compliments were made to Waste Services for consistent 

good service or going beyond the call of duty. 
• There were six compliments about improvements in Mote Park, 

including new bins, signage, landscaping, the swing park, the 
café, new paths and the wooden bridge and waterfall. 
Comments included, ‘I just wanted you to know that it is greatly 
appreciated and that the Council have done a wonderful job 
here. Thank you’; ‘Have lived in Maidstone all my life and spent 
many, many, hours in the park as a boy in the 1950s and 
cannot praise the improvement too much.’ Another customer 
wrote in to say thank you for the prize received after he 
completed the Mote Park survey. 

• There was also a compliment about Brenchley Gardens – ‘We 
think the gardens look superb and it's lovely to stroll around 
them. Please pass on our thanks to Trevor Brockway and his 
colleagues in the Parks team for all their hard work.’ 

• Three compliments were received by the Contact Centre, 
including one thanking Cerian Norton and one thanking Christine 
Riley. 

• A customer who did not speak fluent English wrote to thank the 
Council for the help he received at the Gateway, saying ‘I just 
love to say you’re AMAZING and a BIG thank you for being there 
for me J ’. 

• Two compliments were made to Grounds Maintenance for 
working to make areas look much more pleasant. 

• One customer wrote to thank those involved in organising the 
Olympic torch relay celebrations – ‘A great time was had by all.’ 

• A member of Boxley Parish Council praised the refurbishment 
work tendered to MBC’s Depot team at Weavering Diamond 
Jubilee Orchard. The support provided by Doug Brown, Darren 
Rouse and the team was described as ‘brilliant’ and ‘totally 
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professional’. The writer added, ‘Local authorities are often soft 
targets for criticism and people forget the good things that they 
do so I’m more than happy to praise and thank MBC when I 
can.’ 

• Notable feedback from a customer centricity focus group praised 
the Cleansing team, ‘MBC council does well… by 7am the streets 
are clean again, despite being in chaos the night before. Seeing 
that makes you feel marvellous.’ 

• A compliment was also received about a Democratic Services 
polling clerk during voting. 

 
1.3.24 The new Complaints System is now running and users are being 

added to the new system by IT.  
 

1.4 Alternative Action and why not Recommended 
 
1.4.1 The Council could choose not to monitor complaints handling but 

this would impact severely on the Council’s ability to use 
complaints as a business improvement tool. 

 
1.5 Impact on Corporate Objectives 

 
1.5.1 Customer service is a core value and one of the Council’s priorities 

is Corporate and Customer Excellence. Management of complaints 
is critical to the success of this objective. 

 
1.6 Risk Management 

 
1.6.1 Failure to manage complaints in a robust fashion represents a 

service, financial and reputational risk to the Council. Regular 
reports are produced for CLT and also presented to the Corporate 
Services Overview and Scrutiny Committee. Monitoring is carried 
out by the Senior Corporate Policy Officer. 

 
1.7 Other Implications 
 

1. Financial 
 

 
x 

2. Staffing 
 

 
 

3. Legal 
 

 
 

4. Equality Impact Needs Assessment 
 

 
 

5. Environmental/Sustainable Development 
 

 

6. Community Safety 
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7. Human Rights Act 
 

 

8. Procurement 
 

 

9. Asset Management 
 

 

 
Two customers were offered money to cover parking tickets. One 
customer was offered an ex gratia payment of £100 by the 
Planning department.  For the two businesses which complained 
about the business impact of the High Street works, one was 
referred to the insurers and one was referred to the Valuation 
Office Agency to determine whether business tax rebates could be 
granted. A lady injured on the High Street was granted 
compensation for damaged clothing by the contractor. Three court 
summons fees were withdrawn/refunded by Revenues. The Parking 
team waived an administrative fee of £10. 

 

1.8 Appendices 
 
Appendix A – 2012-13 Q1 Stage 1 Complaints Timeliness and  
Categorisation 
Appendix B – 2012-13 Q1 Complaints Satisfaction Surveys 

 
 
 
 
 

14



 

D:\moderngov\Data\AgendaItemDocs\4\7\4\AI00013474\$qunk4mkr.doc 

 

 

IS THIS A KEY DECISION REPORT? 
 
Yes                                               No 
 
 
If yes, when did it first appear in the Forward Plan?  

 
………………………………………………………………………………………………………………………….. 
 
 
This is a Key Decision because: ……………………………………………………………………….. 
 
……………………………………………………………………………………………………………………………. 
 
 
 
Wards/Parishes affected: ………………………………………………………………………………….. 
 
…………………………………………………………………………………………………………………………….. 

 

X 
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Appendix A: 2012/13 Q1 complaints categorisation and timeliness 

Service Number 

On 

time Late 

% on 

time Service Policy Staff 

Time 

taken 

Lack of 

contact Discrimination 

Waste Services 36 36 0 100% 16 19 1 0 0 0 

Economic Development  18 18 0 100% 16 1 0 0 0 1 

Development Management 16 13 3 81% 5 6 1 4 0 0 

Housing Services 15 12 3 80% 8 3 0 0 3 1 

Parking 10 9 1 90% 2 6 2 0 0 0 

Revenues 9 8 1 89% 5 3 1 0 0 0 

Environmental Enforcement 8 8 0 100% 2 1 5 0 0 0 

Democratic Services 5 5 0 100% 3 1 1 0 0 0 

Parks and Leisure 4 4 0 100% 3 0 0 0 0 1 

Spatial Planning 3 3 0 100% 3 0 0 0 0 0 

Customer Services 3 3 0 100% 1 0 1 0 0 1 

Benefits 2 2 0 100% 2 0 0 0 0 0 

Bereavement Services 2 2 0 100% 2 0 0 0 0 0 

Museum 2 2 0 100% 2 0 0 0 0 0 

Hazlitt Theatre 1 1 0 100% 0 0 0 0 0 1 

Building Control 1 1 0 100% 1 0 0 0 0 0 

Cleansing 1 1 0 100% 1 0 0 0 0 0 

Community Development 1 1 0 100% 0 1 0 0 0 0 

Grounds Maintenance 1 1 0 100% 1 0 0 0 0 0 

About a KCC matter (recorded as 'Other') 1 1 0 100% 0 0 0 0 0 1 

TOTAL 139 131 8 94% 73 41 12 4 3 6 

2 complaints handled by Waste Services were due to CTC error 

1 complaint handled by Development Management was due to Gateway error 

1 complaint handled by Parking Services was due to Gateway error 

1 of Parks and Leisure’s complaints was about the behaviour of stallholders at the Kite Fair, rather than anything controlled by the Council. 
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Appendix B: 2012/13 Q1 complaints satisfaction survey responses 

 

Service Total 

Very 

satisfied Satisfied 

Neither 

satisfied 

nor 

dissatisfied Dissatisfied 

Very 

dissatisfied 

Benefits 1 1 0 0 0 0 

Bereavement Services 1 0 0 1 0 0 

Cleansing 1 0 1 0 0 0 

Customer Services 1 0 0 1 0 0 

Democratic Services 2 0 0 0 1 1 

Development Control 1 0 0 1 0 0 

Economic Development 8 1 2 1 1 3 

Environmental Enforcement 1 0 0 0 0 1 

Hazlitt Theatre 1 0 0 0 0 1 

Housing Options, Private Sector Housing or Housing 

Policy 1 1 0 0 0 0 

Museum 1 0 0 0 0 1 

Parking 3 0 1 2 0 0 

Revenues 2 0 2 0 0 0 

Spatial Planning 2 0 1 0 0 1 

Waste Services 14 3 5 1 2 3 

TOTAL 40 6 12 7 4 11 
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MAIDSTONE BOROUGH COUNCIL 

 
CORPORATE SERVICES OVERVIEW & SCRUTINY COMMITTEE 

 
6 NOVEMBER 2012 

 
REPORT OF HEAD OF CHANGE & SCRUTINY  

 
Report prepared by Clare Wood   

 
 

1. QUARTER 1 KEY PERFORMANCE INDICATOR REPORT 2012/13 
 

1.1 Issue for Decision 
 

1.1.1 The Committee are asked to consider progress made in the first quarter of 
2012/13 for the authority’s key performance indicators (KPIs) at Appendix A. 

 

1.2 Recommendation of Head of Change & Scrutiny 
  
1.2.1 It is recommended that Corporate Services Overview & Scrutiny 

Committee: 
 
a) Note the progress and out-turns of the KPIs (Appendix A), definitions are 

included for reference at Appendix B; 
 

b) Note the areas where Cabinet have requested action plans to address  
performance concerns: 

 
HSG PS 002 – Number of homes occupied by vulnerable people made 
decent – The lower level of performance is attributed to reduced take up 
of grant programmes targeted at vulnerable households and an 
increased number of service requests relating to non-vulnerable 
households. This target was also set prior to grant funding for 2012/13 
being confirmed. 
 

HSG 005 – The number of households prevented from becoming 
homeless- Lower performance levels are the result of a range of issues 
including, an increase in the number of homelessness decisions, parental 
evictions and difficulty in accessing the private rented sector. 
 
CTC 001 – The average wait time for calls into the contact centre – after 
not achieving the annual target last year and requesting that the 
2011/12 target be retained the quarterly target has not been achieved. 
The service manager has attributed the lower performance level to both 
the number of bank holidays in the quarter and capacity issues. As the 

Agenda Item 9
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issue with Bank Holidays is a trend that has previously been identified it 
is suggested that mitigation measures are looked into. 
 
CTC 002 – The percentage of visitors to the Gateway responded to 
within 20 minutes – performance in this area has declined, as with the 
indicator above this is being attributed to the number of Bank Holidays 
as well as capacity issues tied up with training needs.  

 
c) Note the areas where performance has declined and requires further 

monitoring: 
  
PKG 007- Number of onboard P&R transactions – the number of 
transactions continues to decline, it is 11% down from 2009/10.  
Although this service is being reviewed it is recommended that this 
indicator is closely monitored. Cabinet considered an action plan for this 
indicator but concluded that action was already being taken to address 
performance, reported through other channels.     
 
DCE 001- Percentage of planning enforcement cases signed off within 
21 days. Although there were less cases received within the period 
performance has declined by more that 10% compared to quarter 1 last 
year. This drop is being attributed to absence of the investigation officers 
and clearance of backlog cases. It is recommended that this indicator is 
monitored as if performance does not improve it is likely that the annual 
target will not be achieved.  
 
HRO 001- Working days lost to sickness absence (rolling year) – 
Despite an impressive end of year out-turn for 2011/12 of 6.01 days and 
the agreement of Cabinet to increase the target to 8.00 days, long term 
sickness has meant that the quarterly target has been missed. Action 
has been taken to address long term sickness issues and as this is a 
rolling indicator it is possible that it could return to an acceptable level. 
It is recommended that this indicator is monitored and if performance 
has not improved by end of quarter 2, actions to improve performance 
are requested. 
 

d) Agree any other areas where actions to improve performance would be 
appropriate. 

 
1.3 Reasons for Recommendation 
 
1.3.1 The Council has set 60 Key Performance Indicators (KPIs), as part of the 

Strategic Plan 2011-15; there are 27 indicators that can be monitored on a 
quarterly basis to ensure the Council is on track to meet its annual 
performance targets. 
 

1.3.2 The Council’s quarterly performance reporting cycle is aligned with financial 
reporting to enable it to effectively oversee financial performance against 
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corporate priorities and assess whether value for money is being achieved 
in the delivery of services. The financial monitoring reports for the first 
quarter shows an under spend of £0.38 million, with 127 out of 215 cost 
centres under spending. The majority of the under spend is focused on 
employee costs.  

 
1.4 Context 

 
1.4.1 The Council uses a range of information to manage performance, including 

various performance indicators. The Council’s top-level indicators are 
referred to as Key Performance Indicators (KPIs). The Key Performance 
Indicators which are set in the Strategic Plan were reviewed and the 
number reduced last year by Cabinet. These will continue to be reviewed 
annually to ensure that they are aligned with the Council’s priorities. 
 

1.4.2 Maidstone Borough is Kent’s County Town, it has a population of 155,200 
and benefits from a high overall employment rate with relativity high wage 
levels, although some will commute out of the borough to achieve these. 
There are small areas of deprivation in the urban area, however Maidstone 
has a lower than average number of people claiming out of work benefits 
compared to other Kent authorities.  Educational attainment is high with 
over 34% of the population being educated to NVQ level four or higher.  
 

1.5 Performance Summary 
 

1.5.1 The appendix shows out-turn data for all indicators that can be collected 
quarterly. Some indicators are collected bi-annually or annually, these 
indicators have not been included in this report. 
 

1.5.2 Where an indicator is new and there is no quarterly 2011/12 data, no 
direction of travel can be given. The direction of travel for pre-existing 
indicators direction of travel compares the current out-turn for quarter 1 
with the 2011/12 quarter 1 out-turn. 
 

1.5.3 The following tables show the status of performance indicators in relation to 
target and direction of travel. 
 

 Green Amber Red N/A Total 

KPIs 13 
(50%) 

 

9(34.6%) 4  
(15.4%) 

 

1 
 

27 

 

 Improved Maintained Declined N/A Total 

KPIs 13 
(52%) 

1 
(4%) 

11 
(44%) 

2 27 

 
1.5.4 Overall, 50% of performance indicators have been rated green (currently on 

target) compared to 74% at the same point in 2011/12.  Although the 
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number of those achieving target has dropped it should be noted that the 
majority of these (9) only missed the target by a small margin, being no 
more than 10% away from target.  
 

1.5.5 Of the 25 KPIs where direction of travel can be assessed, 52% have 
improved when comparing 2012/13 quarter 1 with that of 2011/12.  This is 
positive as at the quarter 1 point in 2011/12 only 36% were shown to have 
improved and 64% were showing performance had declined. 
 

1.5.6 At the same point in 2011/12 there were 14 indicators rated green, three 
amber and two red. For five indicators performance had improved, nine had 
declined and 11 indicators could not be rated as there was no previous data 
or they were data only performance indicators.  
 

1.5.7  It should be noted that at the end of 2011/12, 63% of all KPIs achieved 
their annual targets and 57% of out-turns had improved since the previous 
year. Each year all targets are reviewed and where possible a continuous 
improvement approach is used to ensure that targets are challenging. At 
the mid-year report Managers will be asked to assess their indicators to 
identify if any are likely to underperform.  
 
For Maidstone to have a growing economy 
 

1.5.8 There are four indicators that can be monitored quarterly that relate to this 
priority, all of which have been rated amber, for three performance has 
declined and for one performance has been sustained.  
 

1.5.9 The number of on-board Park and Ride transactions (PKG 007) was just 
under 5,000 transactions away from achieving the quarterly target, which 
has been profiled to take into account seasonal variances.  There has been 
a steady decline in transactions over the last three years and when quarter 
1 2009/10 out-turn is compared to this quarter’s out-turn it shows an 
11.5% decrease in performance. In terms of action being taken to address 
this, the financial monitoring report identifies that Park and Ride procedures 
and processes are under review to identify increased efficiency and further 
savings. 
 

1.5.10The percentage of people claiming job seekers allowance has improved 
since the year end by 0.2% and Maidstone currently has the 5th lowest rate 
in Kent for this indicator.   
 

1.5.11The percentage of commercial planning applications (DCV 001) completed 
within statutory timescales did not achieved the quarterly target. During 
quarter 1 last year only two commercial planning applications were 
received,  this year to date 18 applications have been received, this could 
be a sign of an improving economic climate in Maidstone.  
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For Maidstone to be a decent place to live 

 
1.5.12There are 11 indicators related to this priority that can be reported 

quarterly. There are two indicators that are rated red and where 
performance has declined compared to the previous year, both relate to 
housing. A further two are rated amber and for both performance has 
declined. The remaining seven indicators are rated green.  
 

1.5.13The removal of the centralized grants relating to energy efficiency has 
meant that the quarterly target for number of homes occupied by 
vulnerable people made decent (HSG PS 002) was not achieved, only 15 
were made decent during quarter 1 compared to 40 for the same period in 
the previous year. The target for this indicator was set when funding 
arrangements were uncertain and it is expected that the annual target of 
180 will not be achieved.   

 
1.5.14The number of households prevented from becoming homeless (HSG 005) 

has not achieved the quarterly target. There has been a continued demand 
for homelessness services, the number of people presenting as homeless 
remains high, which has impacted on the team’s ability to intervene in the 
first instance as we have a statutory duty to assist. This pressure was 
apparent in 2011/12 and continues into this financial year. Assisting 
vulnerable people is a key outcome for the borough and it is suggested that 
Cabinet agree actions to address performance issues at this stage. Despite 
these pressures the team has improved the time taken to process and 
notify applicants on the housing register (HSG 004).  
 

1.5.15Although the pressure on the Council’s housing team in relation to 
homelessness is apparent the Council has been working with partners to 
stimulate the housing market. During quarter 1 the Council delivered 100 
affordable homes (HSG 001), 50% of the target for the whole year. For the 
last two years quarters 2 and 3 have been the worst performing and it 
should be noted that the weather and the economy can impact on this 
indicator however, it is expected that the annual target will be achieved. In 
addition the percentage of residential planning applications processed within 
statutory timescales has improved since 2011/12 and is currently 
performing above the targeted level.  
 

1.5.16The percentage of planning enforcement cases signed off within 21 days 
(DCE 001) did not achieve the quarterly target; it is considered that 
absence of the investigation officers during the period coupled with the 
clearance of backlog cases impacted on this indicator. It should be noted 
that although the 21 day target was not achieved initial investigations were 
completed within 2 weeks of the deadline for a majority of the cases that 
were out of time. This indicator plays a key role in ensuring that Maidstone 
is an attractive place to live and visit, at present it is expected that 
performance will return to its previous levels during quarter 2 however, if 
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this does not occur actions to improve performance will need to be 
considered.  

 
Corporate & Customer Excellence 

 
1.5.17There are 12 KPIs that relate to this outcome that can be reported 

quarterly, one of these is rated red, five amber and six green. Overall 
performance has improved for six KPIs, declined for five and been sustained 
for one.  
 

1.5.18The average wait time for calls into the contact centre (CTC 001) did not 
achieve the quarter target, it should be noted that this indicator did not 
achieve the annual target set last year, however performance continues to 
improve each quarter. Reasons behind the non achievement of the target 
relate to the extra bank holiday during quarter one, which always increase 
the number of calls to the contact centre. In addition it should be noted that 
the contact centre was not running at full capacity due to losing a senior 
team member and staff training. It is suggested that this continue to be 
monitored but no action be taken at this time and this indicator is looked at 
again as part of the Quarter 2 KPI report. The percentage of visitors to the 
gateway responded to within 20 minutes (CTC 002) missed the quarterly 
target for the same reasons as outlined above (CTC 001). Bank Holiday 
weeks are always extremely busy and as above there was a lot of training 
completed during the quarter. In addition a senior member of the team is 
on long term sick leave. In the week following the bank holidays all 
available resources are being utilised. 
 

1.5.19The percentage of council tax (R&B 006) and non-domestic rates (R&B 005) 
collected have both achieved the quarterly target and are on track to 
achieve the annual targets. This is really positive as many councils have 
been struggling with their tax collection rates since the downturn in the 
economic climate. 
 

1.5.20Sickness absence (HRO 001) has increased mainly due to long term 
sickness.  Action has been taken to address this and in the last two months 
there have been two ill health retirements and in the last year one capacity 
dismissal based on ill health. As this indicator is reported as a 12 month 
rolling figure some of these should drop off throughout the year. Human 
Resources continue to highlight sickness trends and frequencies to unit 
managers and advise when intervention should take place.   
 

1.5.21The percentage of planning decisions taken under delegation has dropped; 
there were 14.2% fewer decisions taken under delegation in quarter 1 
2012/13 compared to the same period for last year. The main cause of this 
was the Council’s own applications for marketing sites in the borough which 
all had to go to planning committee. This type of application would normally 
be taken under delegation. It is expected that performance will return to 
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expected level for quarter 2, if this does not happen actions to improve 
performance will be investigated.  
 

1.5.22The number of missed bins per 100,000 collections has improved 
dramatically since quarter 1 last year, with almost half the number of 
missed collections being reported. This is really positive as it shows how 
well the new collections and changes to collections have been rolled out and 
embedded.  

  
1.6 Alternative Action and why not Recommended 

 
1.6.1 KPIs reflect local priorities and measure progress towards the Council’s key 

objectives. They are the Council’s top level indicators and arelinked to the 
Council’s Strategic Plan. 
 

1.6.2 Not monitoring progress against the KPIs could mean that the Council fails 
to deliver its priorities and would also mean that action could not be taken 
effectively to address performance during the year. 

 
1.7 Impact on Corporate Objectives 

 
1.7.1 The Key Performance Indicators are part of the Council’s overarching 

 Strategic Plan 2011-15 and play an important role in the achievement of 
our corporate objectives as well as covering a wide range of service and 
priority areas; for example, waste and recycling. 
 

1.8 Risk Management  
 

1.8.1 The production of robust performance reports contributes to ensuring 

 that the view of the authority’s approach to the management of risk and 
use of resources is not undermined and allows early action to be taken in 
order to mitigate the risk of not achieving targets and outcomes. 
 

1.9 Other Implications  
1.9.1  

1. Financial 

 

 

X 

2. Staffing 
 

 
X 

3. Legal 
 

 
 

4. Equality Impact Needs Assessment 
 

 
 

5. Environmental/Sustainable Development 
 

X 

6. Community Safety 
 

 

7. Human Rights Act  
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8. Procurement 
 

 

9. Asset Management 
 

 

 Financial  
 
1.9.2 Performance indicators and targets are closely linked to the allocation of 

resources and determining good value for money.    
 

1.9.3 The financial implications of any proposed changes are also identified and 
taken into account in the Council’s Medium Term Financial Plan and 
associated annual budget setting process with performance issues 
highlighted as part of the budget monitoring reporting process. 
 
Staffing  
 

1.9.4 Having a clear set of targets enables staff outcomes/objectives to be set 
and effective action plans to be put in place. 
 
Environmental  
 

1.9.5 The performance indicators cover and are used to monitor a number of priority 
areas. 
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IS THIS A KEY DECISION REPORT? 
 
Yes                                               No 
 
 
If yes, when did it first appear in the Forward Plan?  

 
………………………………………………………………………………………………………………………….. 
 
 
This is a Key Decision because: ……………………………………………………………………….. 
 
……………………………………………………………………………………………………………………………. 
 
 
 
Wards/Parishes affected: ………………………………………………………………………………….. 
 
…………………………………………………………………………………………………………………………….. 
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Appendix A 

1 

KPI Quarterly Report 

 

 

PI Status 

 
Alert 

 
Warning 

 
OK 

 
Unknown 

 

Long Term Trends 

 
Improving 

 
No Change 

 
Getting Worse 

 

 

 

For Maidstone to have a growing economy 
 

A transport network that supports the local economy 

 

PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

PKG 

007 

Number of onboard Park & 

Ride bus transactions 
102,093 94,034 98,700    94,034 Jeff Kitson   

The number of tickets sold is continuing to show a steady decline year on year, reflecting the current economic down turn. A report has been 

prepared for the cabinet member which identifies ways in which the current shortfall can be reduced by reducing bus frequency to match 

demand, together with proposals to re-market the service. 

PKG 

002 

Income from pay and 

display car parks per space 
254.62 277.14 281.23    277.14 Jeff Kitson  

 It is anticipated that income levels will meet target by year end which will in turn increase the income per space measured in this 

indicator.  
 

A growing economy with rising employment, catering for a range of the skill sets to meet the demands of the local economy 

 

PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

LVE 

002 

Percentage of people 

claiming Job Seekers 

Allowance 

2.5% 2.5% 2.4%    2.5% John Foster   
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2 

PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

The percentage of people claiming jobseekers allowance (LVE 002) has actually decreased by 0.2% since quarter 4 2011/12 which is 

positive and is back to the same level it was at quarter 1 last year. When looking at performance over the last three years it shows 

that this indicator is moving in the right direction albeit slower and with minor fluctuations during the year. When comparing our 

performance with that of other Kent authorities, Maidstone is currently 5th out of the 12 Kent districts.    

DCV 

001 

Percentage of commercial 

planning applications 

completed within statutory 

timescales 

100.00% 83.33% 90.00%    83.33% Rob Jarman  

 

During quarter 1, 18 commercial planning applications were received compared to two for the same period last year. Of the 18 

received three were processed outside of the statutory timeframe.  
 

For Maidstone to be a decent place to live 
 

Decent, affordable housing in the right places across a range of tenures 

 

PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

HSG 

001 

Number of affordable 

homes delivered (gross) 
36 100 28    100 

John 

Littlemore   

HSG 

PS 

002 

Number of homes occupied 

by vulnerable people made 

decent 

40 15 36    15 
John 

Littlemore  

 

Removal of centralised grants related to energy efficiency has resulted in a lower number than anticipated interventions during Qtr 1. 

Poor thermal comfort is the main cause of homes not being decent in non-social housing stock.  

DCV 

003 

Percentage of residential 

planning applications 

processed within statutory 

timescales 

73.17% 84.85% 78.00%    84.85%  Rob Jarman   
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Continue to be a clean and attractive environment for people who live in and visit the borough 

 

PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

WC

N 

005 

Residual household waste 

per household (NI 191) 
104.82 110.61 110.00    110.61 

Jennifer 

Gosling  

 The first quarter is generally the worst in terms of performance, the quarterly target has been marginally missed. It is expected that 

the annual target will be achieved.  

WC

N 

001 

Percentage of household 

waste sent for reuse, 

recycling and composting 

(NI 192) 

45.58% 47.40% 46.00%    47.40% 
Jennifer 

Gosling   

DEP 

001 

The percentage of relevant 

land and highways that is 

assessed as having 

deposits of litter that fall 

below an acceptable level 

(NI 195a) 

 1.66% 1.70%    1.66% 
Jonathan 

Scott   

DEP 

007 

Percentage of fly-tipping 

reports responded to within 

one working day 

99.10% 99.69% 99.00%    99.69% 
Jonathan 

Scott   

DCE 

001 

Percentage of planning 

enforcement cases signed 

off within 21 days 

96.5% 81.82% 92%    81.82% Rob Jarman  

 The lower performance was due to absence of the investigation officers and the clearance of backlog cases, which impacted on the 

investigation of the new cases. Although the 21 day target was missed the initial investigation was completed within 2 weeks of the 

deadline passing for the majority of the out of time cases. 
 

Residents in Maidstone are not disadvantaged because of where they live or who they are, vulnerable people are assisted and the level 

of deprivation is reduced 

 

PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

R&B Time taken to process 11.75 11.17 15.00    11.17 Steve   
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PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

004 Housing Benefit/Council 

Tax Benefit new claims and 

change events (NI 181) 

McGinnes 

HSG 

005 

Number of households 

prevented from becoming 

homeless through the 

intervention of housing 

advice 

235 104 150    104 
John 

Littlemore  

 

Q1 has seen a continued demand for homelessness services at points of crises which has reduced the ability to intervene to prevent 

homelessness in the first instance. The service continues to provide a clear focus on prevention interventions; however it is important 

to note that where households are considered to be homeless there are often statutory obligations to be met.  

HSG 

004 

Average time taken to 

process and notify 

applicants on the housing 

register (days) 

2.5 1.5 5.0    1.5 
John 

Littlemore   

 
 

Corporate & Customer Excellence 
 
 

Services are customer focused and and residents are satisfied with them 

 

PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

R&B 

009 

Overall satisfaction with the 

benefits service 
81.06% 84.87% 85%    84.87% 

Steve 

McGinnes  

 Overall benefit rates have reduced and processing times have increased slightly since the end of 2011/12 while the team balance 

priorities of processing and income generation. It should be noted that satisfaction has improved by 3% since the same quarter in the 

previous year.  

CTC 

001 

The average wait time for 

calls into the Contact 

Centre 

144.67 79 50    79 
Sandra 

Marchant   

During May the target for the average wait time was met however in both April and June the target was missed resulting in the quarterly target 

not being met. This quarter has been extremely busy in both the Gateway and Contact Centre and it hasn’t helped that there has been a bank 
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PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

holiday or long weekend in each month. Bank holiday weeks are always extremely busy. A senior member of the team left at the end of March 

and although the vacant post has been filled the range of services dealt with by the senior can’t be covered by any new CSA in such a short time. 

The less CSAs available to answer the more complex services means customers for those services may have to wait longer impacting on the 

resultant average wait time. There has been a lot of training completed during the quarter and some annual holidays being taken so the team 

have not been running at full capacity during the quarter. 

C&S 

001 

Percentage of complaints 

resolved within the 

specified timescale 

86.74% 94.25% 95%    94.25% 
Angela 

Woodhouse  

 During Quarter 1 there has been an improvement in the percentage of complaints responded to within timeframe. A total of eight 

complaints that responded to outside of the timeframe, DC Enforcement and Housing Options each had two complaint that were out of 

time and Environmental Enforcement, Parking Services, Revenues and Development Management each had one complaint go out of 

time.  

CTC 

002 

Percentage of Visitors to 

the Gateway responded to 

by a CSA within 20 minutes 

81.2% 72.12% 80%    72.12% 
Sandra 

Marchant  

 

During May the target for the percentage of Visitors to the Gateway seen by a CSA within 20 minutes was met however in both April 

and June the target was missed resulting in the quarterly target not being met. This quarter has been extremely busy in both the 

Contact Centre and Gateway and it hasn’t helped that there has been a bank holiday or long weekend in each month. Bank holiday 

weeks are always extremely busy. Although the team are fully resourced, they have not been running at full capacity due to one 

senior member of the team being on long term sick following an operation, a lot of training being completed in the quarter and staff 

holidays. 
 
 
 

Effective, cost efficient services are delivered across the borough 

 

PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

R&B 

005 

Percentage of Non-

domestic Rates Collected 

(BV 010) 

34.26% 34.32% 34.29%    34.32% 
Steve 

McGinnes   

R&B 

006 

Percentage of Council Tax 

collected (BV 009) 
30.10% 30.10% 30.10%    30.10% 

Steve 

McGinnes   

CTC Avoidable contact: the 5.3% 6.2% 6.5%    6.2% Sandra   
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PI 

Ref 
Indicator Description 

Q1 

2011/12 

Q1 2012/13 Q2 

2012/13 

Q3 

2012/13 

Q4 

2012/13 

2012/13 

YTD 

Responsible 

Officer 
DoT Status 

Value Target 

004 proportion of customer 

contact that is of low or no 

value to the customer (NI 

14) 

Marchant 

R&B 

007 

Value of fraud identified by 

the fraud partnership 

£
2
6
0
,5

2
4
.2

7
 

£
1
6
9
,8

9
9
.7

9
 

£
1
2
5
,0

0
0
.0

0
 

   

£
1
6
9
,8

9
9
.7

9
 

Steve 

McGinnes   

HRO 

001

/BV 

12 

Working Days Lost Due to 

Sickness Absence (rolling 

year) (BV 12) 

6.01 8.19 8.00    8.19 Dena Smart  

 The reason sickness days has increased is due to long term sickness.  Over the last 12 months we have had 2 ill health retirements 

and 1 capability dismissal on the grounds of ill health.  All 3 cases have taken a long time to resolve as we have had to obtain a 

number of medical reports before the decision is to dismiss. Separating out long term and short term sickness, the short term absence 

figure for year to date is 3.13 days and the long term is 5.06 days.   

BIM 

002 

Percentage of financial 

transactions not carried out 

on-line or by direct 

debit/standing order 

15.04% 10.35% 13.5%    10.35% Paul Riley   

DCV 

009 

Percentage of planning 

decisions taken under 

delegation 

93.10% 88.31% 94.50%    88.31% Rob Jarman  

 There were 14.2% fewer decisions taken in quarter 1 compared to the same period last year. The main cause of this was that each the 

Council’s applications for marketing sites throughout the borough had to go to planning committee as they related to land owned by 

the Council.  

WC

N 

006 

Missed bins (per 100,000 

collections 
40.13 20.62 25    20.62 

Jennifer 

Gosling   
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For Maidstone to have a growing economy 

Outcomes by 2015:  

1. A growing economy with rising employment, catering for a range of skill sets to meet the demands of the local economy. 

Element Indicator Frequency 
Good 

Performance 

Responsible 

Officer 
Rationale 

Customer 

(attraction) 

LVE 003 Percentage of vacant retail 

units within the town centre 
Annual 

Aim to 

minimise 
John Foster 

Maidstone is a shopping centre of regional significance. Its 

continued attractiveness for businesses, visitors and 

shoppers is important to the prosperity of the Borough. 

Customer 

(Service) 

DCV 001 Percentage of  commercial 

planning applications completed within 

statutory timescales 

Quarterly 
Aim to 

maximise 
Rob Jarman 

To ensure that the Council determines commercial 

planning applications in a timely manner. 

Process 

LVE 002 Percentage of people claiming 

Job Seekers Allowance 
Quarterly 

Aim to 

minimise 
John Foster 

JSA claimant count records the number of people 

claiming Jobseekers Allowance (JSA) and National 

Insurance credits at Jobcentre Plus local offices. People 

claiming JSA must declare that they are out of work, 

capable of, available for and actively seeking work during 

the week in which the claim is made. Measures the health 

of the jobs economy. 

DCV 002 a)Percentage of major business 

planning applications take-up of pre-

applications advice b) Percentage of 

those taking pre-application advice 

where the applications were approved 

Bi-annual 
Aim to 

maximise 
Rob Jarman 

These indicators measure the take-up and quality of pre-

application advice. Pre-application advice is being 

promoted by the team to ensure that developments are 

high quality and well designed.  

Finance 
R&B 002 Value of business rateable 

floor space 
Annual 

Aim to 

maximise 

Steve 

McGinnes/ 

John Foster 

The rateable value represents the open market annual 

rental value of a business/non-domestic property. This 

means the rent the property would let for on the valuation 

date, if it was being offered on the open market.  

Learning & 

Development 

KCC 003 Number of 16-18 year olds who 

are not in education, employment or 

training (NEETS) (NEW) 

Annual 
Aim to 

minimise 

Sarah 

Robson 

Non-participation in education, employment or training 

between the ages of 16 and 18 is a major predictor of later 

unemployment, low income, depression, involvement in 

crime and poor mental health.  
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Learning & 

Development 

KCC 004 Working age people educated 

to NVQ level 4 of higher (NEW) 
Annual 

Aim to 

maximise 

Sarah 

Robson 

This indicator is needed because of the important role local 

authorities have with regard to economic development and 

the key part that skills and qualifications play in supporting 

economic development.  

Learning & 

Development 

OUT 002.01 Local Development 

Framework and Core Strategy 
Bi-annual N/A Rob Jarman 

Create and deliver a Local Development Framework 

documents including a Core Strategy with the policies and 

land allocations that will create the right conditions for 

economic development. 

Learning & 

Development 

OUT 002.02 Review Economic 

Development Strategy 
Bi-annual N/A John Foster 

Review the Council’s Economic Strategy to support the 

preferred options set out in the Local Development 

Framework and Core Strategy and identify the Council’s 

approach to supporting green business initiatives. 

2. A transport network that supports the local economy. 

Element Indicator Frequency 
Good 

Performance 

Responsible 

Officer 
Rationale 

Customer 

PKG 008 Percentage change in bus 

usage on services from Maidstone 

depot 

Annual 
Aim to 

maximise 
Jeff Kitson 

To assess the change is bus usage as part of the monitoring 

of the outcome ‘a transport network to support the local 

economy’. This indicator shows if more or less journeys are 

being made by buses. The source data is provided by Arriva 

and are global figures for their Maidstone depot –and cover 

sections of route beyond the boundary however they give a 

good indication of what is happening in the area. 

Process 

KCC 001 Average journey time per mile 

for key routes (Congestion) 
Annual 

Aim to 

minimise 

John 

Newington 

This indicator takes advantage of recent technological 

developments to obtain an unprecedented level of detail 

about traffic conditions. It is an outcome based indicator, 

since it directly measures journey times. It can be tracked 

over time to see how an authority is managing the road 

network, and how well it is managing the impact of 

changing demand for travel, and to assess the impact of its 

planned improvement. Consequently, the indicator enables 

an evidence-based, targeted approach to tackling 

congestion.

PKG 007 Number of Park and Ride Quarterly Aim to Jeff Kitson The Indicator compares the on bus transaction figure (these 
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transactions maximise are the cash sales to passengers boarding buses) on Park 

and Ride with the one for the same period of the previous 

year therefore, assessing fluctuations in the service usage. 

Finance 
PKG 002 Income from pay and display 

car parks per parking space 
Quarterly 

Aim to 

maximise 
Jeff Kitson 

Pay and Display income is monitored closely - data collated 

daily will be used to calculate the income per parking space 

at each quarter of the financial year. Demonstrating income 

efficiency and usage in monetary terms.  

Learning & 

Development 

OUT 001.01 Delivery of Integrated 

Transport Strategy  
Bi-Annual N/A Rob Jarman 

Deliver an integrated transport strategy (alongside the Core 

Strategy) in partnership with the transport authorities and 

operators which will result in joint working to improve and 

develop an effective and integrated transport network to 

meet future needs.  

 

For Maidstone to be a decent place to live 

3. Decent, affordable housing in the right places across a range of tenures. 

Element Indicator Frequency 
Good 

Performance 

Responsible 

Officer 
Rationale 

Customer 

DCV 003 Percentage of residential 

planning applications processed within 

statutory timescales 

Quarterly 
Aim to 

maximise 
Rob Jarman 

To ensure local planning authorities determine planning 

applications in a timely manner. This indicator measures 

the percentage of planning applications dealt with in a 

timely manner. 

Process 

HSG 001 Number of affordable homes 

delivered 
Quarterly 

Aim to 

maximise 

John 

Littlemore 

To promote an increase in the supply of affordable housing. 

This indicator shows how many affordable homes have 

been delivered.  

HSG 002 Number of homes occupied by 

vulnerable people made decent 
Quarterly 

Aim to 

maximise 

John 

Littlemore 

This is the number of homes occupied by vulnerable 

persons that have been made decent by various means 

throughout the year.  The means include: Home Repair 

Grants, the National Warmfront Scheme, Energy Efficiency 

Grants (administered through CEN) and through 

enforcement recommendations.  
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Finance 
DCV 007 Average cost of planning 

service per application 
Annual 

Aim to 

minimise 
Rob Jarman 

This indicator is to assess value for money in the planning 

processing expressed per application. Costs will exclude 

enforcement work. 

Finance 
HSG 003 Average grant per MCB funded 

affordable home unit 
Annual N/A 

John 

Littlemore 

Total supply of all affordable dwelling completions built or 

acquired by RSLs (or other bodies) with financial support 

(grant) directly from the Council, i.e. all affordable homes 

delivered via schemes which MBC has contributed to, 

divided by the total grant paid.  This will include any 

renovations or conversions (resulting in the provision of 

additional affordable dwellings). 

Learning & 

Development 

SPT 004 Percentage of new homes built 

on previously developed land 
Annual 

Aim to 

maximise 
Rob Jarman 

To encourage the provision of additional housing on 

previously developed land and through conversions of 

existing buildings in order to minimise development on 

green fields. 

Learning & 

Development  

OUT 003.03 Homelessness & vulnerable 

groups  
Bi-annual N/A 

John 

Littlemore 

Commission and provide services with partners that meet 

identified needs, reduce inequalities, are responsive and 

timely, promote stable, strong communities, self-reliance 

and encourage positive aspirations. 

 

4. Continues to be a clean and attractive environment for people who live in and visit the Borough. 

Element Indicator Frequency 
Good 

Performance 

Responsible 

Officer 
Rationale 

Customer 
DEP 004 Satisfaction with street 

cleaning (residents survey) 
Biennial 

Aim to 

maximise 

Jonathan 

Scott 

MBC recognises that the quality of place remains a priority 

to residents and drives how satisfied people are with their 

local area as a place to live. These indicators will provide 

MBC with a baseline of local satisfaction which will help us 

identify and address the sorts of issues affecting how 

residents feel about their local area.  

Customer  
PKS 002 Satisfaction with Parks & Open 

Spaces (residents survey) 
Biennial 

Aim to 

maximise 
Jason Taylor 

Customer 

DEP 007 Time taken to respond to 

reports of fly-tipping (clean 

environment) 

Quarterly 
Aim to 

minimise 

Jonathan 

Scott 

Fly-tipping is the common term used to describe waste 

illegally deposited on land as described under Section 33 of 

the Environment Protection Act 1990. This indicator is to 

monitor the timely removal of illegal dumping of waste on 

relevant land and highways.  
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Process 

DCE 001 Percentage of planning 

enforcement cases signed off within 21 

days 

Quarterly 
Aim to 

maximise 
Rob Jarman To ensure a timely response to planning enforcement.  

Process 

DEP 002 Local Street & Environmental 

Cleanliness a) Litter, b) Detritus (NI 

195ab)  

Quarterly 
Aim to 

minimise 

Jonathan 

Scott 

The percentage of relevant land and highways that is 

assessed as having deposits of litter or detritus that fall 

below an acceptable level.  

Process 

WCN 001 Percentage of household 

waste sent for reuse, recycling and 

composting (NI 192) 

Quarterly 
Aim to 

maximise 

Jonathan 

Scott 

The indicator measures percentage of household waste 

arisings which have been sent by the Authority for reuse, 

recycling, composting or anaerobic digestion. This is a key 

measure of local authorities’ progress in moving 

management of household waste up the hierarchy, 

consistent with the Government’s national strategy for 

waste management.  

Finance 

PKS 001 Cost of maintaining the 

borough’s parks and open spaces per 

head of population 

Annual 
Aim to 

minimise 
Jason Taylor 

To monitor the cost of maintaining the borough’s parks and 

open spaces 

Finance 
WCN 002 Cost of waste collection per 

household 
Annual 

Aim to 

minimise 

Jonathan 

Scott 

To monitor cost of municipal waste disposal, to ensure that 

good value for money is achieved while delivering a high 

quality service. 

Finance 
DEP 003 Cost of street cleansing per 

head of population 
Annual 

Aim to 

minimise 

Jonathan 

Scott 

The cost of street cleansing per head of the residents of 

Maidstone is an indicator to show any changes in the cost 

of street cleansing. 

Learning & 

Development 

WCN 005 Residual Waste per household 

(kg) (NI 191) (NEW) 
Quarterly 

Aim to 

minimise 

Jonathan 

Scott 

In line with the position of waste reduction at the top of 

the waste hierarchy, the Council wishes to see a year on 

year reduction in the amount of residual waste (through a 

combination of less overall waste and more reuse, recycling 

and composting of the waste that households produce). 

Local authorities have an important role to play in assisting 

their residents to reduce waste (as well as encouraging 

sorting of waste for recycling, re-use, home composting 

and other forms of home treatment of waste). 
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Learning & 

Development 

CMP 001 Percentage CO2 reduction 

from local authority operations 
Annual 

Aim to 

maximise 

Jennifer 

Hunt 

The public sector is in a key position to lead on CO2 

emissions reduction by setting a behavioural and strategic 

example to the private sector and the communities they 

serve. The aim of this indicator is to measure the progress 

made by MBC to reduce CO2 emissions from the relevant 

buildings and transport used to deliver its functions and to 

encourage them to demonstrate leadership on tackling 

climate change. 

Learning & 

Development 
OUT 004.04 Carbon Management Plan Bi-annual N/A 

Jennifer 

Hunt 

Deliver the Carbon Management Plan to ensure that the 

Council reduces it’s carbon footprint by 3% per annum. 

Reduce the Council’s carbon footprint and improve the use 

of other natural resources whilst ensuring the Council is 

planning to adapt to Climate Change.  

 

5. Residents are not disadvantaged because of where they live or who they are, vulnerable people are assisted and the level of deprivation is 

reduced. 

Element Indicator Frequency 
Good 

Performance 

Responsible 

Officer 
Rationale 

Customer 

HSG 004 Average time taken to process 

and notify applicants on housing 

register 

Quarterly 
Aim to 

minimise 

John 

Littlemore 

Average time taken to process and notify housing register 

applicants per month, is measured using the date the 

application is processed, minus the date the application is 

received.  A letter of notification is automatically sent on 

date of processing the production of which is included in 

this indicator.  Only working days are counted. 

Customer 
INT 001 Percentage of the Borough 

covered by Broadband 
Annual 

Aim to 

maximise 

Dave 

Lindsay 

A broadband internet connection is increasingly viewed as 

a vital utility at work and home – the electricity of the 21st 

century. A largely deregulated market means that 

broadband services are competitively priced. However, it 

also makes the provision of these services a commercial 

decision by Internet Service Providers (ISPs), often 

favouring the denser urban areas. 

Process R&B 004 Average time taken to process Quarterly Aim to Steve HB/CTB of £19bn is paid to over 5 million low income 
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new benefit claims and changes of 

circumstances 

minimise McGinnes households. Delays in the administration of these benefits 

can impact on some of the most vulnerable people in our 

society by: 

• Leading to rent arrears and evictions 

• Preventing access to housing because landlords are 

reluctant to rent to HB customers 

• Acting as a deterrent to people moving off benefits into 

work because of the disruption to their claim 

Process 

HSG 005 Number of households 

presented from becoming homeless 

through intervention 

Quarterly 
Aim to 

maximise 

John 

Littlemore 

To measure the effectiveness of housing advice in 

preventing homelessness or the threat of homelessness.  

Under section 179(1) of the Housing Act 1996 part VII, as 

amended by the Housing Act 2002, housing authorities 

have a duty to ensure that advice and information about 

homelessness and prevention of homelessness are 

available free of charge to anyone in their district. 

Finance 

LVE 007 Gap between median wage of 

employee (residents) and the median 

wage of employees (workplace) (salary 

differences) 

Annual 
Aim to 

minimise 
John Foster 

Proxy indicator measure for increases in standard of living 

but also a measure of economic competitiveness with 

knowledge driven industries requiring higher skilled labour 

force and able to pay higher wages. Resident based wage 

levels in Maidstone are higher than the workplace based 

levels suggesting lower skilled and lower wage level local 

economy. 

Learning & 

Development 

CDP 003 Percentage of residents 

participating in neighbourhood planning 

as a percentage of the ward population 

Annual 
Aim to 

maximise 

Sarah 

Robson 

Resident participation is important for successful 

neighbourhood planning. This indicator assesses what 

percentage of the ward population have been involved and 

participated in the process.  

Learning & 

Development 
Community Development Strategy Bi-annual N/A 

Sarah 

Robson 

Establish a social return on investment model for the 

delivery of the Community Development Strategy to 

identify how and ensure that our community development 

services add value.  

 

 

Corporate and Customer Excellence 
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Outcomes by 2015: 

6. Services are customer focused and residents are satisfied with them. (Customer & Resident Scorecard ) 

Element Indicator Frequency 
Good 

Performance 

Responsible 

Officer 
Rationale 

Customer 

COM 001 Percentage of residents 

satisfied with the way the Council runs 

it’s services 

Biennial 
Aim to 

maximise 
Roger Adley 

MBC recognises that the quality of place remains a priority 

to residents and can influence how satisfied people are 

with their local area as a place to live. These indicators will 

provide MBC with an indication of local satisfaction which 

will help them identify and make improvements to the 

borough and to how services are delivered.  

Customer 

Percentage of residents satisfied with 

key services: 

WCN 003 Doorstep recycling 

WCN 004 Refuse collection 

PKS 003 Maidstone Leisure Centre 

PKS 002 Parks and open spaces 

DEP 004 Street cleanliness 

Biennial 
Aim to 

maximise 

Jonathan 

Scott & 

Jason Taylor 

Customer 
R&B 009 Percentage of customers 

satisfied with benefits service  
Quarterly 

Aim to 

maximise 

Steve 

McGinnes 

The indicator is intended to gage the level of customer 

satisfaction with how the benefit service operates.   

Process 

COM 007 Percentage of residents that 

feel that the Council keeps them well 

informed about the services and 

benefits it provides. 

Biennial 
Aim to 

maximise 
Roger Adley 

One of MBC’s key roles is to provide advice, therefore it is 

important to ensure that residents and customers can 

easily access and understand the information that we 

provide. These indicators demonstrate the levels of 

satisfaction with of our communications.   

Process 
CTC 001 Average wait time for calls 

(against a target of 50 seconds) 
Quarterly 

Aim to 

minimise 

Sandra 

Marchant  

This indicator is the average wait time a customer 

telephoning the Contact Centre has to wait before being 

answered by a Customer Service Advisor.  

Process 
CTC 002 Percentage of customers to the 

Gateway seen within 20 minutes 
Quarterly 

Aim to 

maximise 

Sandra 

Marchant 

This indicator is the percentage of visitors to the Gateway 

responded to within 20 minutes by a Customer Service 

Advisor. The aim is to keep customers wait times to a 

minimum and to improve access to Council services.  

Finance 

Percentage of residents agreeing that 

the Council provides value for money 

(Residents Survey) (NEW) 

Biennial 
Aim to 

maximise 

Paul Riley & 

Roger Adley 

This indicator measures the extent to which resident is feel 

that the Council is providing value for money. The Council 

has a duty provide services that are cost efficient.  

Learning & C&S 002 Percentage of those making Quarterly Aim to Angela The indicator is intended to gage the level of customer 
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Element Indicator Frequency 
Good 

Performance 

Responsible 

Officer 
Rationale 

Development complaints satisfied with how their 

complaint was handled 

maximise Woodhouse satisfaction with the complaints process.   

 

7. Effective, cost efficient services are delivered across the borough. 

Element Indicator Frequency 
Good 

Performance 

Responsible 

Officer 
Rationale 

Customer 
WCN 006 Number of missed bins per 

100,000 collections 
Quarterly 

Aim to 

minimise 

Jonathan 

Scott 

This indicator monitors the performance of the contractor 

and ensures that the service delivers quality and that 

changes are communicated properly to residents.   

Customer 
DCV 009 Percentage of decisions taken 

under delegation 
Quarterly 

Aim to 

maximise 
Rob Jarman  

This is the percentage of planning decision that have been 

undertaken by Officers without going through Planning 

Committee. 

Process 
R&B 006 Percentage of Council tax 

collected 
Quarterly 

Aim to 

maximise 

Steve 

McGinnes 
These two indicators monitor the collection of Council Tax 

and NDNR against the target, the collection of which is a 

key local authority function.  Process 
R&B 005 Percentage of business rates 

collected 
Quarterly 

Aim to 

maximise 

Steve 

McGinnes 

Finance 
R&B 007 Value of fraud identified 

(Housing benefits) (Efficiency) 
Quarterly  

Aim to 

maximise 

Steve 

McGinnes 

To demonstrate the efficiency of the Revenues and 

Benefits team in identifying fraud.  

Finance 

BIM 002 Percentage of financial 

transactions not carried out on-line or 

by direct debit/standing order 

Quarterly 
Aim to 

minimise 

Georgia 

Hawkes 

This is a test of value for money.  Payments made on-line 

or by direct debit, standing order or direct credit cost the 

Council much less to process than payments made over 

the phone or cash or cheques sent in the post or deposited 

at the payment kiosks. 

Learning & 

Development 

CTC 004 Percentage of customer 

contact that is avoidable (NI 14). 
Quarterly 

Aim to 

minimise 

Sandra 

Marchant  

This indicator measures the percentage of contact with the 

Council that is deemed avoidable i.e could be obtained 

through another channel, for example phone calls 

regarding information that is available on the website.   

Learning & 

Development 

HRO 001 Working Days Lost Due to 

Sickness Absence (rolling year) (BV 12) 
Quarterly 

Aim to 

minimise 
Dena Smart 

To monitor the level of sickness absence in local 

authorities. 
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Maidstone Borough Council 
 

Corporate Services Overview & Scrutiny Committee 

 
Tuesday 6 November 2012 

 
Budget Setting Update 

 

Report of: Overview & Scrutiny Officer 
 

1. Introduction 
 
1.1 Corporate Services Overview and Scrutiny has an overarching role 

within the Overview and Scrutiny structure which includes 
responsibility for Budget scrutiny. 

 
1.2 The Medium Term Financial Strategy and Budget Strategy 2013-14 

is developed and informed in line with Government policy and 
guidance. 

 

1.3 The Chairman felt it appropriate to receive a verbal update to aid 
the Committee’s understanding of the financial challenges faced by 

the Council following recent Government decisions affecting Budget 
setting.  This is to enable the Committee in its ongoing role of pre-

decision scrutiny of the Budget. 
 
2. Recommendation 

 
2.1 To consider the verbal update from the Head of Finance and 

Customer Services, Paul Riley, on guidance and emerging policies 
from Central Government and the impact this will have on the 
Council’s Medium Term Financial Strategy and Budget setting, 

making recommendations as appropriate. 
  

3. Reasons for Recommendation 
 
3.1 The Committee have sought to strengthen its understanding of the 

Council’s Budget and Medium Term Financial Strategy by appointing 
a Budget Working Group at the beginning of the 2012-13 Municipal 

Year. This was following a recommendation made in the Council as 
a Business? review report. 
 

3.2 The Budget Working Group has met on two occasions to consider 
the Budget Strategy in more detail.  However, the most recent 

changes impressed on Local Government from Central Government 
have significantly altered the information and outlook previously 

considered and negated its understanding thus far.   
 

3.3 The Budget Working Group will continue to meet following this most 

recent update to the Committee and will report its findings and 
recommendations to the Committee at its meeting on 8 January 
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2013 to ensure this Committee has an informed input into the 

Budget Strategy, pre decision. 
 

 

4. Impact on Corporate Objectives 
 

4.1 The Committee will consider reports that deliver against the 
 following Council priority: 

 

• ‘Corporate and Customer Excellence. 
 

4.2 The Strategic Plan sets the Council’s key objectives for the medium 
 term and has a range of objectives which support the delivery of 
 the Council’s priorities. 
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Maidstone Borough Council 
 

Corporate Services Overview and Scrutiny Committee 

 
Tuesday 6 November 2012 

 
Future Work Programme and Scrutiny Officer Update 

 

Report of: Overview & Scrutiny Officer 
 

1. Introduction 
 
1.1 To consider the Committee’s future work programme. 

 
1.2 To consider the information update given by the Overview and 

Scrutiny Officer. 
 

 2. Recommendation 
 
2.1 That the Committee considers the draft future work programme, 

attached at Appendix A, to ensure that it is appropriate and covers 
all issues Members currently wish to consider within the 

Committee’s remit. Items on the draft future work programme, 
highlighted in red, are provisional items for the Committee to 
approve.  

 
3 Future Work Programme 

 

3.1   Throughout the course of the municipal year the Committee is 
asked to put forward work programme suggestions.  These 

suggestions are planned into its annual work programme.  Members 
are asked to consider the work programme at each meeting to 

ensure that it remains appropriate and covers all issues Members 
currently wish to consider within the Committee’s remit.  

 

3.2 The Committee is reminded that the Constitution states under 
Overview and Scrutiny Procedure Rules number 9: Agenda items 

that ‘Any Member of an Overview and Scrutiny Committee or Sub-
Committee shall be entitled to give notice to the proper officer that 
he wishes an item relevant to the functions of the Committee or 

Sub-Committee to be included on the agenda for the next available 
meeting. On receipt of such a request the proper officer will ensure 

that it is included on the next available agenda.’ 
 
4 List of Forthcoming Decisions 

 
4.1 The List of Forthcoming Decision (Appendix B) is a live document 

containing all key and non-key decisions.  The List of Forthcoming 
Decisions replaces the Forward Plan of Key Decisions, a tool 
previously used by all Overview and Scrutiny Committee’s to select 

relevant key decisions for pre-decision scrutiny, relevant to the 
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individual Committee. The document was included on all Overview 

and Scrutiny agendas.   
 
4.2  Due to the nature of the List of Forthcoming Decision, and to ensure 

the information provided to the Committee is up to date, any 
additional items will be reported to the Committee in a verbal 

update at the meeting by the Scrutiny Officer.  The Committee can 
view the live document online at: 
http://meetings.maidstone.gov.uk/mgListPlans.aspx?RPId=443&RD

=0 
 

5. Impact on Corporate Objectives 
 

5.1 The Committee will consider reports that deliver against the 

 following Council priority: 
 

• ‘Corporate and Customer Excellence. 
 

5.2 The Strategic Plan sets the Council’s key objectives for the medium 
 term and has a range of objectives which support the delivery of 
 the Council’s priorities.   
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Appendix A 

Corporate Services Overview and Scrutiny Committee Work Programme 2012-13 

Meeting Date Agenda Items Details and desired outcome 

22 May 2012 • Appointment of Chairman and Vice-Chairman 

• Work programming workshop 

 

• Appoint Chairman and Vice-Chairman for 2012-13 

• Select and develop review topics focusing on 

achievable outcomes.  

12 June 2012 • Asset Management Plan  - Policy Framework Document 

 

 

• Consider and make recommendations as appropriate 

ahead of document being recommended to Council for 

adoption. 

• Ascertain work plan for the year and strategic 

direction for the Council. 

7 August 2012 • Budget Strategy 

 

 

 

 

 

 

• Interview with the Leader and Cabinet  

 

• Annual Performance Plan 

• Annual Complaints Report 

• Complaints quarterly monitoring report (January-March 

2012) 

• To consider, advise and make recommendations on 

the initial budgetary proposals. The Committee’s 

findings will be taken into account in the report to 

Council.  The Committee can also canvas the views of 

stakeholders, if appropriate, and report the outcome 

to the Executive. 

• Ascertain work plan for the year and strategic 

direction for the Council. 

• Consider the results and the areas highlighted within 

the reports, making recommendations to Officers 

where appropriate. 

6 November 2012 • Performance quarterley monitoring report 

• Complaints quarterly monitoring report 

 

• Budget Strategy Update 

 

• Consider the results and the areas highlighted within 

the reports, making recommendations to Officers 

where appropriate. 

• To consider the verbal update on guidance and 

emerging policies from central Government and the 

impact this will have on the Council’s Medium Term 

Financial Strategy and Budget setting. 

4 December 2012 • Vexatious Complaints Policy 

• Governance Review Report 

• Discussion item:  With the Leader of the Council on the 

Council’s under spend as detailed in the Budget Monitoring 
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Appendix A 

Report. 

8 January 2013 • Strategic Plan 

• Budget Strategy 

(Budget, policy framework documents) 

 

5 February 2013 • 3
nd

 quarter performance monitoring report 

• Complaints Quarterly Monitoring Report 

 

 

9 April 2013 • Interview with the Leader and Cabinet  
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