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Direction of 
Travel PIs

Better jobs and skills More and better housing

Cleaner and safer environments Better health outcomes

Customers

Customers PDP End of Year Performance 2016/17 

 

 

 

 Quarter 1 Quarter 2 Quarter 3 Quarter 4 Target Achieved 

Customers: Delivering Council services that are customer centred and accessible 

Customer contact data 

 

2015/16 – 92.2% 

Total Calls Received 

27,743 

 

Total calls Answered 

26,166 

 

Answered  = 94% 

Target  - 92% 

Total Calls Received 

26,851 

 

Total calls Answered 

25,438 

 

Answered  = 94.7% 

Target  - 92% 

Total Calls Received 

22,875 

 

Total calls Answered 

22,278 

 

Answered  = 97% 

Target  - 92% 

Total Calls Received 

24,758 

 

Total calls Answered 

23,648 

 

Answered  = 96% 

Target  - 92% 

 

Use of Online Forms 

 

2015/16 - 436 

Waste                 68 

 

Report it           247  

 

Request it           95 

 

Total                  410 

Waste                158 

 

Report it           164  

 

Request it         150 

 

Total                  472 

Waste                148 

 

Report it           137  

 

Request it         128 

 

Total                  413 

Waste                183 

 

Report it           152  

 

Request it         152 

 

Total                  487 

 

E – Payments 

Transactions – Payments 

made via the Council’s 

website 

2015/16 – 4,590 

Value - £497,000 

Target – 5,000 

 

Actual – 5,883 

 

Value – £602,211 

 

Target – 5,000 

 

Actual – 5,597 

 

Value - £600,002 

Target – 5,000 

 

Actual – 5,503 

 

Value - £583,907 

Target – 5,000 

 

Actual – 4,833 

 

Value - £532,940 

 



 ITEM NO.   4.2 

 
 Quarter 1 Quarter 2 Quarter 3 Quarter 4  

Payments made via the 

Council’s automated 

telephone payment 

system 

 

2015/16 – 4,920 

Value - £561,000 

Target – 5,000 

 

Actual – 6,096 

 

Value – £663,309 

 

Target – 5,000 

 

Actual – 5,600 

 

Value – £594,076 

 

Target – 5,000 

Actual – 5,479 

Value – £606,384 

 

Target – 5000 

Actual – 4,584 

Value – d £527,295 
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Strategic Objective 

Delivering Council services that are customer centred and accessible 
Action & Progress Update Outcomes Q1 

Rating 

Q2 

Rating 

Q3 

Rating 

Q4 

Rating 

All virtual servers in the computer room to be replicated on disk to a remote 

site 

 

The new server disk system copies all the live data to an off-site server.  This 

replication happens every 15 minutes.   

 

Cannock Chase Council and Stafford Borough Council recently purchased 

identical electronic storage units.  The new technology on these devices allows us 

to replicate the data on a transactional basis as it changes. This means that each 

transaction is copied to the opposite site every 15 minutes.  The previous system 

only allowed us to replicate or copy a server as a whole.  The impact of this on 

the data connection between the sites would have been to slow it to an 

unacceptable level.  Therefore the copies were only carried out at night when the 

use of the connecting link was low. 

 

This has improved the overall recovery time of computer systems in the event of 

some catastrophic loss of the buildings. 

Better business continuity plans. 

Able to restore the servers 

(including data) in the case of 

the complete loss of the server 

room in the Civic centre. 

 

   

Contact centre system and processes integrated with the Biffa system 

 

Systems and processes were implemented and live in line with the agreed start 

date with Biffa. The improvements enable integration between the Council’s 

system and Biffa’s system.  

 

Data from the web forms, APP and contact centre CRM is passed to the Biffa 

system automatically without any further interaction from staff.  This increases 

the efficiency and speed of response of the service to the public. 

Improved customer service 

through Contact centre requests 

and enquires being passed to 

the Biffa system electronically. 

 

 

   

E-Payments system renewed and processes revised 

 

The major upgrade to the Council’s E-Payments system was completed during 

Q3. 

New features will include the 

ability to link web forms and 

payments. 
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Implementing self service programme for Housing customers 

 

• Access to Rent Account and basic personal information – April 2016 

Implemented during Q1, tenants now able to access basic rent account 

information and update their information through “Cannock Chase 

Housing”. 

• Make a housing application – April 2016 

Implemented during Q1, applications for housing are now required to be 

made online through  “Cannock Chase Housing”. 

• Choice Based Lettings Scheme – July 2016 

Implemented during Q2 – expressions of interest for properties now 

administered through ‘Cannock Chase Housing’. 

 

To increase accessibility to 

Council information and 

services by providing other 

means to access to Information 

and to enable service 

 

   

 

Implement Mobile App to access Council Services 

 

 Mobile App introduced in phased approach with Waste Management options 

introduced during Quarter 1. 

The Partnerships & Communications team has linked the app in with the website. 

The mobile APP is now available from the usual APP stores.  The name of the APP 

is ‘Cannock Chase District Council’. 

 

To increase accessibility to 

Council information and 

services by providing other 

means to access to Information 

and to enable service request to 

be made electronically 

 

 

 

 

 

 

 

 

 

 

 

Refresh content aimed at business on the Council’s web site 

 

The Business pages on the Council’s website modified to make them easier to 

locate and are presented in a more user friendly format.  

 

The Business pages on the Council’s website modified to make them easier to 

locate and are presented in a more user friendly format. 

 

Better information available to 

business to support their 

growth. 

 

 

  

 

 

Partnership Website, social media development & launch 

 

The Partnership Website is currently being updated by the Partnerships and 

Communications Team and will be launched January 2017. 
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Development of a Campaign / Communications annual calendar in line with the 

priorities identified by the Council. 

 

The Partnerships and Communications Team have started to discuss how a 

campaign calendar for the Council would best be developed.  However given the 

current financial position this is now on hold pending decisions  regarding the 

budget for 17/18.   

 

April 2017: As outlined above and due to the Management Restructure this 

continue to be pending.  

 

 

 
   

Review and refresh the Councils Communications strategy 

 

The Partnerships and Communications Team have started work on refreshing the 

Council’s Communications Strategy, target date for completion and re launch is 

March 2017. 

 

January 2017 update: The Partnerships and Communications Team have started 

work on refreshing the Council’s Communications Strategy and developing this 

further. However, due to the management restructure, this will be carried over 

and refreshed from April 2017. This will ensure the updated strategy is relevant 

and timely and meets the Council’s priorities and outcomes. 

 

April 2017 update: The Communications Team continue to work on refreshing 

the Council’s Communications Strategy and will continue to progress this during 

17/18.  
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Respond to the needs of people living with  dementia and their carers: 

• Apply for membership of the Dementia Action Alliance and undertake 

the actions associated with membership to provide dementia friendly 

environments and services. 

 

Cannock Chase District Council became a member of the Dementia Action 

Alliance in July 2016. An action plan setting out our organisation’s role in 

delivering better outcomes for people with dementia and their carers was 

submitted.  

 

This consisted of 3 actions we can take for our District to become more dementia 

friendly.  

1) Dementia awareness  

2) Contribute to the development of Dementia Friendly Communities  

3) Provide better information locally for people affected by dementia   

 

The first Cannock Chase Dementia Action Alliance met on 29
th

 July was very well 

attended. A list of pledges and actions were agreed by partners, this will assist 

with the formation of a programme of events for 2016/17. The Dementia 

Friendly launch in Cannock Town Centre during September was very well 

supported. 

Improved customer service in 

the Council and amongst 

partners through raising 

awareness of the needs of those 

suffering from dementia and 

providing guidance on 

appropriate responses. 

   

 

Develop and implement a Customer Services Strategy 

Development of a draft Customer Services Strategy is due by the end of Quarter 

3 2016-17 and some work is underway on service targets and standards. 

Work has been deferred in order to fall in line with changes to the Senior 

Management Restructure and differing responsibilities as part of the Council’s 

Financial Recovery Plan. Work will be reviewed and undertaken during 2017-18.  

Customers have clarity as to the 

standards of service that they 

can expect to receive 

 

   

  

Prepare an IT Strategy 

The strategy has been to Leadership team at Cannock Chase Council and Stafford 

Borough Council.  The comments that were raised were addressed by the 

Technology Service and Finance Service. 

Q3 

The strategy was presented to Leadership team for a final review and now forms 

the plan and design of the use of technology within the council. 

To ensure Information 

Technology meets the 

requirements of customers and 

service providers alike 
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Strategic Objective 

Making the best use of limited resources 

Action & Progress Update Outcomes Q1 

Rating 

Q2 

Rating 

Q3 

Rating 

Q4 

Rating 

To lobby the Government to seek transitional funding as a result of loss of Business 

Rates  following closure of Rugeley Power Station as part of  2016/17 and 2017/18 

settlement 

 

Representatives of the Council and Amanda Milling MP met with the Minister for Local 

Government, Marcus Jones on 11 July 2016 to seek transitional financial support following 

closure of Rugeley Power Station. 

 
The Minister acknowledged that the Council had incurred a sudden and significant loss of 

business rates as a result of the closure of Rugeley Power station but confirmed that 

transitional funding was no longer available and there was no mechanism to provide this 

Council with funding to mitigate the impact of the closure of Rugeley power station. He 

offered to provide support from civil servants for the re-development of Rugeley power 

station and suggested an LGA Peer Review which we confirmed was already arranged for 

13 September. He invited the Council to play a full part in the consultation on the 

proposed 100% retention of business rates system and he agreed that there needs to be 

more effective co-ordination between DCLG, DECC and CCDC if new forms of power 

production were to be pursued on the power station site. Finally, he agreed to consider 

again if any new forms of transitional funding became available or if there were 

opportunities to pilot some elements of the new business rates system for mutual benefit. 

 

Provision of additional funding 
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To pursue additional external funding to deliver the strategic objectives of the Council  

 

The Council submitted an “expression of interest” bid to the GBSLEP Unlocking Housing 

Sites Programme to secure additional funding to allow our current garage site 

development programme to be extended and deliver upon the strategic objective of more 

and better housing. 

 

During Q1 the Council submitted a revised bid with a lower grant rate which was approved 

in principal subject to due diligence in Q2. At the end of Q2, the Council were in the final 

stages of the due diligence process with the GBSLEP. The Council received the formal offer 

of £585,000 from the GBSLEP in Q3, with Cabinet giving scheme approval for the 

extension of the garage sites development programme at the end of Q4. 

 

Grant and loan funding secured from GBSLEP/WMCA for Opus Land ‘2’ development on 

Kingswood Lakeside, adjacent to the current Opus development for First Choice. 

 

Maximise funding available to the 

Council 

 

To refresh the Medium Term Financial Plan and determine a revised Budget Strategy to 

address the forecast medium term  revenue shortfall  

 

Council at its meeting on the 8 February 2017 approved the Budget for 2017-18 and 

indicative budgets for 2018-19 and 2019-20. As a result of further changes to the New 

Homes Bonus Scheme an ongoing deficit of £0.181 m exists in 2019-20 however additional 

measures, as outlined in Cabinets recommendation to Council,  exist to address this deficit  

 

Balanced Budget for 2017-18 and 

recovery plan for 2018-19 

  

Strategic review of Depot  

Project group formed to determine future service delivery from the site.  Project group 

has mapped out the services currently delivered from depot and looked at alternative 

options. A Ground Condition Survey was commissioned, the results of which should be 

produced in Q2. 

 

Further valuation work and development appraisals are required to be carried out during 

Q3. 

 

QTR 3 – Initial discussions undertaken with HCA on potential development of Starter 

Homes; Options on alternative Stores Provision being considered and report on Vehicle 

Determine future of service 

delivery from the site 

 

Fleet Management Strategy 
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Workshop is being finalised for Leadership Meeting (February 2017). 

 

QTR 4 – Discussions have been held with two developers regarding the options available 

to develop half of the site for housing.  Appraisals and indicative site layouts are being 

finalised by the developers  for the Project Group to discuss. 

 

An EOI has been submitted to CLG to attempt to secure funds from the Accelerated 

Construction fund for local authorities.  Outcome of the EOI is awaited. 

 

Implementing changes from Housing and Planning Bill 

 

The Housing and Planning Act 2016 was given Royal Assent on 13
th

 May 2016, however 

the detailed regulations relating to fixed term tenancies, Starter Homes and ‘Pay to Stay’ 

were not released during Q1. Detailed regulations were not released during Q2. 

 

At the end of Q4 detailed regulations on fixed term tenancies and Starter Homes are still 

awaited. The Autumn Statement 2016 announced that Pay to Stay would not be 

compulsory for Local Authorities to implement.  

 

Potential changes: 

• Introduction of fixed term 

tenancies 

• Starter homes 

• “Pay to stay” 

 

   

Develop a comprehensive Asset Management Plan which includes all maintenance costs 

and opportunities for income generation etc. 

 

A workshop of senior  officers of the Council met to discuss the  scope of the plan, taking 

into account risk appetite and examining the breadth of the plan which currently only 

examines the property assets managed by the Property Service.   This made some 

progress, however, it was agreed that the main piece of work would be pursued as an 

integrated part of the Financial Strategy work strand of the Peer Review Improvement 

Plan.  The working group for this theme will be meeting in the first quarter 2017/18 to 

scope their work programme.   

The  effective use of the Council’s 

land and property assets that meet 

operational needs and make the 

greatest return on investment 
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Bring forward asset based projects using the property partnership with Public Sector Plc 

Ltd  

 

The Limited Liability Partnership with PSP is now in place and the first Officer Operations 

Board has been held.  PSP officers have visited potential projects for the LLP and a second 

officer meeting is planned for January.  This meeting will also look to get in place the 

practical arrangements for the first Board meeting. 

The effective use of the Council’s 

land and property assets that meet 

operational needs and make the 

greatest return on investment.  

Subject to agreement of Cabinet on 

24 March 2016 

 

 

 

 

 

   

Bring forward detailed business case for alternative service delivery model for Building 

Control Services 

 

Substantial work has been completed on the detailed business case.  However, 

progressing this beyond the current state has not been possible due to a lack of resources.  

The project management and content development for the business case has largely relied 

upon the building control managers of the Stafford/Cannock and 

Lichfield/Tamworth/South Staffordshire Partnerships who both have full time roles.  

Several key issues are unresolved on such matters as pension planning and the distribution 

of overheads currently paid by the BC service, which will have to be distributed amongst a 

diminished number of in house services. A £5k contribution has been sought from each 

participating LA (and secured from most) to secure additional resources. 

 

A well-resourced, expert and 

competitive local authority building 

control service to ensure a safe 

local built environment 

    

Bring forward detailed business case for alternative service delivery model for Land 

Charges Service 

 

The proposal to share the Land Charges service with Lichfield and South Staffordshire 

Council is no longer being pursued.  Instead alternative options are being pursued through 

the Financial Recovery Plan, including the potential shared planning service with Stafford 

BC. Stafford BC Land Charges sit within in their planning service. 

A sustainable land charges service 

providing efficient and cost 

effective land and property 

information 
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Summary of Progress in Delivering Projects/Actions: 

 

 

   

 

 

NO RATING 

Project completed Project on target Project 
Timeline/scope/target 

date requires attention. 
Alterations considered 

by leadership team 

Project aborted/ closed 
 

. 

 

11 

52.4% 

1 

4.8% 

8 

38% 

1 

4.8% 

0 

0% 

 


