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Scorecard : Community and Customer Services 09/10

Aim : Communications

Approach : Internal communication systems

C 4  -  M o n t h l y  C o r p o r a t e  B r i e f Q U A R T E R L Y G e o r g in a  H a y w a r d G e o r g in a
H a y w a r d

P e r c e n t a g e 7 5 75 - 9 9 9 1 0 0 100

S X 0 5 6  -  S t a f f  w h o  f e e l  w e l l  i n f o r m e d Y E A R L Y G e o r g in a  H a y w a r d G e o r g in a
H a y w a r d

P e r c e n t a g e 7 5 63 - 9 9 9 7 5 63

Approach : Plain English Guidance

C 1  -  P la in  E n g l i s h  g u id a n c e Q U A R T E R L Y G e o r g in a  H a y w a r d G e o r g in a
H a y w a r d

P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100

Approach : Traditionally less heard residents

C 2  -  E q u a l i t i e s  b e s t  p r a c t i c e  i n  S o u t h
C a m b s  m a g a z in e

Q U A R T E R L Y G e o r g in a  H a y w a r d G e o r g in a
H a y w a r d

P e r c e n t a g e 1 0 0 80 - 9 9 9 1 0 0 100

C 3  -  C o r p o r a t e  p u b l i c a t i o n s  m e e t  c o r p o r a t e
e q u a l i t y  g u id e l i n e s

Q U A R T E R L Y G e o r g in a  H a y w a r d G e o r g in a
H a y w a r d

P e r c e n t a g e 5 0 100 - 9 9 9 1 0 0 100

Approach : Valued Council services

C 5  -  R e s id e n t s  w h o  v a lu e  S o u t h  C a m b s
M a g a z in e

Y E A R L Y G e o r g in a  H a y w a r d G e o r g in a
H a y w a r d

P e r c e n t a g e 1 0 0 75 - 9 9 9 1 0 0 75

Aim : Elections

Approach : Electoral performance standards

E 1  -  %  U n c o n t e s t e d  M a y  w a r d  e le c t i o n s Y E A R L Y L a u r a  L o c k L a u r a  L o c k P e r c e n t a g e 1 0 0 95 - 9 9 9 1 0 0 95
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S X 0 0 1  -  %  e le c t i o n  t u r n o u t  i n  M a y Y E A R L Y L a u r a  L o c k L a u r a  L o c k P e r c e n t a g e 4 3 41.35 - 9 9 9 4 3 41.35
S X 0 0 2  -  %  a n n u a l  c a n v a s s  f o r m s  r e t u r n e d Y E A R L Y L a u r a  L o c k L a u r a  L o c k P e r c e n t a g e 9 9 98 - 9 9 9 9 9 98
Aim : Partnerships

Approach : Anti-social behaviour

N I 0 1 7  -  P e r c e p t i o n s  o f  a n t i - s o c ia l  b e h a v io u r Y E A R L Y G e m m a  B a r r o n N e i l  W e s t o n P e r c e n t a g e 9 . 8 12.2 - 9 9 9 9 . 8 12.2
N I 0 2 1  -  D e a l i n g  a n t i - s o c ia l  b e h a v io u r
c o n c e r n s

Y E A R L Y G e m m a  B a r r o n N e i l  W e s t o n P e r c e n t a g e 2 8 . 8 26.7 - 9 9 9 2 8 . 8 26.7

N I 0 2 7  -  C o n c e r n s  a b o u t  a n t i - s o c ia l
b e h a v io u r

Y E A R L Y G e m m a  B a r r o n P h i l  A ld i s P e r c e n t a g e 2 5 . 3 27.5 - 9 9 9 2 5 . 3 27.5

Approach : Community Engagement Strategy

N I 0 0 4  -  P e o p le s  i n f l u e n c e  o v e r  d e c i s i o n s Y E A R L Y G e m m a  B a r r o n G e m m a
B a r r o n

P e r c e n t a g e 3 4 33.6 - 9 9 9 3 4 33.6

P A 1  -  C o m m u n i t y  E n g a g e m e n t  S t r a t e g y
a d o p t i o n

Q U A R T E R L Y G e m m a  B a r r o n N e i l  W e s t o n P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100

Approach : Council 2009/10 Action

A C T I O N  0 3  -  H a r d - t o - r e a c h  a n d  v u ln e r a b le
r e s id e n t s

Q U A R T E R L Y G e m m a  B a r r o n G e m m a
B a r r o n

P e r c e n t a g e 8 0 75 - 9 9 9 1 0 0 95

A C T I O N  0 4  -  A d v i c e  a t  e v e n t s  i n  2 0  v i l l a g e s Q U A R T E R L Y G e m m a  B a r r o n G e m m a
B a r r o n

P e r c e n t a g e 1 6 14 - 9 9 9 2 0 20

A C T I O N  0 7  -  A n t i  S o c ia l  B e h a v io u r  W o r k in g
G r o u p

Q U A R T E R L Y G e m m a  B a r r o n P h i l i p  A ld i s P e r c e n t a g e 7 5 100 - 9 9 9 1 0 0 100

A C T I O N  0 8  -  C C T V  in  t h e  D is t r i c t Q U A R T E R L Y G e m m a  B a r r o n P h i l i p  A ld i s P e r c e n t a g e 7 0 80 - 9 9 9 1 0 0 100
A C T I O N  0 9  -  F e a r  o f  C r im e  0 9 / 1 0  S u r v e y Q U A R T E R L Y G e m m a  B a r r o n P h i l i p  A ld i s P e r c e n t a g e 5 0 50 - 9 9 9 1 0 0 100
A C T I O N  2 9  -  T h r e e  P a r i s h  P la n s  p r o d u c e d Q U A R T E R L Y G e m m a  B a r r o n G e m m a

B a r r o n
P e r c e n t a g e 7 5 100 - 9 9 9 1 0 0 100

A C T I O N  3 0  -  M e e t i n g s  w i t h  P a r i s h  C o u n c i l s Q U A R T E R L Y G e m m a  B a r r o n G e m m a P e r c e n t a g e 6 6 66 - 9 9 9 1 0 0 100
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B a r r o n
A C T I O N  3 1  -  P F H  a t t e n d a n c e  a t  o t h e r
P a r i s h  C o u n c i l  m e e t i n g s

Q U A R T E R L Y G e m m a  B a r r o n G e m m a
B a r r o n

P e r c e n t a g e 6 6 29 - 9 9 9 1 0 0 50

A C T I O N  3 3  -  C o m m u n i t y  T r a n s p o r t  P la n  b y
M a r c h  2 0 1 0

Q U A R T E R L Y G e m m a  B a r r o n K a t h r y n
H a w k e s

P e r c e n t a g e 8 0 85 - 9 9 9 1 0 0 100

Approach : Creating sustainable communities

S X 0 5 7  -  %  S C S  P I s  o n  t a r g e t  ( i . e .  G R E E N ) Q U A R T E R L Y G e m m a  B a r r o n G e m m a
B a r r o n

P e r c e n t a g e 8 0 - 9 9 9 8 0

Approach : Crime and the fear of crime

N I 0 1 6  -  S C D C  -  S e r i o u s  a c q u i s i t i v e  c r im e
r a t e  -  S o u t h  C a m b s

Q U A R T E R L Y G e m m a  B a r r o n N e i l  W e s t o n P e r c e n t a g e 3 . 0 3 - 9 9 9 1 2 . 1 1

S X 0 0 8  -  F e e l i n g s  o f  s a f e t y  d u r i n g  t h e  n ig h t Y E A R L Y G e m m a  B a r r o n P h i l i p  A ld i s P e r c e n t a g e 6 5 68 - 9 9 9 6 5 68
Approach : Parish Councils

S X 0 1 6  -  V i l l a g e s  w i t h  P a r i s h  p la n s Q U A R T E R L Y G e m m a  B a r r o n G e m m a
B a r r o n

N u m b e r 2 4 26 - 9 9 9 2 5 26

Approach : The Third Sector

N I 0 0 7  -  C C  -  E n v i r o n m e n t  f o r  a  t h r i v i n g  t h i r d
s e c t o r  -  A l l  C a m b s

Y E A R L Y J o  M i l l s I a n  S a l t e r P e r c e n t a g e 1 9 . 2 15.3 - 9 9 9 1 9 . 2 15.3

Aim : Policy and Performance Team

Approach : Capacity & structures for equalities

P P 3 2  -  E q u a l i t i e s  c o m m u n ic a t i o n  s t r a t e g y Q U A R T E R L Y P a u l  W i l l i a m s P a u l
W i l l i a m s

P e r c e n t a g e 7 5 75 - 9 9 9 1 0 0 100
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Approach : Community Cohesion

N I 0 0 1  -  %  o f  p e o p le  f r o m  d i f f e r e n t
b a c k g r o u n d s  g e t  o n  w e l l

Y E A R L Y P a u l  W i l l i a m s I a n  S a l t e r P e r c e n t a g e 8 1 82.4 - 9 9 9 8 1 82.4

Approach : Comprehensive Equalities Policy

P P 3 1  -  L e v e l  2  o f  E q u a l i t y  S t a n d a r d Q U A R T E R L Y P a u l  W i l l i a m s P a u l
W i l l i a m s

P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100

Approach : Consultation & customer satisfaction surveys

P P 1 6  -  A n n u a l  P la c e  S u r v e y Q U A R T E R L Y R ic h a r d  M a y R ic h a r d  M a y P e r c e n t a g e 5 0 0 - 9 9 9 1 0 0 0
P P 1 7  -  C o n s u l t a t i o n  o n  t h e  1 0 / 1 1  b u d g e t Q U A R T E R L Y R ic h a r d  M a y R ic h a r d  M a y P e r c e n t a g e 1 0 0 0 - 9 9 9 1 0 0 0
Approach : Corporate Aims and values

P P 1  -  V a lu e s  P r o je c t  P la n Q U A R T E R L Y R ic h a r d  M a y R ic h a r d  M a y P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100
P P 2  -  R e v ie w  o f  3  A s Q U A R T E R L Y R ic h a r d  M a y R ic h a r d  M a y P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100
P P 2 8  -  V a lu e s  p r o je c t  p la n Q U A R T E R L Y R ic h a r d  M a y R ic h a r d  M a y P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100
P P 4  -  %  o f  S e r v i c e  P la n s  a g r e e d  b y  M a r c h
3 1 s t

Y E A R L Y R ic h a r d  M a y R ic h a r d  M a y P e r c e n t a g e 1 0 0 83 - 9 9 9 1 0 0 83

Approach : CorVu performance management system

P P 1 8  -  P e r f o r m a n c e  M a n a g e m e n t  s y s t e m
( C o r V u )

Q U A R T E R L Y I a n  S a l t e r I a n  S a l t e r P e r c e n t a g e 7 5 75 - 9 9 9 1 0 0 100

Approach : Council 2009/10 Action

A C T I O N  0 1  -  R e s id e n t  u s e r  g r o u p s Q U A R T E R L Y P a u l  K n ig h t P a u l  K n ig h t P e r c e n t a g e 7 5 75 - 9 9 9 1 0 0 100
A C T I O N  0 5  -  S a t i s f a c t i o n  s u r v e y s Q U A R T E R L Y P a u l  K n ig h t P a u l  K n ig h t P e r c e n t a g e 7 0 70 - 9 9 9 1 0 0 100
A C T I O N  1 5  -  R e v i s e d  G y p s y  &  T r a v e l l e r s
p o l i c y

Q U A R T E R L Y P a u l  W i l l i a m s P a u l
W i l l i a m s

P e r c e n t a g e 1 0 0 90 - 9 9 9 1 0 0 100
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Approach : Council Aims, Approaches and Actions

P P 1 3  -  C a b in e t  d e v e lo p m e n t  o f  C o u n c i l
A c t i o n s  f o r  1 0 / 1 1

Q U A R T E R L Y R ic h a r d  M a y R ic h a r d  M a y P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100

P P 1 4  -  3  A s  r e f l e c t e d  i n  1 0 / 1 1  S e r v i c e  P la n s Q U A R T E R L Y R ic h a r d  M a y R ic h a r d  M a y P e r c e n t a g e 7 5 75 - 9 9 9 1 0 0 100
Approach : Equalities and diversity

P P 1 0  -  E q u a l i t i e s  a c t i o n s  i n  1 0 / 1 1  s e r v i c e
P la n s

Q U A R T E R L Y P a u l  W i l l i a m s P a u l
W i l l i a m s

P e r c e n t a g e 1 0 0 85 - 9 9 9 1 0 0 100

P P 1 1  -  A s e s s m e n t  o f  L e v e l  2  E q u a l i t i e s  a n d
D iv e r s i t y  a c h ie v e m e n t

Q U A R T E R L Y P a u l  W i l l i a m s P a u l
W i l l i a m s

P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100

P P 1 2  -  U p  t o  d a t e  e q u a l i t y  s c h e m e s . Q U A R T E R L Y P a u l  W i l l i a m s P a u l
W i l l i a m s

P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100

P P 8  -  E q u a l i t y  S t a n d a r d  a c h ie v e d Q U A R T E R L Y P a u l  W i l l i a m s P a u l
W i l l i a m s

N u m b e r 2 2 - 9 9 9 2 2

P P 9  -  E q u a l i t i e s  im p a c t  a s s e s s m e n t s Q U A R T E R L Y P a u l  W i l l i a m s P a u l
W i l l i a m s

N u m b e r 3 5 43 - 9 9 9 4 0 60

Approach : Equalities issues

N I 1 4 0  -  S C D C  -  F a i r  t r e a t m e n t  b y  l o c a l
s e r v i c e s  -  S o u t h  C a m b s

Y E A R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 7 8 . 9 77.5 - 9 9 9 7 8 . 9 77.5

Approach : Improve customer service

N I 0 1 4  -  S C D C  -  A v o id a b le  c u s t o m e r  c o n t a c t
-  S o u t h  C a m b s

Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 3 5 29 - 9 9 9 3 5 30

N I 0 1 4 a  -  S C D C -  U n n e c e s s a r y  c la r i f i c a t i o n
c a t e g o r y  -  S o u t h  C a m b s

Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 2 0 25 - 9 9 9 2 0 25

N I 0 1 4 b  -  S C D C  -  P o o r  s i g n p o s t i n g ,  o r  p o o r
c a l l  t r a n s f e r  c a t e g o r y  -  S o u t h  C a m b s

Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 2 0 32 - 9 9 9 2 0 30

N I 0 1 4 c  -  S C D C  -  R e p e a t  n o t i f i c a t i o n Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 2 0 6 - 9 9 9 2 0 10
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c a t e g o r y  -  S o u t h  C a m b s
N I 0 1 4 d  -  S C D C  -  P r o g r e s s  c h a s in g  c a t e g o r y
-  S o u t h  C a m b s

Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 2 0 36 - 9 9 9 2 0 30

N I 0 1 4 e  - S C D C  -  R e p e a t  c o n t a c t  c a t e g o r y  -
S o u t h  C a m b s

Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 2 0 4 - 9 9 9 2 0 5

P P 2 3  -  R e c o r d in g  s c h e m e  f o r  N I 0 1 4 Q U A R T E R L Y P a u l  K n ig h t P a u l  K n ig h t P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100
S X 0 0 6  -  C u s t o m e r  s a t i s f a c t i o n  -  C a m b o u r n e
r e c e p t i o n

Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 9 0 100 - 9 9 9 9 0 90

S X 0 4 6  -  C a m b o u r n e  r e c e p t i o n  -  S a t i s f a c t i o n
w i t h  w e l c o m e

Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 9 0 93 - 9 9 9 9 0 100

S X 0 4 7  -  C a m b o u r n e  r e c e p t i o n  -  S a t i s f a c t i o n
w i t h  r o o m  a v a i l a b i l i t y

Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 9 0 100 - 9 9 9 9 0 100

S X 0 4 8  -  C a m b o u r n e  H Q  -  %  c u s t o m e r s
s e e n  w i t h in  1 0  m in s

Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 9 0 80 - 9 9 9 9 0 90

S X 0 5 8  -  %  C o m p la in a n t s  r e c e i v i n g  a p o lo g y Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100
Approach : Improve the scrutiny function

P P 2 9  -  S c r u t i n y  t o p i c s  a n d  t a s k  &  f i n i s h
g r o u p s

Q U A R T E R L Y J a c k ie  S a y e r s J a c k ie
S a y e r s

P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100

Approach : LAA targets

P P 1 9  -  L A A  t a r g e t s  i n c lu s io n  i n  1 0 / 1 1
S e r v i c e  P la n s

Q U A R T E R L Y G e m m a  B a r r o n I a n  S a l t e r P e r c e n t a g e 7 5 75 - 9 9 9 1 0 0 100

Approach : Performance Improvement Group (PIG)

P P 2 2  -  V i s i b le  p e r f o r m a n c e  m a n a g e m e n t
a n d  r e w a r d s

Q U A R T E R L Y P a u l  S w i f t I a n  S a l t e r P e r c e n t a g e 5 0 75 - 9 9 9 1 0 0 100

Approach : Performance management framework

P P 5  -  C A A  p e r f o r m a n c e  m a n a g e m e n t Q U A R T E R L Y P a u l  S w i f t I a n  S a l t e r P e r c e n t a g e 5 0 50 - 9 9 9 1 0 0 100
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Approach : Performance Management strategy

P P 2 1  -  P e r f o r m a n c e  m a n a g e m e n t  s t r a t e g y Q U A R T E R L Y P a u l  S w i f t I a n  S a l t e r P e r c e n t a g e 5 0 100 - 9 9 9 1 0 0 100
Approach : Service First

P P 2 4  -  C u s t o m e r  S e r v i c e  E x c e l l e n c e
S t a n d a r d

Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 1 0 0 100 - 9 9 9 1 0 0 100

P P 2 5  -  C u s t o m e r  S e r v i c e  S t r a t e g y Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 1 0 0 0 - 9 9 9 1 0 0 0
P P 2 6  -  I m p r o v e d  c o m p la in t s  s y s t e m Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 7 5 90 - 9 9 9 1 0 0 100
P P 2 7  -  C u s t o m e r  S e r v i c e  T r a in in g Q U A R T E R L Y P a u l  S w i f t P a u l  K n ig h t P e r c e n t a g e 6 0 80 - 9 9 9 1 0 0 100
Approach : Service reviews

P P 3 0  -  S e r v i c e  r e v ie w s  p r o g r a m m e Q U A R T E R L Y P a u l  H o w e s P a u l  H o w e s P e r c e n t a g e 1 0 0 60 - 9 9 9 1 0 0 60
Approach : The Corporate Plan

P P 1 5  -  P u b l i s h  t h e  a n n u a l  C o r p o r a t e  P la n Y E A R L Y P a u l  S w i f t P a u l  S w i f t P e r c e n t a g e 1 0 0 80 - 9 9 9 1 0 0 80
Approach : The Health Card

P P 2 0  -  H e a l t h  C a r d  d e v e lo p m e n t Q U A R T E R L Y I a n  S a l t e r I a n  S a l t e r P e r c e n t a g e 7 5 75 - 9 9 9 1 0 0 100
Approach : The Scrutiny Committee

P P 6  -  S c r u t i n y  M e m b e r s  i n  t r a in in g  &
d e v e lo p m e n t

Q U A R T E R L Y J a c k ie  S a y e r s J a c k ie
S a y e r s

N u m b e r 2 5 29 - 9 9 9 4 5 34

P P 7  -  M e m b e r s  i n v o l v e d  i n  s c r u t i n y Q U A R T E R L Y J a c k ie  S a y e r s J a c k ie
S a y e r s

N u m b e r 1 8 22 - 9 9 9 2 9 22

S X 0 5 2  -  %  S c r u t i n y  r e c s  a c c e p t e d  b y
C a b in e t

Q U A R T E R L Y J a c k ie  S a y e r s J a c k ie
S a y e r s

P e r c e n t a g e 9 0 90 - 9 9 9 9 0 90

S X 0 5 3  -  P u b l i c  p a r t i c i p a t i o n  i n  S c r u t i n y
C o m m i t t e e  w o r k

Q U A R T E R L Y J a c k ie  S a y e r s J a c k ie
S a y e r s

N u m b e r 3 0 20 - 9 9 9 4 5 20
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