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Foreword

Welcome to Woking Borough Council’'s Service and Performance Plan for 2010/11.
The aim of this plan is to provide clear information about the Council’'s performance
and our plans for continuous improvement in the quality and value of our services.

The document provides a reference point, showing the links between our
Community’s aspirations as set out in the Community Strategy, the Council’'s own
Vision and Priorities and how these are reflected in our service plans. It also sets out
our achievements over the last year, how we are performing against our targets and
how our activities are resourced.

The Plan has been prepared in 3 main sections as follows:

Corporate This section sets out the corporate context for the
Themes Council’s priorities and cross cutting themes including

details of our approach to performance management,
consultation and the Council’s financial strategy.

Service Plans Detailed plans for each individual service that the Council
provides are set out in the service plans including aims
and objectives, priorities and performance information.
The plans are split into four sections relating to the
following activities:

Corporate
Economic
Environmental
Social

Performance Where appropriate, service plans contain details of

Indicators Index National Performance Indicators (NIs), under the new
Performance Framework and local indicators that the
Council uses to measure process and service
performance. Past performance and future targets are
set out. The previous national Best Value Performance
Indicators (BVPIs) were discontinued for 08/09.




Corporate Themes

This section of the Service and Performance Plan sets out the corporate themes,
which provide the context and focus for the way in which Woking Borough Council
provides its services and plans for the future.

Included in this section are details about:

e How the Council is structured

e  Qur Vision and Values

e The Community Strategy and the Woking Partnership (LSP)

e  Qur Key Priorities

e Comprehensive Area Assessment, Local Area Agreements and our Plans
for Improvement

° Performance Management

e  Consultation and Working with Our Community

e The Cross-cutting Themes (including the Annual Sustainability Report)

° Financial Strategy, Delivering Efficiencies and the Cost of Services

e  Award of Contracts




How the Council is structured

The Council comprises 36 Councillors representing 17 wards with one-third elected
every three years in four. Councillors are democratically accountable to residents of
their ward and the Borough as a whole.

The Council operates the Leader and Executive constitutional model and most day-
to-day decisions are made by the Executive, within the overall policy set by the whole
Council. The Executive is made up of a Leader, elected by the Council, and a cabinet
of six councillors appointed by the Council. Members of the Executive have each
been allocated areas of political accountability or ‘portfolios’. These individual
members have a pivotal role in the preparation of business for the Executive, in
policy development and service performance.

There is one Overview and Scrutiny Committee taking responsibility for scrutiny,
review and consultation. It has responsibility for setting up task Groups to look at
different aspects of the Council's work, which can lead to reports and
recommendations advising the Executive and the Council as a whole on its policies,
budget and service delivery. The Overview and Scrutiny Committee also monitors the
decisions of the Executive and has the power to call them in for scrutiny before they
are implemented.

The structure looks like this:
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The Council is supported by a Corporate Management Group comprising: Chief
Executive, Ray Morgan; Deputy Chief Executive, Douglas Spinks; and three
Strategic Directors Sue Barham, Steve Bonsor and Mark Rolt. Services and functions
are delivered through eleven Business Areas, headed up as follows:-

Asset Management — Diane Spencer Corporate Strategy — David Johnson
Financial Services — Leigh Clarke H G Wells — Chris Norrington

Housing Services — Lawrence Dey Independent Living Services — Hilary Thomas
Information Technology — Adele Devon Leisure Services — Stuart Harding

Neighbourhood Services — Geoff McManus Planning Services — Adrian Bishop

Revenues & Benefits Services — David Ripley


http://www.woking.gov.uk/wbc/councillors�
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Our Vision and Value

Woking Borough Council

S

's VISION is

Towards Tomorrow Today

The Vision was developed through a series of consultation events with elected
Councillors, managers and staff and demonstrates that:

e We are an organisation that achieves things and looks to improve;

e We aim to be innovative and have a forward thinking attitude, building on
what is good today;

e  We plan for, and work towards, the future

Our Vision is supported by a number of agreed Values as follows:

OUR VALUES:

We are one organisatio

n

We are in the public service
We care about people and the Borough

We are committed to:

Serving the public
Being fair

Communicating well

Delivering Quality

Managing ourselves

Thinking innovatively

Learning &
Developing

Celebrating success

Agreed by Council 16/4/2003

Our customers and community are the focus of what we do

We will treat everyone with fairness and dignity, respecting
people’s differences and needs and behave openly and
consistently

We will be approachable and regularly inform people about
what is going on, we will listen to people’s views and take
them into account when making decisions

We will embrace the highest standards, strive for
excellence, foster partnership working and focus on
sustainable outcomes

We will be a good employer, use our resources cost
effectively, manage change positively, explore new ways of
working, empower people and value their achievements

We will be an outward looking and forward thinking
authority, looking for opportunities and taking the lead in
developing new ideas

We will learn from the good practice of others and from our
own experience

We will celebrate our successes



Community Strategy and the Woking Partnership

Local authorities have a duty to produce a Sustainable Community Strategy, which
aims to promote the economic, social and environmental well-being of the area.

Recognising the need for organisations to work together, a partnership of public,
private and community organisations is established in Woking — The Woking
Partnership - to develop the Community Strategy and to identify what action is
needed to work towards the community’s aims.

The Community Strategy was first published in July 2002, reviewed in the summer of
2006 and sets out a number of aims under six key themes identified by the
community:-

e A strong community spirit with a clear sense of belonging and responsibility;
e Aclean, healthy and safe environment;

e Atransport system that is linked and accessible, recognising Woking’s potential
as a transport hub;

e Accessto decent, affordable housing for local people and key workers;
e A community which values personal health and well-being;

e Provide opportunities and encourage people to participate in learning
throughout their lives so they progress and reach their full potential.

The Woking Partnership plans, monitors and reviews the actions which it can,
collectively, take to deliver the key elements of the Community Strategy and, this
year, is focussing on working together to improve the quality of life in a number of
‘Priority Communities’ in the Borough.

In addition to its core members, the Partnership maintains contacts with other groups
and organisations across the Borough, which share the aims of the Community
Strategy and represents a wide range of interests.

Woking Borough Council has reviewed its priorities and service plans to ensure that
our activities are aligned with the objectives in the Community Strategy. Progress is
reported back to the community and both the Woking Partnership and the Council
have adopted the Surrey Strategic Partnership (SSP) Sustainable Community
Strategy (‘Standing up for Surrey 2010 — 2020), as the over-arching strategy and the
Woking Strategy is being reviewed to align with it and set out the Woking local focus.

The Surrey Strategic Partnership has agreed to work together on the following ten

main areas:-

« Improve education, health and employment opportunities for children & young
people;

o Safety & stability for Surrey’s most vulnerable children & young people;

e Reduce inequality in personal health across Surrey;

« Greater support for vulnerable people to live independently & choose their health
& care arrangements;

e Provide the basis for a globally competitive & sustainable Surrey economy;

e« A more inclusive Surrey economy;

e Sustainable Surrey lifestyles;

e Housing & commercial developments that deliver social, environmental and
economic benefits;

« Increase public confidence in the ability of Surrey’'s public services to keep
people safe;

e  Wider community involvement in making Surrey a better place for all.

Further information is available on the Window on Woking web-site:-
http://www.windowonwoking.org.uk/

The Surrey Sustainable Community Strategy can be found on:-
http://www.surreycc.gov.uk/ and search on Community Planning
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Our Key Priorities

The Council has a significant role in working with, and providing leadership to, the
community and planning for the future. To realise the community’s vision for the
future, the Council has developed three key priorities, based on the issues that the
local community has told us are most important to them (see above). Our priorities
are:

e Decent, Affordable Housing — We are working to create access to decent
and affordable housing for local people.

e The Environment — We are working to maintain a clean, healthy and safe
environment. We are keen to minimise waste, increase recycling and
reduce the environmental impact of landfill. We are also working on
reducing greenhouse gases and adapting to climate change.

e Health and Well-being — We are working towards integrated and
accessible local facilities and services to encourage the health and well-
being of all members of the community.

Whilst the Council will continue to focus on these key priorities, there are clearly
financially challenging times ahead. The new coalition Government is already
introducing a number of changes and a review of local government finances is
expected. Following the election on 6 May, the Leader of the Borough Council set out
the following specific objectives for 2010/11:-

e Continue to deliver a low level of Council Tax and where possible generate
income for the Borough.

e Invest in Woking Town Centre to provide a better experience for shoppers
and businesses.

e Through the Local Committee of County and Borough Councillors fight to
keep essential bus services and improve the condition of roads and
pavements.

e Work with residents to achieve a 60% recycling rate across the Borough.

e Work with the police to combat anti-social behaviour, littering and graffiti using
neighbourhood officers and on-the-spot fines to help achieve these
objectives.

o Continue to invest in new children's play areas and youth play schemes.

The economic downturn had a significant impact on the Council's income last year
but through careful financial management in-year savings of some £1.6m were
achieved and cuts to vital services avoided. The Council will need to continue to
make savings in 2010/11 and beyond. This will be a major driver of Council business
and includes working with other councils and organisations to ensure value for
money across all its activities.



Comprehensive Area Assessment and Plans for Improvement

In common with all local authorities throughout the Country, Woking was subject to a
rigorous external scrutiny carried out by the Audit Commission, which comprises two,
inter-related, assessments:

- An assessment of the area — Comprehensive Area Assessment (CAA).

- An assessment of how effectively the Council uses its resources to deliver
services;

In two tier areas like Surrey, it is the county area that is assessed and focuses on
local priorities, outcomes and how well people are served by their local public
services, not just how good is the organisation. It is a forward looking assessment,
not just based on past performance. The area assessment for 2008/09 was
published on the One Place web site - http://oneplace.direct.gov.uk

The Council's Organisational Assessment for 2008/09 (published in the autumn of
2009) scored 3 out of 4. This was a particularly good result as it improved on the
previous year's score of 2 out of 4, against what was considered a harder test than
previously. No Surrey council scored better that 3 out of 4.

The coalition Government announced, late in May 2010, the ending of both CAA and
the Organisational Assessment with immediate effect. The consequence is, that the
One Place web site will not be updated and there will be no Organisational
Assessment score for 2009/10. The Council’s external Auditor's will use the
information gathered prior to the announcement, to inform the value for money
conclusion alongside their opinion on the financial statements, later in 2010. It is not
yet clear what, if anything, will replace these external assessments but the Council
will continue to apply value for money and good governance principles to all it does.

Improvement Planning

Our Improvement Plan was adopted by the Council in April 2004. Whilst each
element in the Improvement Plan is important to the continued development of the
Council, the following key priorities have been identified by both the Council and the
Audit Commission inspectors and attention is focused on them in the Improvement
Plan.

The delivery of decent and affordable housing is a Council priority and arrangements
have been put in place to ensure we can pursue this even though housing
development, generally, has slowed due to the economic downturn. One of the
Council’'s group companies — Woking Borough Homes — enables both the building of
new homes and the acquisition of existing properties to be progressed, which cannot
be done directly by the Council under current powers/regulations. In addition, the
Council has approved funding arrangements to ensure Woking Borough Homes and
other social landlords can continue to deliver.

Another priority adopted within the Improvement Plan is to continue to develop the
contribution leisure makes to health and well-being. The Audit Commission judged
the Council's services to be ‘good with promising prospects for improvement’. The
launch of the Key Card scheme has made a significant contribution to ensuring
facilities and opportunities are available to the whole community. During 2010/11 the
Council is working with neighbours to seek better value through collaboration.

The achievement of a clean, healthy and safe environment is another key feature
within the Improvement Plan. Implementation of the food waste and revised green
waste schemes have enabled us to further improve recycling rates and a new waste
collection contract started in September 2009 has reduced the cost of the overall
service. Satisfaction with our street cleaning and grounds maintenance has been
maintained.

Progress towards achieving our Improvement Plan is monitored by the Executive on
a quarterly basis.
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Performance Management

The Council’s corporate approach to improving efficiency is supported by integrated
performance management and monitoring systems that have been in place since
April 2000.

Performance Indicators based on new National Indicators (NIs — introduced in
2008/09) and other local indicators, across a range of service areas, are monitored
monthly. Where applicable, targets are set based on a five-year plan and upper
quartile benchmark figures and performance monitored against these. Details of
performance against these indicators together with future targets can be found in the
individual Service Plans.

The following Financial Management information is also monitored monthly:

Car Parks income

. Commercial Rents
. Other fees and charges
Trading Accounts (H G Wells, Leisure Centre & Pool in the Park)
. Employee costs and numbers
. Interest receipts and payments
. Capital receipts
In-year savings targets progress
. Treasury Management Information - debts and investments

All the monitoring data is circulated to elected Members, Corporate Management
Group, Business Managers, the press & public and libraries (in the “Green” book).
Performance trends and performance against targets are reviewed and variances
and/or significant adverse trends are identified and appropriate action plans put in
place. The Executive and Overview and Scrutiny Committee review this performance
on a regular basis and can call for further reports or a plan of action.

Enhanced arrangements for tracking performance are in place using the Council’s
decision tracking software SHIKARI, which is used to monitor progress against our
Improvement Plans and Strategy Action Plans. Progress is reported to the Executive
on a quarterly basis.

Process reviews take place to identify opportunities and methods for delivering
continuous improvement.



Consultation and Working with the Community

Each year we carry out a range of consultation activity to establish what the local
community thinks about what we do and how services should be provided.

Consultation plays a crucial role in helping us to provide the right services and is
carried out in a number of ways with a variety of stakeholders. This year we have
used questionnaires and surveys, arranged discussion groups, held community
workshops and been out and about in our roadshow vehicle.

Here's a sample of some of the things that have been done over the past year:

o A series of consultation events on the Local Development Framework -
Core Strategy. This is the process that will guide future space planning
policy to 2026, including housing and business development in the
Borough and will be key to future residential and economic growth.
Further consultation, on the draft plans, will take place over 2010/11.

e The Woking Partnership invited the community to a ‘question time’
event in March 2010. The event explained how partnerships work in
Woking and a Panel took questions on issues of interest to local
residents and businesses.

o Residents were invited to give their views on possible constitutional and
governance changes in the Council, such as the frequency of elections
and whether the Council should have an elected Mayor or ‘Strong
Executive Leader’. There were no strong preferences indicated either
way and the Council decided to retain current election arrangements (by
thirds for three years in four) and adopt the ‘Strong Leader’ model from
April 2011.


http://www.woking.gov.uk/council/decisions/consult�

The Cross Cutting Themes

As well as ensuring that we focus on delivering the aspirations of the local community, as
set out in the Community Strategy, the Council has identified a number of themes that are

built into everything we do.

Equality

The Council is committed to equality of opportunity for
all local people, regardless of race, age, religion,
gender, sexual orientation, disability or any other
differences. This commitment not to tolerate any form
of discrimination and recognise the benefits of
positively embracing the diversity of our community is
set out in the Council’s ‘Being Equal’ A Valuing
Diversity Policy and the Race Equality Scheme.

Key tasks in implementing the policy include:
developing consultation with hard to reach groups,
establishing service monitoring and developing
appropriate training programmes for staff.

Contact: equalities@woking.gov.uk

Community Safety

The main focus of our community safety work is to
contribute to reducing crime by working with main
agencies such as Surrey County Council and Surrey
Police through the Safer Woking Partnership to
reduce the fear of crime and provide reassurance to
people. The Community Safety Strategy sets out the
Partnership’s priorities.

Community Safety considerations have been
mainstreamed into our decision making and are
taken into account in service delivery. Examples of
our activity range from major projects such as the
implementation of CCTV to seeking to ‘design crime
out’ of new developments by involving police
colleagues in the planning process.

Contact: CommunitySafety@woking.gov.uk

Risk Management

Assessing, quantifying and managing risk are key
elements of the service planning process. The Council
has developed a corporate approach to ‘Risk

Management’. The Risk Management and Business
Continuity policy is:
To adopt best practices in the identification,

evaluation and cost effective control of risks in
order to add maximum sustainable value to all its
activities.

Service planning takes account of external and
internal factors that could impact on the delivery of
priorities, services, performance targets, etc. and the
level or seriousness of the impact and what practical
and reasonable steps can be taken to manage the
risk.

Contact: mailto:david.johnson@woking.gov.uk

Transformational Government

The Government set targets for the electronic
delivery of services. Our Implementing Electronic
Government Statements set out our action plan and
progress, as well as our corporate vision of making
our services more accessible, convenient, responsive
and cost effective. We have achieved over 99% e-
enablement of our services and are making good
progress on the 73 priority outcomes. Major
development of our website and the introduction of a
Contact Management (CRM) System have
contributed to our progress.

The Government'’s latest technology strategy,
Transformational Government - Enabled by
Technology, provides a basis to map out a direction
for the continued development of technology enabled
services within this Council.

Contact: Policy@woking.gov.uk

Sustainability

Sustainability considers the social, economic and
environmental well-being of an area. A 16 point
Sustainability Checklist has been developed for use
by Business Areas to consider actions that can be
taken to contribute to the Council’s sustainability
objectives.

The Annual Sustainability Report has been produced
to monitor the Council’s progress towards the
objectives. The report is presented within this
document in a format that is consistent with the
Connected Reporting Framework. The Framework is
derived from the Prince Of Wales' Accounting For
Sustainability project (see also
www.sustainabilityatwork.org.uk).

A number of additional performance indicators have
been identified as important sustainability indicators.
These are presented in this document within relevant
service plans (see also
www.woking.gov.uk/environment/sustain)

Contact: CorporateStrategy@woking.gov.uk

Procurement

Procurement covers all aspects of securing services
or products, whether through external means or
internally. Effective procurement means delivering
efficient and effective services at an appropriate cost,
through having a clear and agreed policy in relation
to the way the Council goes about procuring works,
goods and services. Our Procurement Strategy
details the actions we will take to:

e  Provide a consistent and overall approach to
commissioning and purchasing;

e  Enable more effective monitoring of
procurement and outcomes;

e  Enable joining up of processes and activities;

e  Enable ‘cross-cutting’ issues to be better
addressed/incorporated.

Contact: Policy@woking.gov.uk
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INDICATORS

CO,equivalent
emissions

Economic Programme

Environmental Programme

Social Programme

Internal

Internal collections (refuse)

Internal collections (recycling)

External

Household collections

Water

W ater consumption
Energy

Energy consumption
Other finite materials
Fuel consumption

Paper consumption

Environmental incidents

Fines

DRAFT ANNUAL SUSTAINABILITY REPORT 2009/10

Financial performance

2007/08
£m (est.)

0.2
7.0
8.8

2.3

0.105

2.0

0.055

0.015

0

2008/09
£m (est.)

-0.1
7.3
9.2

0.003
0.007

2.4

0.125

2.6

0.036

0.014

0

2009/10
£m (est.)

-0.6
74

9.1

unavailable

unavailable

2.5

0.151

1.9

0.035

0.017

0

DIRECT IMPACTS

Non-financial indicators

Emissions: % reduction since 1990/91
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Internal waste and recycling collections split
2009/10
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30 composted

W ater consumption (% Reduction since 90/91)
2009/10 Data Unavailable

Energy Consumption (% Reduction since 90/91)
2009/10 28%

% Sustainable / Renewable Energy purchased

2009/10 6.2% / 2% (Target: 100%)

Fuel consumption (business miles travelled)
07/08: 192k 08/09: 168k 09/10: 127k

Number of sheets of paper purchased.

07/08: 4.9m 08/09: 4.6m 09/10: 4.3m
2007 2008 200
Number 1 0

9
1

Targets and narrative

Costs relate to overall
Council service provision.

Emissions data relates to
selected Council owned
buildings.

Target is to reduce
emissions by 80% from

1990/91 levels.

Internal collections are
recorded for monitoring
purposes. The split
between refuse and
recycling collections
refers to the number of
containers emptied, not

the volume of waste.

The government target
for  household
recycled is 40% by
2009/10.

waste

The targets are to reduce
consumption of
and energy from Council
buildings by 40% from
1990/91 levels.

water

Targets are to reduce
business miles and paper
usage year on year.
Major and significant

pollution incidents

INDIRECT IMPACTS

Customer/Supplier indicators

Data from Defra to support climate change
National Indicator 186 shows that in 2007,
CO, emissions for Woking from Industrial,
Commercial, Residential and Transport
sources totalled 556kt. This represented
an increase from the same dataset for
2005 (564kt). This data will be used to
monitor the Climate Change Strategy .

82% of residents expressed satisfaction
with refuse and recycling services in
2008/09.

357kg of household waste was collected
per head in the Borough for 2009/10
(compared to 383kg for 2008/09)

545 Home composter units were sold to
residents through Council promoted offers
for 2009/10.

Average daily consumption of water for

W oking is approx 0.18m?* Iperson/day.

10 W ater Butt Kits were sold to residents
through Council promoted offers for 2009/10.
Since 1996, Energy efficiency in residential
accommodation has improved by 35%

The average energy efficiency rating of
Council owned dwellings is 78%

There are a total of 14 development related
travel plans approved in the Borough.

100% of paper use by WBC was derived from
approved sustainable or recycled sources.

1 pollution Incident in Woking Borough for 2009.

For explanatory notes and a glossary of terms, visit the Woking Borough Council sustainability Internet pages:

woking.gov.uk/sustain.

Industry

Benchmark
Information
National
Indicators
for climate
change
185 and
186.

National
Indicators
for waste
and
recycling
191, 192
and 193.

Data:

Veolia
W ater

HECA
SAP

Data:
SCC
WBC

EA



The Council’s Financial Strategy

In considering the Financial Strategy and Budget Approach 2011/12 to 2013/14, it
has been assumed that the current economic downturn will continue throughout the
remainder of 2010 and for some elements into 2011. This being the case there will
be continued pressures on existing services and budgets to maintain levels of service
and indeed in some services such as housing and benefits to deal with a higher
demand.

Income Base weaknesses

The income base has been adjusted in 2010/11 for the identified weaknesses in the
base. In future years the County funding of food waste recycling will fall out of the
budget and there is some risk around the sustainability of land charges income.

Pay and Benefits

The forecast assumes increase in the total pay and benefits bill of 1% per annum.
Pension Fund Revaluation

Pension fund revaluation is due to take place as at 31 March 2010 with the impact of
any changes in employer’s contributions and deficit funding needing to be met from
2011/12 onwards. It is estimated that an increase in pension contributions of £1.3
million phased over 2011/12 to 2013/14 will be required to address the revaluation.

Loss of External Finance

Whilst the external funding has increased by £32,973 for 2010/11, in line with
expectations, the Council continues to be protected by some £818,000 in the floor
mechanism. Given the general pressures on public spending, for financial planning
purposes it has been assumed that the Revenue Support Grant element of external
funding of £840,361 will be clawed back by the Government over the period of the
next three year spending review in support of public expenditure cuts.

In summary, the above is likely to result in a significant shortfall of almost £5 million
over the period April 2011 to March 2014.

A broad Strategy to deal with the shortfall has been agreed which seeks to achieve
savings and/or increased income in the following areas:-

« Transformation of Service Delivery.

e Procurement.

« Joint Working, shared services and collaboration.
« New income sources.

« Recovery of Existing Income Base, mainly through enhancing economic
vitality of the Town.

« Pay and Benefits.
« Review Spending Priorities.
e Investto Save.

e« Council Tax — assume annual increase of 2.5% but may be overtaken by
central Government policy.



Delivering Efficiencies

The Council has significantly exceeded previous efficiency targets and has
processes in place to deliver the more challenging efficiency targets for the period

2010/11 to 2013/14.
THE COST OF SERVICES

2008/09 2009/10 2010/11
£000 £'000 £000

Gross expenditure (spending) 80,455 84,282 94,761
Less

Income 61,033 65,113 75,745
movements in reserves 5,103 4,519 4,075
budget requirement 14,500 14,650 14,941
Government Funding 6,742 6,595 6,628
Council Tax surplus from previous years a7 -4 -15
To be met from Council Tax 7,711 8,059 8,328

Award of Contracts

The Council did not award any contracts in the year involving the transfer of local

authority staff to an external service provider.



Woking Borough Council - Service Plans 2010/11

The Service Plans set out the aims, objectives, priorities and budgets for individual
services. Where appropriate, the plans also include performance management information
such as outturns and targets for national and other local indicators.

NATIONAL AND LOCAL PERFORMANCE INDICATOR INDEX

CORPORATE PROGRAMME

Human Resources Budget

General Fund Summary

Corporate Planning and Policy
Corporate Financial Planning and Policy
Customer Care

Corporate Employer

Information Communication Technology

Health and Wellbeing

ECONOMIC PROGRAMME

Economic Programme and Summary Revenue Estimates

Corporate and Democratic Processes
Civic Functions and Expenses

Corporate Management and Members’ Services
Elections and Electoral Registration

Marketing Communications

Local Economy

Promoting the Local Economy

Asset Management

Public Market

Tax Collection

Revenues (Council Tax and Business Rates) Collection
Transport and Parking

Parking Services

Concessionary Fares

Taxi and Private Hire Licensing

ENVIRONMENTAL PROGRAMME

Environmental Programme Summary Revenue Estimates
Environmental Management

Cesspool Emptying

Environmental Maintenance Contract

Climate Change Strateqgy

Environment and Sustainability

Environmental Control

Planning Implementation
Planning Policy
Public Conveniences




Public Safety and Protection
Building Control

Community Safety

Food & Health and Safety
Licensing

Local Land Charges/Searches
Refuse

Removal of Untaxed and Abandoned Vehicles
Waste and Recycling

SOCIAL PROGRAMME

Social Programmes Summary Revenue Estimates
Benefits

Housing and Council Tax Benefits

Grants

Grants to Voluntary and Community Organisations
Housing

Housing Needs, Strateqy and Enabling

Homelink and Private Sector Housing (inc. Housing Advances)
Personal Social Services

Brockhill Extra Care

Careline

Community Meals

General Community Services Functions
Recreation and Culture

Cultural and Community Development

H G Wells Conference and Events Centre
Health and Wellbeing Development
Leisure Centre and Pool in the Park

Centres for the Community
HOUSING REVENUE ACCOUNT
Housing Management

Rent Accounting/Collection

Home Support Service

Tenant and Leaseholder Participation
Repairs and Maintenance




NATIONAL AND LOCAL PERFORMANCE INDICATOR INDEX

Pl Ref. CORPORATE PERFORMANCE INDICATORS
NI 1 % of people who believe people form different backgrounds get on well together in
their local area.
NI 2 % of people who believe people form different backgrounds get on well together in
their local area.
NI 3 Civic Participation in the local area.
NI 4 % of people who feel they can influence decisions in their locality.
NI 5 Overall/general satisfaction with local area.
NI 14 Reducing avoidable contact: Minimising the proportion of customer contact that is of
low or no value to the customer.
NI 140 Fair treatment by local services.
NI 179 Value for money — total net value of ongoing cash-releasing value for money gains
that have impacted since the start of the 2008-09 financial year.
C0O-001 Percentage of top 5 % earners who are women.
CO0-002 Percentage of top 5% of earners who are from BME communities.
CO-003 Percentage of top 5% of earners who have a disability.
CO-004 | Number of working days lost to sickness absence.
CO-005 Voluntary Leavers.
CO-006 Percentage of employees retiring early.
CO-007 Percentage of employees retiring on grounds of ill health.
CO-008 Percentage of local authority employees declaring that they are disabled compared
with economically active disabled population.
CO-009 Percentage of local authority employees from BME communities compared with
economically active BME population in the area.
CO-010 The total amount of business mile claimed annually (for casual, essential and lease
car users).
CO-011 Percentage of WBC staff who agree or strongly agree that the Council, as the
employer, cares' for its employees.
CO0-012 Percentage of WBC staff who agree or strongly agree that the Council is a good
place to work.
C0-013 Number of people who attended courses.
CO-014 | Percentage of staff rating the quality of internal communications at Woking are
satisfactory or better.
CO0-015 Total number of bicycle allowance claims made during the year.
CO-016 Number of employees accessing the bicycle salary sacrifice scheme.
CO-017 Number of posts with entitlement to a car parking season ticket.
CO0O-018 Number of instances of working from home/using flexitime.
CO0-019 Level of the Equality Standard for Local Government to which the authority conforms.
CO0-020 The quality of an Authority’s Race Equality Scheme (RES) and the improvements
resulting from its application.
CO0-021 Percentage of undisputed invoices paid in 30 days.
CO-023 | Total amount of paper used at the Civic Offices (millions of sheets).
CO-024 | The percentage of paper purchased that comes from sustainably managed forests.
CO0-025 Monthly average number of unique users to the WBC Web Site i.e. separate
individuals using the web site.
CO0-028 Average number of days sickness YTD excluding long term sickness.
CO0-029 The level which the Authority conforms to the Equalities Framework for Local
Government.
CO-030 Number of vocational gualifications being undertaken.
CO-031 | Number of internal appointments made.
CO0-032 Number of external appointments made.
CO0-033 Average time taken to recruit.




CO0-034 | Average cost of recruitment.

EC-001 Percentage of return of electoral canvass forms.

EC-002 Percentage of adult population on the reqgister.

EC-003 Young people - percentage of rising 18 year olds included on the register.

EC-004 Percentage turnout at last local elections.

EC-005 Percentage of votes cast by post at the last local elections.

EC-006 Percentage of polling stations with access for disabled people.

EC-007 Percentage of clerical errors recorded at the last local election.

EC-008 Elections and Electoral Registration.

EC-009 Percentage of authority buildings accessible to disabled people.

EC-010 Weight of waste recycled at the Civic Offices.

EC-011 Percentage of Council Tax collected.

EC-012 Percentage of non-domestic rates received.

EC-013 Total Number of properties from which business rates were collected.

Pl Ref. HOUSING PERFORMANCE INDICATORS

NI 158 % non-decent council homes.

NI 160 Local authority tenants’ satisfaction with landlord services.

S0-015 Number of people sleeping rough on a single night in the area.

S0-016 Average time to re-let local authority housing.

S0-017 The number of households who considered themselves homeless, who approached
the authority’s advice services and for whom casework intervention resolved their
situation.

S0-018 Proportion of households accepted as statutorily homeless who were accepted as
statutorily homeless by the same authority within the last two years.

S0-020 Number of private sector vacant dwellings returned to occupation or demolished as a
result of local authority action.

S0-021 Increase the proportion of clients financing work from non-grant sources to 25%.

SO-022 | BME clients assisted (work completed) recorded as a % of all clients assisted.

S0-023 | Record the number and profile of people given energy efficiency and benefits advice.

S0-024 Provide home safety and security advice for 300 home owners and where necessary
install a range of security and home safety measures.

S0O-025 | Number of safety jobs carried out for vulnerable home owners.

S0-026 Number of properties within the private sector made secure by the Homelink
Handyperson service.

S0-027 | % of all support plans reviews every 6 months.

S0-028 Install 90% of alarms within 5 working days where client permission/electrical/BT
work permits.

S0-029 Replace all faulty units within 24 hours.

S0-030 Number of meals on wheels Mon to Fri and weekends ('000's).

S0-032 Number of centre/Brockhill meals ('000's).

S0-033 Number of Lunch Club meals (‘000).

S0-061 Proportion of rent collected.

S0-062 Local authority rent collection and arrears: rent arrears of current tenants as a
proportion of the authority's rent roll.

S0-063 Percentage of urgent repairs completed on target.

S0-064 | Average number of days to complete non-urgent repairs.

S0-065 Percentage of repairs completed on first call.

S0-066 Percentage of jobs with appointments for Woking Repairs Service.

S0O-067a | The average length of stay in Bed and breakfast accommodation of households
which are unintentionally homeless and in priority need (all).

SO-067b | The average length of stay in hostel accommodation of households which are
unintentionally homeless and in priority need (all).

S0-071 Energy Efficiency - the average SAP rating of local authority owned dwellings.

S0O-072 | Time taken from first enquiry to completion of work for a DFG. Target time 259 days
(from CLG DFG GPG). Target based on %age of cases meeting target time.

S0O-073 Number of properties within the private sector made Decent.

SO-074 Percentage of applicants satisfied with completed DFG works.




S0O-075 Number of properties brought back into use through local authority intervention (less
than 6 months).

S0O-076 Number of properties brought back into use through local authority intervention (6
months and over).

Pl Ref. HOUSING AND COUNCIL TAX BENEFIT PERFORMANCE
INDICATORS

NI 180 The number of changes of circumstances which affect customers’ HB/CTB
entitlement within the year.

NI 181 Time taken to process Housing Benefit/Council Tax Benefit new claims and change
events.

S0-001 Number of Housing Benefit and Council Tax Benefit fraud investigations carried out
by the LA per vear.

S0-002 Number of Housing Benefit and Council Tax Benefit prosecutions and sanctions per
year in the LA area.

S0-003 Accuracy of processing HB/CTB Claims: The percentage of cases within a random
sample for which the Authority's calculation of Housing and Council Tax Benefit
(HB/CTB) is found to be correct.

SO-004 Percentage of recoverable overpayments recovered.

Pl Ref. ENVIRONMENTAL PERFORMANCE INDICATORS

NI 191 Residual household waste per household.

NI 192 The percentage of household waste arisings which have been sent by the authority
for reuse, recycling, composting or anaerobic digestion.

NI 195 Improved street and environmental cleanliness (level of litter, detritus, graffiti and fly-
posting).

NI 196 Improved street and environmental cleanliness (fly-tipping).

NI 197 Improved Local Biodiversity — proportion of Local Sites where positive conservation
management has been or is being implemented.

EC-020 Ticket activity per month: off street.

EC-021 Ticket activity per month: on street.

EC-022 PCN issue: off street.

EC-023 PCN issue: on street.

EC-024 PCN payment rate: off street.

EC-025 | PCN payment rate: on street.

EC-026 Safer Parking Scheme - retain revised awards for town centre Car Parks.

EN-001 | Satisfaction with Street Cleaning.

EN-002 Satisfaction with Landscaping.

EN-003 The percentage of the total number of ditches inspected and cleared if required per
annum.

EN-050 The number of public conveniences provided by the authority, which are open more
than 12 hours per day.

EN-051 The number of public conveniences provided by the authority, which are open less
than 12 hours per day.

EN-052 The number of public conveniences providing access for disabled people.

EN-053 | The number of public conveniences providing baby-changing facilities.

EN-054 | Percentage of monitored cleans to acceptable standard.

EN-083 The percentage of standard searches carried out in 10 working days.

EN-084 Percentage of new reports of abandoned vehicles investigated within 24 hours of
notification.

EN-085 Percentage of abandoned vehicles removed within 24 hours from the point at which
the authority is legally entitled to remove the vehicle.

EN-086 Kg of household waste collected per head.

EN-087 | Percentage change in household waste collected per head.

EN-088 | Cost of waste collection per household.

EN-090 Percentage of population served by a kerbside collection of recyclables (2
recyclables).

EN-091 Number of Composters sold through WBC offers.

EN-092 Are appointments given for the collection of bulky waste?

EN-093 The percentage of domestic refuse collections made on time.

EN-094 Present sustainability indicators and connected reporting framework for 08/09 within

the Annual Service and Performance Plan for 09/10.




EN-095 Percentage of approved Council projects for which a Sustainability Impact
Assessment was completed.

EN-096 Percentage of Council Service Plans for which a Sustainability Impact Assessment
was completed.

EN-097 Percentage of Council committee reports for which a Sustainability Impact
Assessment was completed.

S0-037 Number of hectares which are maintained as natural/semi natural space.

S0-038 Number of play spaces provided by the Council per 1,000 children under 10.

S0-039 | Total hectares of sports pitches per 1'000 population in secured, community use.

S0-040 Number of organisations that have joined the WOW website.

S0-041 | Allotments (% occupancy).

S0-042 Number of participants in Surrey Youth Games.

S0-043 Number of participants in Surrey Youth Games from ethnic minority groups.

S0-044 Numbers of adults/young persons from relevant Ethnic Minority groups participating
in sports development activity.

S0-045 Percentage of the population (adults 16+) volunteering in sport and active recreation
for at least one hour per week.

S0-046 Percentage of adults participating in at least 30 minutes moderate intensity sport and
active recreation (inc. recreational walking) on 3 or more days a week.

S0-047 | Take up of WBC health initiatives: Bravehearts.

S0-049 | Take up of WBC health initiatives: Well-balanced.

S0-050 Passport to leisure enrolment as a % of total enrolment for playschemes.

S0O-051 | % playscheme take up from areas of deprivation: Bishop David Brown, Broadmere.

S0O-052 | % playscheme take up from areas of deprivation: Sythwood School/Lakeview.

S0O-053 | % playscheme take up from areas of deprivation: New Monument/Maybury.

S0O-054 Number of persons participating in_health, exercise and social activities at Woking's
Centres for the Community: Exercise.

S0-055 Number of persons participating in_health, exercise and social activities at Woking's
Centres for the Community: Health.

S0-056 Number of persons participating in_health, exercise and social activities at Woking's
Centres for the Community: Social.

S0O-057 Number of persons participating in_health, exercise and social activities at Woking's
Centres for the Community: Cultural.

S0-058 Number of persons participating in_health, exercise and social activities at Woking's
Centres for the Community: Educational.

S0-059 Passport to Leisure take up.

S0-060 | % Passport to Leisure Users in receipt of benefit.

Pl Ref. CLIMATE CHANGE PERFORMANCE INDICATORS

NI 185 CO2 reduction from local authority operations.

NI 187 Tackling fuel poverty — % of people receiving income based benefits living in homes
with a low energy efficiency rating.

NI 188 Planning to Adapt to Climate Change.

NI 194 Air_quality — % reduction in NOx and primary PM10 emissions through local
authority’s estate and operations.

Local Locally measured climate change indicators.

Pl Ref. ENVIRONMENTAL HEALTH INDICATORS

NI 182 Satisfaction of business with local authority requlation services.

NI 184 Food establishments in the area which are broadly compliant with food hygiene law.

EC-014 Hours/month taxi enforcement/monitoring activity.

EC-015 | Actual number and % of DDA complaint taxis.

EC-016 | Average age (vehicle age in years) of Hackney Carriage fleet.

EC-017 | Average age of Private Hire vehicle fleet.

EC-018 Number of complaints about taxi service.

EC-019 % satisfaction level with way complaint handled (quality of response and courtesy).

EN-009 | Acceptance by DEFRA of the conclusions for the Council's annual assessment of
local air quality against health based national air quality standards.

EN-011 Total overall number of Houses in Multiple Occupation licensed.

EN-072 Inspections of high risk food premises that were due an inspection.




EN-073 Interventions (including inspections) of low risk food premises that were due an
intervention.

EN-074 Health and Safety: Interventions (including inspection) of specific classes of high risk
activities including care homes, hotel and catering, retail and wholesale, workplace
transport, noise in entertainment premises.

EN-078 Number of Licensing Act inspections.

EN-080 Percentage of service requests responded to within 3 working days of receipt.

Pl Ref. PLANNING PERFORMANCE INDICATORS

NI 154 Net additional homes provided.

NI 157 Processing of planning applications.

NI 159 Supply of ready to develop housing sites.

NI 170 Previously developed land that has been vacant or derelict for more than 5 years.

EN-006 Number of ‘sites of potential concern’ with respect to land contamination.

EN-007 Number of sites for which sufficient detailed information is available to decide
whether remediation of the land is necessary, as a percentage of all ‘sites of potential
concern.’

EN-013 Major planning applications decided in 13 weeks.

EN-014 Minor planning application decided in 8 weeks.

EN-015 Other planning applications decided in 8 weeks.

EN-016 Percentage of planning appeals allowed against the authority’s decision to refuse.

EN-017 Planning Quality of Service Checklist.

EN-021 % of tree preservation orders decided in <6 weeks.

EN-022 % enforcement enquiries replied to in 7 working days.

EN-023 Percentage of new homes built on previously developed land.

EN-024 Did the local planning authority submit the Local development Scheme (LDS) by 28
March 2005 and thereafter maintain a 3 year rolling programme?

EN-025 Has the local planning authority met the milestones which the current Local
Development Scheme sets out?

EN-026 Did the Local Planning Authority publish an annual monitoring report by December of
the last year?

EN-027 Net change in industrial and commercial floor space as a result of planning
permissions.

EN-028 Amount of floor space for non-office economic activity (factories, warehouse, retail)
'000 sq. metres (increase or decrease).

EN-029 The percentage of the total amount of housing permitted that is readily accessible
with public transport and other facilities (no. of units).

EN-030 Total amount of housing provided as a percentage of the Structure Plan requirement.

EN-031 Proportion of non-residential development which is in a high accessibility area (%).

EN-036 Monitor and update LDS by December each Year.

EN-037 Compile _and review on an annual basis a work programme for preparation of
research necessary to inform the LDF.

EN-038 Publish annual monitoring report by December each year.

EN-055 The percentage if applications processed within the statutory period (5/8 weeks).

EN-056 The percentage of Building Regulation applications processed and responded to
within 2 weeks of deposit.

EN-057 The percentage of statutory building inspections carried out within 1 day.

EN-058 The percentage of 2 monthly progress inspections undertaken.

EN-059 | Number of fee paying applications.

Pl Ref. CULTURAL AND RELATED SERVICES PERFORMANCE
INDICATORS

EN-018 Total number of conservation areas in the local authority area.

EN-019 Percentage of conservation areas in_the local authority area with an up-to-date
character appraisal.

EN-020 Percentage of conservation areas with published management proposals.

SO-068 | Increase overall participation by 1%.

S0-069 3000 annual/DD _members by March 31st 2010 (members of the key membership
scheme, key fitness, key aqguas, and key fitness family).

S0-070 Number of users participating in physical activity 30 minutes, 3 times a week.




Pl Ref.

COMMUNITY SAFETY PERFORMANCE INDICATORS

NI 15 Number of most serious violent crimes per 1,000 population.

NI 16 Number of serious acquisitive crimes per 1,000 population.

NI 20 Number of ‘Assaults with less serious injury’ (including racially and religiously
aggravated) offences per 1,000 population as a proxy for alcohol related violent
offences.

NI 29 Number of gun crimes per 1,000 population.

NI 32 Repeat incidents of domestic violence.

NI 34 Number of domestic homicides per 1,000 population.

C0O-026 Number of racial incidents recorded by the authority per 100,000 population.

C0-027 Percentage of racial incidents that resulted in further action.

EN-060 Domestic burglaries per 1,000 households.

EN-067 Implement action plan for 2009/12 Safer Woking Partnership Plan.

EN-068 Review mainstreaming of community safety within the service areas.

EN-069 Produce new partnership strateqy assessment and new partnership plan 2010/13.

EN-070 Support the local Junior Citizen scheme.

Pl Ref. | COMMUNITY LEGAL SERVICES PARTNERSHIP PERFORMANCE
INDICATORS

S0O-009 | Total number of groups assisted through the grants process.

S0-010 | Total funding awarded through the grants process — Grant Funding (£'000).

S0-011 | Total funding awarded through the grants process — Reduction/discount rates.

S0O-012 | Total funding awarded through the grants process — Other (e.g. community rent

reduction, meeting premises provision, use of facilities).




For Woking Borough
2010/11

CORPORATE



HUMAN RESOURCES BUDGET 2010/11

BUSINESS AREAS FTE's £

Corporate Management Group 5.00 587,000
Asset Management 28.00 1,103,000
Corporate Services 55.00 1,768,000
Corporate Strategy 19.00 737,000
Financial Services 15.00 639,000
H G Wells 11.00 201,000
Housing Services 66.00 2,240,000
Independent Living Services 61.00 1,493,000
Information Technology 20.00 999,000
Leisure Services 59.00 1,545,000
Neighbourhood Services 69.00 2,207,000
Planning Services 34.00 1,294,000
Revenues and Benefits 28.00 859,000

470.00 15,672,000




GENERAL FUND SUMMARY

PROGRAMME REQUIREMENTS

Economic Programme

Environmental Programme

Social Programme

TOTAL PROGRAMME REQUIREMENTS

Productivity Savings
PROGRAMME REQUIREMENTS AND SAVINGS TARGETS

Management of Change

Risk Contingency

Risk Contingency not required (Green Book Dec 2009)
Investment Programme items funded from revenue
NET COST OF SERVICES

INTEREST AND OTHER ITEMS

- Interest costs
- Interest and Investment Income
NET OPERATING EXPENDITURE

USE OF RESERVES/BALANCES

- Contribution to Earmarked Reserves

- Contribution from Capital Reserves

- Contribution from Reserves - Management of Change

- Contribution from Reserves - Risk Contingency

- Contribution from Reserves - IP items funded from revenue
- Contribution to Reserves

AMOUNTS TO BE MET FROM LOCAL TAXATION

AND GOVERNMENT GRANTS

EXTERNAL FINANCE
PRECEPT ON COLLECTION FUND

FORECAST COUNCIL TAX LEVEL

Precept on Collection Fund (from above)
Woking share of Collection Fund Surplus(-)/Deficit

Council Tax Taxbase
Council Tax Requirement (£)

Year on year increase (£)
Year on year increase (%)

ESTIMATE REVISED ESTIMATE
2009/10 2009/10 2010/11
£ £ £
-604,586 -604,586| -4,398,695
7,155,527 7,155,527 6,921,704
9,191,897 9,191,897 9,665,640
15,742,838| 15,742,838] 12,188,649
0 0 -500,000
15,742,838| 15,742,838| 11,688,649
790,000 1,494,000 956,000
500,000 500,000 500,000
0 -201,091 0
495,000 1,898,000 353,000
17,527,838| 19,433,747 13,497,649
4,520,562 4,520,562| 10,630,428
-2,765,732| -2,765,732] -4,622,355
19,282,668| 21,188,577| 19,505,722
1,169,288 1,169,288 1,489,863
-4,403,739| -4,403,739| -4,381,769
-790,000( -1,494,000 -956,000
0 0 0
-495,000( -1,898,000 -353,000
0 201,091 0
14,763,217| 14,763,217| 15,304,816
-6,708,128| -6,708,128] -6,991,250
8,055,089 8,055,089 8,313,566
8,055,089 8,055,089 8,313,566
3,908 3,908 14,761
8,058,997 8,058,997 8,328,327
40,335 40,335 40,676
£199.80 £199.80 £204.75
£9.18 £9.18 £4.95
4.8% 4.8% 2.48%




Corporate Planning and Policy

Aims and Objectives

e To ensure that the needs and aspirations of the community are met by facilitating
the development of strategy and policy throughout the Council and developing
systems and procedures to support these processes.

e To provide appropriate resources to assist and support the Council and Business
Areas in the efficient and effective conduct of business.

Community Strategy Themes

A clean, healthy and safe environment.

A community which values personal health and well-being.

A strong community spirit with a clear sense of belonging and responsibility.

A transport system that is linked and accessible, recognising Woking’s potential as a
transport hub.

Access to decent affordable housing for local people and key workers.

Managing the business.

Provide opportunities and encourage people to participate in learning throughout
their lives so they progress and reach their full potential.

Service Description

e Co-ordinating and publishing the Council’s Annual Service and Performance
Plan.

e Collating and disseminating performance information (including National
Indicators within the New Performance Framework), contributing to the Local
Area Agreement targets and assisting with performance improvement initiatives.

e Developing partnership working, particularly with the Woking Partnership.

e Leading on the publication of the Community Strategy and co-ordinating the
Council’s response to it.

e Supporting the Council's engagement with the Community through providing
strategic direction, the maintenance of the Citizens’ Panel and providing expertise
and support in consultation.

e Research and analysis activity to help inform the Council’s business and
functions, particularly in respect of the National Performance Framework and
process reviews.

e Encouraging and supporting the mainstreaming of cross-cutting issues such as
equality and social inclusion in all the Council’s activities.

o Developing systems and procedures to support corporate objectives such as
procurement, performance management, programme and project management
and electronic access.

Priorities

e Lead on and provide support to the organisation to reflect organisational changes
in deployment of Service and Improvement planning, to drive service
improvement and business process efficiencies.

e Development of systems, corporate procedures and training opportunities to
ensure that key cross cutting issues such as risk management, equalities,
procurement, project management and performance management are
mainstreamed throughout the organisation.

e Support the Council in the development of strategies, policies and improvement
plans through provision of research, process reviews, development of good
practice, and dissemination of benchmarking and performance information.



Corporate Planning and Policy (Cont'd)

| National and Local Performance Indicators |
CO-019 The level of the Equality Standard for Local Government to which the
authority conforms.
C0-020 The duty to promote race equality — score against checklist of procedures,
process and outcomes.
CO-026 The number of racial incidents recorded by the authority per 100,000
population.
CO-027 The percentage of racial incidents that resulted in further action.
C0O-029 The level which the Authority conforms to the Equalities Framework for
Local Government.
NI'1 % of people who believe people form different backgrounds get on well
together in their local area.
NI 2 % of people who feel that they belong to their neighbourhood.
NI 3 Civic Participation in the local area.
NI 4 % of people who feel they can influence decisions in their locality.
NI'5 Overall/general satisfaction with local area.
Unit | 06/07 | 07/08 | 08/09 2009/10 10/11 | 112/12 | 12/13 | 13/14 | 14/15 | Top
Target [ Act. Targets 25%
CO-019 1-5 2 2 3 4 n/a Standard replaced by Framework in 2
09/10
C0-020 | % 58 66 84 63 89 63 | 63 | n/a | n/a | n/a 84
C0O-026 | No. 4.53 4.5 4.57 n/a 7.38 Not appropriate to target n/a
CO-027 % 100 100 100 100 100 Subject to incidents being reported further n/a
action to be taken in 100% of cases
CO-029* | 1-3 New in 09/10 2 1 2 | 2 | 2 | 3 | 3 n/a
NI 1 % New for 08/09 | 77.6 n/a Next survey 2010/11 — no target n/a
NI 2 % New for 08/09 | 53.8 n/a Next survey 2010/11 — no target n/a
NI 3 % New for 08/09 | 16.0 n/a Next survey 2010/11 — no target n/a
NI 4 % New for 08/09 | 28.9 n/a Next survey 2010/11 — no target n/a
NI 5 % New for 08/09 | 84.4 n/a Next survey 2010/11 — no target n/a

* CO-029 measured as ‘1’ (Developing), ‘2’, (Achieving) and ‘3’ (Excellence).
Summary of performance and comments:

CO0-019 - Equality and Diversity Action Plan sets targets to achieve sustainable
improvements each year.

CO0-020 - the targets are based on proposals contained within the Equality and
Diversity Action Plan to make improvement year on yeatr.

C0-026 — from 2010/11 this indicator will record the following types of incidents: -
ethnicity, disability, age, gender, religion & belief and sexuality.

The Place Survey will supply the data by which a number of national indicators will
be measured. The national indicators will measure how well Governments’
priorities, as set out in the Comprehensive Spending Review, are being delivered
by local government and local government partnerships over the next three years.
They form an important part of the new, streamlined local performance framework.
National Indicators are drawn from the Place Survey. In all cases, the higher the
score, the better the performance.

Publish Service & Performance (Best Value) Plan 2009/10, including Performance
Indicators — internally - April 2009 and with outturn Pls (in accordance with
regulations) - June 2009.

Respond to Audit (of the 2008/09 Plan) and implement recommendations (if any) —
Oct 2009.

Publish and distribute Summary Best Value Performance Plan 2008/09 (BVPP) —
March 2009.




Corporate Financial Planning and Policy

Aims and Objectives
To ensure that the Council’s financial affairs are properly managed.
Community Strategy Themes

A clean, healthy and safe environment.

A community which values personal health and well-being.

A strong community spirit with a clear sense of belonging and responsibility.

A transport system that is linked and accessible, recognising Woking's potential as a
transport hub.

Access to decent affordable housing for local people and key workers.

Managing the business.

Provide opportunities and encourage people to participate in learning throughout
their lives so they progress and reach their full potential.

Service Description

There are two levels of financial management. Firstly, strategic management which
includes:

- forecasting the levels of financial resources which will be available in the future;

- obtaining the Executive Committee approval to the Financial Strategy to maintain
the Council’s spending within those available resources; and

- co-ordinating spending proposals into the Budget and Investment Programme to
recommend to Council the level of Council Tax to be set.
The second aspect is providing the operating framework through Standing Orders,
Financial Regulations, and monitoring and review of the overall financial position to
enable Members and Officers to manage the financial resources of the Council.

The service includes:
- Treasury Management;
- Payment of suppliers - some 20,000 invoices are paid annually;
- Collection of approximately £9.3m sundry debtors with an in year collection rate of
97.7%;
- Liaison with external auditors;
- Provision of internal audit service.

Priorities

e To prepare a budget in accordance with the Financial Strategy.

e To ensure appropriate action is taken on recommendations arising from External
Audit management letter and other initiatives such as Use of Resources
Statement, Value for Money judgement and Annual Governance Statement.

e To further develop financial management and reporting within the Council.



Corporate Financial Planning and Policy (Cont’d)

| National and Local Performance Indicators |

C0O-021 The percentage of undisputed invoices which were paid in 30 days.
NI 179*  Value for money — total net value of ongoing cash-releasing value for
money gains that have impacted since the start of the 2008-09 financial

year.

Unit | 06/07 | 07/08 | 08/09 2009/10 10/11 | 11/12 | 12/13 | 13/14 | 14/15 | Top

Target | Act. Targets 25%

% 97 98.9 96 100 955 | 100 | 100 | 100 | 100 | 100 | 97.0
£000 [ New for 08/09 | 1,013 n/a n/a

* actual figure for 09/10 submitted July 2010

Summary of performance and comments:

Action is regularly taken to ensure that undisputed invoices are paid in accordance
with targets; this includes awareness raising campaigns and identification of areas
where targets are not met so that action can be focussed in these areas.




Customer Care

Aims and Objectives

To provide our services to all customers in accordance with the Council’s Vision and
Value Statements, the Customer Code and other policies and guidance relating to
customers.

Community Strategy Themes

A strong community spirit with a clear sense of belonging and responsibility.
Managing the Business.

Service Description

Customer care and customer service concern the way the Council deals with a wide
range of people and organisations. It also encompasses a variety of methods
available for advising, consulting and communicating in order to conduct the
business of the Borough. The Service currently provides the key elements of the
Council's Access Strategy - Face to Face and Telephone based management of
customer enquiries. It also has responsibility for the Cash Office.

Each Business area is responsible for setting its service standards and priorities
within the above framework.

Priorities

e To promptly and professionally serve 80% of our customers at the first point of
contact.

e To work with other teams within the Council in order to develop and implement
processes and systems to assist in delivering a customer focused Council.

[ National and Local Performance Indicators |

NI 14 Reducing avoidable contact: Minimising the proportion of customer contact
that is of low or no value to the customer.
NI 140  Fair treatment by local services.

Unit | 06/07 | 07/08 | 08/09 2009/10 10/11 | 11/12 | 12/13 | 13/14 | 14/15 | Top

Target | Act. Targets 25%

NI 14 % New for 08/09 | 19.3 N/A* 12.16 Discontinued 2010/11 n/a
NI 140 | % New for 08/09 | 73.8 N/A Next survey 10/11 n/a

Summary of performance and comments:
NI 140 is drawn from the Place Survey.
performance.

The higher the score, the better the

On-going targets set for dealing with visitors to the Civic Offices are:
80% of enquiries satisfactorily dealt with at first point of call.

e Answer all telephone calls within 4 rings.

o Respond to letters and e-mails as soon as possible to a maximum of 14 days.

* 08/09 only for part of the year (Oct 08-March 09). Not a good basis on which to set an accurate
target.



Corporate Employer

Aims and Objectives

The Council is a single corporate employer, with responsibilities to all its employees.
This service aims to ensure that the Council meets its statutory employment
responsibilities and is recognised as a good employer. It seeks to ensure staff are
equipped to deliver services to the public to the standards required and consistent
with the vision and values.

Community Strategy Themes

A clean, healthy and safe environment.

A strong community spirit with a clear sense of belonging and responsibility.

A transport system that is linked and accessible, recognising Woking’s potential as 