High Peak Performance and Customer Feedback Report: 2021/ 2022 (Q4 Outturn)

High Peak Q4 Summary
The following report provides an overview of performance at High Peak for the period April 2021 to March 2022 in relation to the Council’s
corporate plan priorities. As well as the summary below, the report also provides insight into the council’s performance against each of its four
strategic aims, including both successes and areas for further improvement.
Performance Overview
There are 75 targeted measures to report against at the end of 2021-2022, with the remaining measures in the council’s performance
framework being considered contextual in nature and featuring in the Annual Report. The charts below show the results for the year in terms
of both attainment and trend data. At the end of the year the council met 68% of targets and had improved upon or maintained its
performance level compared to last year in 54% of measures. The full framework and the actions being taken to address the ‘off track’
measures can be accessed here.
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Customer Feedback Overview
This report also provides an overview of the results from the Council’s customer feedback system in terms of complaints, comments and
compliments. The number of complaints closed during the year was higher than last year’s very low level, with 108 stage 1 complaints. There
have been no repeat complaints reported and the council responded to 98% of complaints in 20 working days, ahead of its 97% target. This
report includes further details of the lessons learned from complaints and any repeat issues, where relevant.

Aim 1: Help create a safer and healthier environment for our residents to live and work
Fit for purpose housing
✓
✓
✓
✓
✓
✓
✓

New housing benefit claims processed in 11 days against a target of 18 days
99.8% of benefit cases processd correctly
Right to buy transactions completed on time
Active housing register applicants in priority need waiting more than 6 months
No gas safety checks were overdue in council homes
67% of homelessness applications opened at the ‘prevention’ stage
Average response times for requests for repair and jobs completed per repairs operative

Areas for improvement: The time taken to process benefit changes missed the 7 days target by 0.5 of a day due to a numer of factors including
an increase in the volume of Universal Credit changes and new self isolation payments. A review of processes is underway.
At the end of March the council had 24 households in temporary accommodation for over six weeks but none of the households were families.
The slow turnover of stock and the reduced availability / high cost of private sector housing continues to affect the council’s ability to achieve
settled accommodation outcomes for a proportion of homelessness discharges.
Accelerated housing delivery programme:
Fairfield Roundabout – Homes England panel agreed the Deed of Variation (3). Contractor appointed and golf course mitigation
works completed. DCC have alerted the council to issues that may have additional cost implications.
Granby Road – A Deed of Variation to withdraw from the Grant Funding Agreement with Homes England has been drafted (but not
yet completed). Due to delays the council is no longer on track to meet the previously agreed milestones outlined in the LAAC grant
funding agreement.

Carelink Service:
✓ 98% of emergency calls responded to within 45 minutes

Areas for improvement: 85% of referrals were installed within 15 days during 2021-22, below the 95% target. The delays were caused by
customers self isolating or refusing admittance during the Chrtistmas holidays.
High quality leisure facilities
✓ Place-based work to reduce inactivity is taking place in four priority areas
Areas for improvement: £55k in external funding was awarded in support of the physical activity and sports strategy, just shy of the £60k target
for the year. The timing on decisions relating to some funding applications we have supported meant that this target was missed by a small
percentage. It’s likely these will be approved in the coming weeks and so added to next year’s total.
Proposals for a community sports grant scheme are likely to feature in the future committee reports for the refreshed sport & physical activity
strategy following survey work undertaken in the High Peak. We expect to implement the scheme subject to the necessary approvals during
2022- 23.
High quality public amenities, clean streets and environmental health
✓
✓
✓
✓
✓

236 community clean-up campaigns
10 pest control contracts
94% street cleanliness
Regulatory inspections (water, routine permitted processes, high risk premises)
98% of food premises broadly compliant

The number of fly-tipping incidents has improved in 2021-22 with 406 collections recorded, compared to 609 last year. The council launched
its public campaign, aimed at deterring illegally dumped rubbish, with its AES partners early last year.
Practical support of community safety arrangements
Areas for improvement: 88% of the community safety action plan was delivered within time this year against a 100% target. Out of 17 projects,
two will be carried forward to complete in 2022/23.

Aim 1 areas for improvement and Priority Action updates can be viewed here

Aim 2: Meet financial challenges and provide value for money
Financial resilience and value for money
✓
✓
✓
✓

Improving collection rates across business, council tax, rent and sundry debt
97% of invoices paid on time
97% of internal audit recommendations were implemented in time
Budget variances and efficiency targets

Available services provided ‘right first time’

✓
51% of contacts made via the web
✓
Over 9,500 social media followers
✓
Complaint handing and no repeat complaints
✓
45,405 OneVu Portal accounts
✓ Sitemorse website assessment score
Areas for improvement: FOI response times have increased due to the demand on resources caused by the pandemic but performance has
improved again in Q4 with 68% issued on time. Avoidable contact rose marginally above target due to the impacts of Covid, which caused
some service disruption to areas such as waste collection and housing repairs, leading to more contacts.
A new Access to Services Strategy has been prepared with the help of the Institute of Customer Services, a delivery plan is scheduled for
summer 2022.
High performing and motivated workforce
✓ Workplace accidents
Areas for improvement: Sickness absence has risen to 8.7 days across the
Alliance against a tightened target of 6 days for the year. This is due to an
increase in long term cases, which make up 70% of the total days lost.

Positive Legacy Project Update:
The agile working policy was rolled out in early 2022 with
continued access to flexible working arrangements for
relevant roles. Staff have begun to work from the office as
per service area requirements.

There were three lost time accidents, of which two were reportable. All necessary follow-up actions has been taken with risk assessments
reviewed and re-issued where necessary.
A leadership development programme is underway with Heads of Service and a new Organisational Development Strategy has been agreed
with a delivery plan in place from summer 2022.
Asset Management Plan Update:
Energy audits completed and Stock Condition 99% complete.
Strategy compilation will begin post Norse, with posts
identified in the new Assets team structure.
Capital programme – Pavilion Gardens Phase 2 completed with
Phase 3 scheduled for mid-July.
Glossop Cemetery – There have been issues with subcontractors which the Assets team have been working hard to
mitigate in order to get the works completed.

Effective use of assets
✓
✓

Council-owned units occupied
Council homes with nil void loss (back to back tenancies)

Areas for improvement: It took an average of 48.9 days to re-let council
stock during 2021-22. Eighty-two of the 267 re-lets were major voids and
the figures also include ‘hard to let’ properties which if excluded would
result in a 43.5 day average. Rent loss from vacant properties now stands
at 1.35% against a target of 1.03%. The majority of the losses come from
Marian Court, Church View and The Bungalow.
Procurement with a focus on local business

Areas for improvement: On-contract spend was up on last year but didn’t
meet the 2% increase targeted due to variations in the supplier market resulting in some off-contract spend. 52% of procurement activity
during the year was included on the forward plan. This was due to an increase in commissioning activity in response to external funding being
awarded on various schemes. This resulted in reactive procurements to source consultancies and other providers to support the delivery of the
schemes and to meet the increased shortened timescales relating to allocation and spending of funding. We are continuing to work with
services to capture as much detail from service plans to ensure the Procurement forward plan is current in identifying forthcoming activity.
Technology and innovation
✓ 99% of system and network availability
New Digital IT Strategy approved with delivery plan expected for summer 2022.
Aim 2 areas for improvement and Priority Action updates can be viewed here

Aim 3: Support economic development and regeneration
High quality development with an open for business approach
✓ all planning processing targets on track, including 100% of major applications in time
✓ no major developments allowed on appeal and less than 1.5% of minor developments
✓ all priority 1 planning enforcement cases visited within one working day
Areas for improvement: Due to a decrease in large / commercial applications there have been fewer pre-application discussions than targeted.
Agent satisfaction with the planning process was 45% and has been affected by the backlog of applications resulting from covid, staffing issues
and an increase in applications. The service is tackling the backlog through consultancy, recruitment and a communications protocol for
development control to improve contact with our
Growth Strategy Update:
customers. The proportion of planning enforcement cases
resolved in 13 weeks fell short of target, due to staffing
Buxton future high street fund - Legal due diligence underway regarding the
capacity from long term sickness absence.
purchase of Springs. Searches and enquiries are in progress. Report on the
Flourishing Town Centres and Business Support
✓ average vacancy rate of 9.2% for town centre
shops across the Borough
There were 1842 hits on the council’s business page
during 2021/22. The monthly council business newsletter
now has 1326 subscribers and includes details of funding
opportunities, training events and other relevant business
news.
The costs associated with the Glossop Halls project have
increased by circa £700k (May 22) and a delay in
tendering for the Phase 2 contractor has led to a delay in
scheduled site handover and tender for cabin refurbishment.

title is to be provided once complete. We are reviewing tenancy schedules
and are awaiting report on leases we will inherit plus updated position on
arrears. Grant draw down scheduled for Q1 - financial forecast to consider
spend on delivery of wider outputs.
Buxton HAZ - The Cultural Consortium have appointed a Project Officer to
deliver the cultural and community activities. The first project has been
completed and a call-out has been made to secure local artist commissions.
Heritage Schools and the Crescent Trust are working together to deliver an
education package to be delivered as part of the national curriculum.
National cost increases has led to some hesitation from property owners and
an overall delay in roll-out of the programme.

Aim 3 areas for improvement and Priority Action updates can be viewed here

Aim 4: Protect and Improve the Environment
Quality Parks and Open Spaces
✓ Green Flag maintained at Memorial Park, Whaley Bridge
Areas for improvement: The number of volunteer hours in our parks and open spaces was affected by covid during the early part of the year
but picked up later with 415 hours achieved.
Parks Development Plans: The Parks Strategy has now been approved
by The Executive. A play and outdoor sports facilities investment and
delivery plan has also been approved by The Executive and an
implementation plan is now being finalised.
Bankswood Park Improvement Plan – The new pump track in
Bankswood Park been completed.

Effective recycling and waste management
✓ 438kg of residual household waste (estimated data)
Areas for improvement: The estimated recycling rate for Q4 is 47.1% against a target of 50.5% but confirmed tonnages are awaited from
partners. The level of organic and recyclate tonnages are considerably lower than last year.
Meeting the challenge of climate change
✓ Paper consumption was considerably lower than targeted with just 665 reams across the alliance
✓ Air quality reporting
Developing a climate change strategy and an action plan of response to a declared climate emergency: Part 2 of the Climate Change Plan was
published in late 2021 with consultation due to be completed by the end of May. Community Climate Change Fund launched.
Aim 4 areas for improvement and Priority Action updates can be viewed here

