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Q4 2017/2018 scorecard
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® % of people who phone when they could have used digital and
% of calls to the contact centre resolved at first point of contact

® Number of Compliments Received (across the Council)
® Revenue - Year end variance for 2017/2018 at Q4

80% 7% 2% 719 160 130 136
70% 66% 7% o3y 6ax% 140
All Portfolios* S £0.8 60% S8% 120 94
Leader £0.0 50% 100 80 79
Children's Services £1.7 80 54
Education & Skills -£0.1 = 40% 60 48 g4

Community Engagement £0.0 30% 55 0 23 21 22 269 25 40
Planning & Environment -£0.9 WE— 20% 19 20
Resources £0.0 0

Health & Wellbeing £0.0 20% Q1 Q Q3 Q4 Q1 Q2 03 Q4

Transportation £0.0 0% 16/17 16/17 16/17 16/17 17/18 17/18 17/18 17/18
TR Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4
-£2 -£1 £1 £0 £1 £1 £2 £2Millions 16/17 16/17 16/17 16/17 17/18 17/18 17/18 17/18 Compliments received
Under spend < | > Overspend 1 % of people who phone when they could have used digital
e Capital (released) - Year end variance for 2017/2018 at Q4 % of calls to the contact centre resolved at first point of...
© Number ot Customer Service Centre phone calls & emails ® Number of Complaints Received and Complaints Upheld
All portfolios*  -£16.02 30,000 (Stage 1 & 2) - across the Council
Leader £4.21 FE—— ’ 250 224 543
Children's Services -£0.25 W 25,000 200 196 189 201
Education & Skills -£8.76 20,000
Community Engagement -£0.21 ® 150
Planning & Environment £1.04 15,000 /_\/\/\/ 100
Resources I £0.15 10,000 50
Health & Wellbeing £0.00 5000

Transportation -£1.72 n— : 0

- = Ql Q2 Q3 Q4 Ql Q2 Q3 Q4

-£18 -£16 -£14 -£12 -£10 -£8 -£6 -£4 -£2 £0 £2Millions
Apr May Jun Jul Aug Sept Oct Nov Dec Jan Feb Mar 16/17 16/17 16/17 16/17 17/18 17/18 17/18 17/18
W Released Under spend < | > Overspend

X L . L X ~——— Received 16/17 —— Received 17/18 ) . . .
* Capital and Revenue relates to Portfolio finances only and excludes corporate costs and income generation in other parts of the Council. = Complaints received = Complaints upheld/partially upheld

RAG Status of Indicators bv Portfolio o Numbers of BCC staff (FTE) o Staff Turnover

2,347 2,357 2,352 2,356 14.8% 14.69
2,500 2osr 16.0% 6% o 13 14.2%
) 14.0%
e Leader Portfolio 2,000
- o 75% 25% . . 12.8%

3 Number of indicators reported in this quarter 120%  125% 8% 122% 124% 126%
4 Total number of portfolio indicators 1,500 10.0%

e Community Engagement & Public Health Portt. _ it L 20%
14 Number of indicators reported in this quarter g 6.0% 33y 35% 39% 4%

RN . .2/ "

14 Total number of portfolio indicators 500 40% 30% 3%

o Health and Wellbeing Porttolio _ 11% 56% 11% 2.0%
8 Number of indicators reported in this quarter 0 0.0%
9 DO .

Total number of portfolio indicators 13:;7 13/118 1;./18 1;./918 13/18 18Q/119 13/219 1;1/319 04 a a2 a3 04 a @ a3

* Chlaren's services porwollo Lo L7 ST TR U TR
17 Number of indicators reported in this quarter
17 Total number of portfolio indicators ® Agencv. interim, contractor numbers ® Agencyv. interim, contractor and BCC Staff Salarv Costs

 Education & Skills Porttolio _ - — 310 304 298 £25
19 Number of indicators reported in this quarter 300 £0 £21 £21 £0 £20
19 Total number of portfolio indicators - 287 £20

® Resources Porttolio _ P 980 276 o £15
4 Number of indicators reported in this quarter ]
4 Total number of portfolio indicators 270 264 E £10

© Planning & Environment Porttolio 100% 260 £5 £22 f19 £2.1 £25 f£2.
2 Number of indicators reported in this quarter 250 o u ] [
2 Total number of portfolio indicators

240 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Qa3

e Transportation Porttolio 25% 75% Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 16/17 17/18 17/18 17/18 17/18 18/19 18/19 18/19
4 Number of indicators reported in this quarter 16/17 17/18 17/18 17/18 17/18 18/19 18/19 18/19
4 Total number of portfolio indicators B Red Amber Green Not due / 4 4 U / 4 Y / m Agency Costs M BCC Staff Salary Costs



	Scorecard

