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1. Purpose of the report

To report progress at the end of Quarter 2 (1st July – 30th September 2015) towards 
achievement of the targets contained in the former Economy and Environment 
Directorate Plan 2015-16 and the Communities section of the former Customer and 
Corporate Services Directorate Plan 2015-16.

2. Recommendations

Members are asked to consider and / or challenge the information contained within the 
report and the appendices.

3. Background

3.1 On 23rd July, the Committee approved the Directorate Plans for 2015-16 for the 
Economy and Environment Directorate and the Communities section of the Customer 
and Corporate Services Directorate. 

3.2 In accordance with the Council’s performance management framework, progress 
towards the targets contained in directorate plans are to be reported to relevant 
Overview and Scrutiny Committees at the end of each quarter.

3.3 Following the recent senior management review, the directorate plan for the former 
Customer and Corporate Services Directorate has been split between the new 
Neighbourhoods Directorate Plan and the new Resources Directorate Plan, and the 
directorate plan for the former Economy and Environment Directorate has been split 
between the new Neighbourhoods Directorate and the new Economy Directorate.

However, as the new structure was not implemented until the last 2-weeks of Quarter 



2, the updates reported this quarter are based on the former directorate structures.

Performance monitoring for Quarter 3 is now taking place in accordance with the new 
structure and reports for Quarter 3 will be based on the new structure.

3.4 The Quarter 1 progress reports for the former Economy and Environment Directorate 
and the Communities section of the former Customer and Corporate Services 
Directorate are attached at Appendices 1 and 2. Actions within each appendix have 
been colour coded in accordance with the following criteria.

Green: Action completed or on track to be completed by the target date

Amber: Action not fully completed or not on track to be completed by the target 
date due to circumstances outside of the directorate’s control

Red: Action not fully completed or not on track to be completed by the target 
date

The Appendices include a commentary against any actions that are amber and red.

4. FORMER ECONOMY AND ENVIRONMENT DIRECTORATE PLAN 2015-16 
QUARTER 2 PROGRESS

4.1 Performance Overview

82.5% (33) of the actions included in the Directorate Plan 2015-16 are on target at the 
end of Quarter 2 as shown below.

4.2 Performance Highlights

 The Get Digital Faster programme (Superfast broadband now has upgraded 28 
cabinets in all parts of the borough and is on target. 179 businesses in the borough 
have taken advantage of the Broadband connection Voucher scheme to fund or 
reduce the costs of connecting to Super-Fast Broadband. The best performance in GM 
has been with Rochdale borough businesses seeking to reduce their carbon emissions 
and energy costs. 

Economy & Environment Directorate Plan: 
Summary of performance against actions



 Roll out of the new Household Waste Collection and Recycling Service starts on 20 
October.  A new Strategy and Policy has been approved by the Council which seeks to 
increase recycling rates across the Borough and make significant financial savings. 

 The number of planning applications submitted to the Council remains high, a sign of 
continued economic investment in the Borough. The number submitted since the start of 
2015 is10% higher than the same period in 2013. The Council has seen a sharp increase 
in the number of major planning applications submitted, with an increase of 13% from the 
same period last year. Fee income is predicted to be around £900k for the calendar year, 
a similar figure to 2014.

 The Council continues to work hard to rationalise its estate. To date in 2015/16 the 
Council has disposed of assets for capital receipts totalling £1.54m. A further £4.77m of 
capital receipts are currently subject to legal completion.

Work to provide a new cemetery in part of Denehurst Park is now complete as planned, 
on time and within budget. A dedication service was recently held in the presence of the 
Leader of the Council and the Mayor, following which the council has received some very 
positive feedback from elected members and the public who were impressed with the 
quality and layout of the new cemetery.

4.3 Exceptions

Members will note that two of the targets are rated as red.  The first is in relation to the 
additional income target set for New Homes Bonus of £500k.  A more detailed narrative is 
provided in Appendix 1 - Reference EE1001. 

The second area is a delay in the development of Quarterly reporting to Townships on 
performance by Environmental Management (Reference EE2006).  Due to the focus on 
preparing for the roll out of the new waste and recycling Scheme, this is still being 
developed and will be the subject of a future paper to O&S Committee as part of the 
planning process for 2016-17.

5. FORMER CUSTOMER AND CORPORATE SERVICES DIRECTORATE PLAN 2015-
16 (COMMUNITIES SECTION) QUARTER 2 PROGRESS

5.1 Performance Overview

94.4% (17) of the actions included in the Communities section of the Directorate Plan 
2015-16 are on target at the end of Quarter 2 as shown below. 



5.2 Performance Highlights

 The Customer and Community Access Strategy and 2015-16 action plan are being 
developed. Benefits and outcomes for the Connected Council Programme have now been 
defined and presented to Wider Leadership Team and Informal Cabinet, and work is now 
underway on producing specific measurable customer improvements and associated 
savings.

 Work is underway on the Access Channel Strategy and 2015-16 action plan. Recent 
highlights include: WEB -preparation for migration to/launch of new SharePoint platform 
later this month; development of MyAccount functionality for January launch; creation of 
CRM-based eForms for November launch. CONTACT CENTRE – working on improved 
reporting, performance management, processes and training to support roll-out of new 
telephony platform and CRM. CUSTOMER SERVICES – MyAccount hub action plan 
produced to define customer service environment and access improvements. Direct Debit 
first draft action plan produced for February campaign.

 The new Customer Care Strategy and 2015-16 action plan is being developed. In addition 
to the ongoing customer service training that takes place, training plans are now being 
developed to support customer-facing staff in using the new CRM and Contact Centre 
telephony platform tools that are scheduled for deployment in the coming weeks. This is 
supported by a review of customer journey processes across all access channels. 

 Work is underway on the Customer Insight, Engagement and Feedback Strategy and 
2015-16 action. The first meeting of the Customer Research and Intelligence group took 
place on 19 October. The group met with Experian to review opportunities for using 
Mosaic to improve the delivery of business outcomes by using better customer insight. 
Work has started on producing 6-8 customer personas to complement customer journey 
and service process redesign. The first draft action plan for the campaign to increase 
Council Tax Direct Debit payments (scheduled for February) has been produced. A 
citizen’s panel was assembled and successfully participated in the peer review process. 
Options for creating a sustainable citizen’s panel approach, as well as other tactics 
including workshops, focus groups and more are now being considered and the 
recommended approach included as part of the strategy.

 Rochdale Citizens Advice Bureau (the current supplier of the Advice contract) has dealt 
with more clients in the first six months of 2015-16 than in any previous six month period. 

Customers & Corporate Services Directorate Plan: 
Communities

Summary of performance against actions



We are working with the Supplier on better reporting mechanisms which will clearly 
demonstrate outcomes, the value of the service and areas for improvement.

 A number of events have been held across the borough which recognises the contribution 
the armed forces make to our borough.  A full report on all armed forces work carried out 
has been written and presented to each Township Committee.

 The Registrars service is now benefitting from the refurbished accommodation with 
improved customer access facilities and more attractive decoration to attract ceremony 
customers. The improved facilities and redecoration now provide a pleasant environment 
where customers can enjoy the unique historical importance of the Town Hall.

5.3 Exceptions

 The installation and go live of the on-line booking software in the Coroners Service has 
been delayed due to delays by the software supplier. This will be completed in Quarter 3.

6. Conclusions

6.1 Monitoring shows that good progress is being made in delivering against the targets in 
Directorate Plans for 2015-16. A further update showing progress at the end of the 
third quarter will be brought to Committee in February 2016.

7. Alternatives considered

7.1 Not applicable

8. Financial Implications

8.1 None – priorities in Directorate plans are delivered within approved budgets.

9. Legal Implications

9.1 None

10. Personnel Implications

10.1 None

11. Corporate Priorities

11.1 All actions in Directorate Plans are linked to the Corporate Priority or Priorities to which 
they contribute.

12. Risk Assessment Implications 

12.1 None

13. Equalities Impacts

13.1 Workforce Equality Impacts Assessment

There are no workforce equality issues arising from this report.

13.2 Equality/Community Impact Assessments



There are no equality/community issues arising from this report. 
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