2011/12 Customer Access and Performance Directorate Scorecard Reporting Period Quarter 4 2011/12.

oriies - Supporting Measure:

Contribution to

i the year at
94% and 6 month appraisal reviews recorded at 88%.

‘The variance in the final year-end figures for mid-year reviews is likely.
to be due to a combination of factors including some under reporting,

Appraisals Every year 100% of staf have an appraisal
onto SAP by co-ordinators.
Preparat to develop a
process, ‘Comerstone’,
have taken place with Chisf Offcers/Leadership teams.
A o Increase the level o staff engagement
has been drafted, with a commiiment to commence a programme of .
Staff Engagement events/actons from April2012. Focussing on leadership,team and NB the engagament score measures the exientto which the | N/A NA NA
c . ngagament s Baselne
individual organisation is saisfying what employees need to fool
and ncorporating riries from engagement resulls. engaged
A QA Exercise showed that a number of reports noted that work s
yet ready , but did 5 ; .
‘ Fottunal vory year wo will bo able o evidence that consuitaton has
I— hagpen . This s good roporaring practo. Ko a rpots s ; has Quarerd
dacision. Officors should remember to referenca Talking Point lsscliopminiss
records of elevant consultation acty.
Improvement have been made this quartor. A QA undertaken of how
due regard 1o equalty was demonstrated overall withn n the reporls
has shown that across the board minor improvement are needed Every year we wil be able o evidence that equaly issues ;
Equalty within report. The outcomes from the QA exercise wil be discussed i o be reported in Quarter 4
withn the Directorate o inform future reports and the report
clearance process.
i o
EDUEBELE and running costsavings, nluding cilzens panel. g

Directorate Priorities Supporting Measures

A one page customer strategy has been developed. A revised

customer access delivery programme business case is being
prepared

publc, ing all i a 2
forthe May meeting. underlaken online councils wabsite

beer d . Work will
the 30 April.

Apr
'3 Workshops are taking place to determine the ICT infrastructure
the

Le
strategy to improve customer experience  determine the future CRM approach.

2 indicators measuring the usage of, and the customer satisfaction
with, the Councils website are proposed to be included in the council
business plan.

In relation to WIRP, the content management system has been built
which will allow the publication of information in a useful and

customer focused siructure. Support from CLT has been obtained to
implement a
the site by June.

Improve overall customer satisfaction of the couni's

website €

Part 1) Good progress has been made during 2011/12 to establish
research and intelligence capabilty for the city:

‘The team transferred from Yorkshire Forward are now well
established as the Regional Economic Inteligence Unit. As well as
providing a chargeable service to local authorities across the region
and the private sector, they have contributed to a number of high
profle projects within the council and across partners including
‘analytical work to support the Commission on Local Govt and the
Joint 1t (JSNA). A report has been drafted

for Executive Board in line with a commitment made in September
2011 and

work already identified for 2012/13. Based on information avaiable to-
date itis expected that the Unit will cover their costs by March 2013.
‘The Leeds Observatory is due for launch in Apri 2012 and wil
‘contain a wealth of information about the city. The JSNA wil be
published on the site and this will be the first port of callfor data and
information about the city.

Establish a research and intelligence
capabllty for the city and produce an annual
State of the City report.

‘The Intelligence Team have been promoting the use of Customer
a jects and

identified a number of potential applications.

‘The Research and i (includin

make the best use of ata analysis skills by providing support to
ices who require specific data analysis skils.

Discussions have been ongoing with the Director of Public Health

regarding the transfer of Public Health responsibiles to the council

‘specifically where the Public Health performance and intelligence

team may be located when they transfer.

Links are being maintained with The University of Leeds to identify

‘opportunities for collaborative working,

Part 2) the 2012 State of port ha

‘commenced. The first State of the City report was completed in

November 2011 and was the subject of a full council and partner

event on 7th December 2011

R . . »
the Local Enterprise Partnership (LEP) Board and the Leaders Board
Joint Committee. A secondment has been secured from Leaders
Office to assist with work with on developing the Leeds / Leeds City
Region interface.

« Freed

Deliver effective leadership and governance - launch of the city deals" at an event held with the Deputy Prime

amangements for the city-region partnership. Minister in December 2011. This s underpinned by the “growing
ities® document. Further negotiation of the city deal il ake place
following the May elections. The city deals covers policy areas of
transport, skils and worklessness, nfrastructure, trade and
investment, low carbon amongst others.
~ Work s under way to consider the creation of a “combined
Authority” in particular to handle transportissues.

NA



Improve communications and marketing
services across the council,

Create the environment for effective
partnership working and for delivering the
city's planning and performance
management fram

‘The Communications Strategy has been agreed by CLT and Cabinet
‘and went 'ive’ on 1 April 2012. Our activities will now be guided by
the five overall themes of; engaging colleagues; engaging citizens;
‘engaging pariners; telling the Leeds story wel; and trusted

Some of

P i o be collected through Citizens Panel

In Brief to

The WIRP remains on track and the new website is due to go
“live'in June 2012. Most DMT's have seen the new site and are.
actively involved in writing content for the new system.

Business Breakfast on theme of sustainable business held with a

startin May. We have purchased a new system for monitoring both
traditional media and social media so that we can develop a clearer
picture of . reach and impact of our i
work us 1o better d allov

pe services who feel their
marketing needs are being met

Indicator to be derived from feedback survey of council
ot managers.
‘council top 25 prioriies and there are regular discussion siots at CLT
‘and DMTs to discussion communications issues. We coninue to
press the message that everyone has a role to play in ensuring we

a i the on.

effectively

Increase percentage of City Priority Plan priorities with

posiive progress NA
Increase percentage of partners who feel they can influence
change:
Further work has now been undertaken to embed the new Vision and A) Percentage of non council board members or their To be reported at Quarter 4 67%

city prioriies and to create a “whole system" approach
working. Joint working across the boards has been augmented by
‘convening a meeting of the chairs and a cross working group of
others.

ou e reg
meetings / Loeds Intiative board meeting.
Increase percentage of partners who feel they can influence
hange:
B) percentage of non counci partners who respond
favourably o the question "Tal ing i nt, t Quarter 4 8%
how satisied is your organisation, that i feels able to
ty

arising from it?

‘The programme is moving forward well on delivery of the eariy wins
projects of starting to decant staff out of Merrion House and 2 Great
George ervices and IT. Th i

Lead
culture and working environment

on time. been taken through New Ways of

Increase the number of employees using flexible ways of Indicator being
working developed

Increase the extent to which staff believe the values are
positively affecting their (a) own and (b) others' behaviour

king withi ing the Workplace Prog

additional 32 staff from the Community Safety Project. A Baseline
measure of the i d our has b
set through 1

NiA NiA

Headline Indicator

Local i By March 2012 100% of key and ma
affect their lives.

Equality is given due regard in council policy and decision making To be reported in Quarter 4

By March 2012 100% of key and major decisions have
a e

PO -

rate of d 2 speed to answer ofless than 3 minutes (1.3

Mins average), This Is in fine with the top 25 target.



