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Part B - KPIs and Pls

© Trowers & Hamiins LLP and the London Borough of Barnet



Redacted Page



3

(Meet building reguiation apphcatlon statutory nmescales -
ecisions in 5 or 8 weeks

Environmental Health

Appropriate response to service requests

[ EH02A (LAPPC)

2a LAPCC

EHO1A Compliance with Enwronmental Health Service Standards (non-
priority)
EHo1B Compliance with Environmental Health Serv:ce Standards

(priority)

rovide cbmprehensive support for businesses to meet the
elevant EH standards - (Note: this KPI requires the delivery of all
ub-KPls)

Formérly Sched

LAPPC Part 2a and 2b processes intervention programme

EHO02B (FHIP)

Formerly
Sched 2a FHIP

Food Hygiene Inspections

EHO2C (FSIP)

Formerly
Sched 2a FSIP

Food Standards Inspections.

| ,
ju,dzo (FSP)

Formerly
Sched 2a FSP

Food Sampling Plan

EHO2E (DWS)

Formerly Sched
' 2a (DWS)

Drihking Water Sampling

EHO2F (HSIP)

Formerly
Sched 2a HSIP

Health & Safety Inspection Programme

EH02G (AWIP)

Formerly

Sched 2a AWIP

Animal Welfare Inspection Programme




Formerly
Sched 2b EHO2A

Comphance wuth currentAuthontyor DRS Enforcement Policy
relation to Environmental Health Trading Standards and
Licensing

EHO2i
(HMO)

Formerly
Sched 2¢c EHO2B

Compliance with Licensing Requirements (HMOs)

EHO2J

Formerly
Sched 2¢ EH02C

Known licensable HMOs are licensed in a timely manner

1

~ \D-iOZK

7 Forherly Sched
2c EH02C

Businesses licensed in a timely manner

EHO2L

* Formerly
Sched 2d EHO2E

Increased customer satlsfactlon in relation to statutory
enforcement

Completion of projects to assist in meeting the key priorities of
he Joint Strategic Needs Assessment priorities

ncrease in the number of private sector units meeting
minimum standards available for letting

EHO4A

Number of empty properties brought back into reS|dent1al use

Number of category 1 hazards reduced.

mprovement in food hygiene in the highest risk premises

ncrease in the number of homes with burglary prevention
measures in the borough

Reduce unit cost of disabled adaptaﬁens without reduction in
uality of work to maximise the use of the allocated budget

{Safer work places - A higher level of compliance with health and
|safety legislation in the known most unsafe work places.

|Service plans, Sampling and Intervention programmes detailed in

chedule 4 to be submitted to the Authority for approval by 1st
week of March each year.

Hendon Cemetary & Crematorium

|Meeting religious burial requests

Highways network management




1.1

sy Barformancylndicatons

Programmes - completing tasks/works within agreed
programmes and programme milestones

Annual programme relating to Highway Safety Inspections

Annual Programme relating to Carriageway Resurfacing

1.2
schemes
1.3 Annual Programme relating to Footway Relay schemes
1.4 Annual Programme relating to other highway improvement
“\(/.ﬁ {schemes .
J\\/,Vts Annual programme relating to Highway Condition Assessment
1.6 “|Annual programme of weed prevention
1.7 Annual programme of Gulley Clearising
1.8 - |Annual programme relating to Bridge Inspections
19

Annual programme rélating to Cyclic Bridge Maintenance

Response Timescales

Emergency Defects Rectification Timescales completéd on time

2.2 Category 1 Defects Rectification Timescales completed on time

23 Category 2 Defects Rectification Timescales completed on time

2.4 Insurance Investigations completed on time

25- Response in dealing with compléints relating to weeds on the
public highway .

2.6 Response in dealing with Highway Licence applications




By Hérwml Ahos nchicators”

Processmg ofVehlcleCrossover Apphcatlons tlmescale for
providing quotes

28 Timely constructlon of Vehicle Crossovers following recerpt of
payment
29 Processing of Vehicle Crossover Appeals
2.10 - Response to complaints relating to a drainage malfunction and/or

flooding event

21 Responding to weather reports/warnings (gritting in winter)

‘|Compliance with NRSWA, TMA and London Permit Scheme

3.1 Timely reeponse to Permit requeste

3.2 Appropriate conditions attached to Permits

3.3 Appropriateness of-‘ approved and rejécted extension requests
3.4 Compliance wit_h ehargeable Inspeetion regime

3.5 Levels .of passed and failed inspections

:3.6 Activity levels in.refation to S50 Licences

3-7_ S_74 eompli‘ance and sanctions correctly imposed for failures

) .~ 3.8 Interventlons (from DfT or sumllar agencies) regardlng Traffic
Manager Duties

Planning Development Management - Applications & Appeals
P Compliance with planning application statutory timescales

Quality assurance (Appeal Performance)

Planning Development Management Enforcements
Enforcement and breach of condition notices

Prosecution and direct action

Land Charges

| Proceséing speed for Full Official Searches (online and post)

Brent Cross & Cricklewood - Transport & Regeneration



Tradmg Standards & Llcensmg .

Effectiveness of trading standards and Ilcensmg department
interventions/obtaining compliance

TSLKPIOTA | Effectiveness of Trading Standards department interventions

TSLKPI01B | Effectiveness of Licensing department interventions

TSLKPIO1C  (Fair trading environment within the Borough - Effectiveness of the
(old KP101)  department in improving the fair trading environment -

percentage of businesses who are persistently trading unfalrly in
the London Borough of Barnet .

Appropriate response to statutory deadlines

Improvement projects - ensures that the Trading Standards
Department undertake targetted and measured projects almed at
improving the fair trading enwronment

Appropriate response to service requests - dealt with to pre set
standards to the satisfaction of customers

Traffic & Development and Highways strategy

K Delivery of Local Implementation Plan (LIP) documents - in.
accordance with agreed timeframes to meet Authority decision
making requirements and TfL deadlines

New Homes Completed

Budgetary and Financial Controls

Delivéry of Project Outcomes and Benefits

Improved Employment opportunities

ldentify, secui'e and deliver the provision of new affordable
homes

S106 oBligations for employment & training activities

Strateglc Plannmg

% of Strategic Plannlng Documents completed and signed off by
the Authority




% of 5106 cases cleared annually

% of Communlty Infrastructure Levy (CIL) contributions due
collected '

<

Super KPIs

Increase busmess survival rate (compared against other
boroughs)

Reduction in youth unemployment (compared against' other
boroughs)

Reduction. of vacant hrgh street properties (compared against
other boroughs)

Increase Central Government funding success

Improve customer satisfaction in DRS service

Standard/Urgent Response as defined by Authority

Comparable customer satisfaction performance (Net Promoter)

Reduction of vacant commercial propetties (Barnet year-on-year)

Compliance with Policy
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KP1001

Number of decisions within statutory timescales

i i IR CodEREy
‘Meet buiding regulation statutory imescales - decisions in 5 weeks oF 2 mONths {dependent on the
choice of the applicant at the time of application). This excludes the impact of any delayed decisions by
therised officer of the Authori

Industry target. G impor ppli pers and aisc @ measure used by centrat
government and industry a tions. Failure may result in returning fees, loss of business and

5 & i 4

April 92% dy 92% October 92% January 92%

May 92% August 52% Navember 92% February 92%
929 e 82% D 229 March 92%

Applications entered on Acolaid by admin. Crystal report run manthly measuring date of validation to
when a decision has been made. Area Managers running the report do not have direct access to make
entries on Acolaid or editorial rights for Crystal reports

St i

th the Landon District Surveyors Association (LDSA) by
completing a monthly benchmarking sheet. The Authority historically alse shared it with the CLG on an
annuat retum but have not dane so in recent years

Comparable Indicator

S is @ KP1 under the CLG Building Control Performance Standards. All Building Contral Bodies are
encouraged to report annual to the € for C it 1t (CLG). The
Authori! isati

Different reports (e.g. application count reports) can be run that should give similar data, which can be
used to cross check/spot check data.

D3ty Siorage and Securty
Password protected folder on shared drive

Collection is voluntary so risk is reputational. Incorrect figures would not be an accurate reflection of the
authority's performarice

LWD.49723.21
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P1003

DRS methodology sheet
¥

Develop and agree with the Authority an annual plan prior to the start of each year to encourage
contractors to sign up to the scheme. The plan will have weighted milestones (sum of alt paints of
milestones equals 100).

100% of the milestones to be achieved for the year.

Annual plan agreed with the Authority.

Sum ¢f all points of milestones achieved for the year.

20% random sample check of approved applications

Data Storage and Security

Password protected folder on shared drive

Collection is voluntary so risk is reputational. Incorrect figures would not be an accurate refiection of the
authority's performance

LWD49723.21




PSEC2408425.1

PIO07

ORS meﬂmrlogy sheet

Acknowledgement and decision to street naming and numbering applications

To measure the number of appiications acknowledged within 3 days and a decision made within 8
weeks of validation. This excludes the impact of any intervention by an authorised officer of the
Authority, 1t is acknowledged that there may be some delays in the submission of additional documents|
by the applicant and that these are built i to the targets befow.

100% acknowdedged and 95% decided.
This assumes that the current performance is similar to these proposed targets.

April 100 and 95% July 100 and 95%
May 100 and 95% August 100 and 95%
June 100 and $5%  §September 100 and 95%)

Number of applications acknowledged within 3 days / number of valid applications in reporting period
*100 and Number of valid applications with a decision in 8 weeks / number of valid applications in
reporting period *100

5% manuat sampling check to be put in place

Data Storage and Security

Password protected folder on shared drive

Cofiection is voluntary so risk is reputational. Incorrect figures would not be an accurate reflection of
the authority's performance

Date

LWD.49723.21




EHO1- KPI

Service requests are dealt with to pre set standards to the satisfaction of customers. This indicator is
comprised of sub indicators detailed on tabs EH01A-EHO1B.

Providing timely and appropriate responses to requests for service and which resolve issues is key for
customer satisfaction, evidence collection, and customer assurance. It reduces failure demand and the
likelihood of ill health a fous inj d
TR SBIE

See KPI EHO1A-EHO1B. This performance is not currently being adequately measured due to lack of
customer satisfaction data for EHO2C across the department. This situation will be rectified in the first
quarter of 13/14.

TBC

The reports and raw data are checked for errors and inconsistencies by the Group Manager in
consultation with case officers. Case Type searches are run to double check that the report is picking up
all relevant cases. One to Ones are used to ensure that officers are using Acolaid correctly and accurately.

Data Storage and Security

The data is stored on specific case files in Idox Acolaid NV against premises addresses. Acolaid is
password protected, and is set up to limit the permissions given to officers to edit or delete key data.
Staff are trained in information security and data protection requirements. The data is accessible to all

Idox Acolaid NV users. Officers are formally authorised to take their tablets out of LBB premises but
remote access to Acolaid is only possible through Council security channels.




e
N

The main risk relating to data collection is that currently there are only two officers capable of providing
this data. In their absence data retrieval is difficult. There could be financial penalties/rewards if incorrect
data leads to failure of the KPL.

If performance is below target there is reputational risk, there is likely to be an increase in service
complaints and there will be a reduction in customer satisfaction. Delays in service provision or provision
of a service that does not meet the customers needs will iead to a higher likelihood of ill health, serious
injury or death.

Name Rick Mason

Date
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EHO2G AWIP

EHO2G (Animal Welfare Inspection Programme)

Provide comprehensive support for businesses to meet the relevant EH standards

Compliance with legislation, departmental, statutory and service in the anual
Animal Welfare Inspection Programme.

This would exclude instances when the third-party contractor does not comply with its delivery
requirements/timescales and the non-compliance is not due to the non-performance of the service provider.
However, where the non-compliance is due to the non-performance of the setvice provider (e.g. incorrect
information provided), then these shall be counted as failures under this KPI.

The service provider will actively manage the third-party contractor in the most reasonable and appropriate
manner to achieve the targets/deadlines. Should targets not be met, the Authority will determine if the
actions undertaken by the service provider to manage the third-party contractor are reasonable and
appropriate.

The Authority has a statutory duty to enforce Animal Welfare requirements in the Borough, particularly in
respect of the various welfare licensing requirements. Licences can only be issued to applicants who have
been assessed as compliant with welfare licence conditions. This requires inspection by appropriately
qualified officers. It is a public expectation that regulatory resources be directed to ensuring a level playing
field for licencees and that animals are not mistreated.

2012/13 - all licensed premises and new applicants were inspected, totalling 28 inspections and mid-term
checks. One premises appears to have missed its routine follow up check visit.

The Inspection Plan is produced at the start of the year. It is delivered by a contractor, City of London
Animal Health and Welfare Services. When the inspection report is received it is scanned onto Acolaid NV
by business support staff on the Animal Welfare Licence case against the relevant address. An ad hoc
repott is run to identify the total number of inspection reports received in year against the number of
licence applications received. '

PSECZ496440.1 : LWD.49723.21




EHO2G AWIP

No. of Inspection Plan visits completed*100/Total No. of Planned visits. This is a Pass/Fail sub-KPI.

Quarterly

/j The reports and raw data are checked for errors and inconsistencies by the Group Manager in consultation
L7l with other officers. Animal welfare case and interventions searches are run in Acolaid to ensure that the
: reports are picking up all relevant data.

Data ’Storagg and Security

The data will be stored on PDS/PWS case files in Idox Acolaid NV against premises addresses. Acolaid is
password protected, and is set up to limit the permissions given to officers to edit or delete key data. Staff
are trained in information security and data protection requirements. The data is accessible to all Idox
|Acolaid NV users. Officers are formally authorised to take their tablets out of LBB premises but remote
access to Acolaid is only possible through Council security channels.

The main risk relating to data collection is that currently there are only two officers capable of providing
this data. In their absence data retrieval is difficult. There could be inappropriate financial
penalties/rewards if incorrect data falsely indicates failure or success against the KPI target.

PSEC2496440.1 ’ ' LWD.49723.21




EHO2G AWIP

Failure to deliver the Intervention Plan could lead to criticism from DEFRA. Failure to monitor animal
welfare conditions before issuing licences could lead to higher risk of harm or suffering to animals and
reputational damage to the Council,

Date

PSEC2496440.1 ' LWD.49723.21
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DRS methedndogy sheet

Itis very important to demonstrate that the service is applying regulatory powers consistently, fairly and propbrtionately in
compliance with the Council's enforcement policy. Auditing sheuld identify inappropriate use of, or failure to use, enforcement
- powers and assists in ion of ities expectations,

o

2012/13 172 compliant out of 183 = 94% compliant (data for HGCP 12/13 will be complete by 4th July 2013)

2013/14 84.2% compliant (sample size 38 cases all PHCP or SSCP). No audits have been completed in relation to Trading Standards
Lases as yet, .

Target for 6 month audit:
Minimum of 95.0% of sampled cases are Enforcement Policy compliant
The quatity assurance systems review should pass the audit.

Target beyond 6 mont int if the audit is passed:
Gain accreditation/continue to be accredited through ISO 9001

arget beyond 6 month point if the audit is faited;

Minimum of 95.0% of sampled cases are Enforcement Policy compliant using self-audit

A third-party external auditor wilt be issi 1o review i with the olicy at the end of the 6th month from service transfer date. The

detailed terms of reference for the audit will be agreed between the Authority and the service provider. A random sample of 2% of cases (or as agreed by the Authority
and the Service Provider) which cuts across all quarters, case types, and all officers. The auditor wil also review the extent to which the quality assurance systems being
put in place/are in place can ensure compliance with the Enforcement Policy and existing management processes.

The intention of the auditis to ensure that during the Initial 6 months of the contract, there is assurance on the quality of work (the output} and the implementation of

new quality assurance systems.

[Payment terms: if the audit is passed for both the ¢ase review and the quality assurance review (or passed for either), then the cost of the audit will be split equally
[between the service provider and the Authority. If both the case review and the systems review fails, then the service provider will seitié the cost of the audit.

Furthermore, if the audit is passed for both the case review and the systems review, then this KPI will be measured through whether or not the service will gain
accreditations/continue to be accredited by the relevant 150 9001. If either the case review or the systems raview fails at the six month point, then the methodology for
audit as described below will be utilised. N ¢

Cases in scope are sampled and audited by fine managars as below. Acclaid case actions and notes are assessed for compliance against the Enforcement Poficy on 2 pass|
o fail basis. 4 form is completed for each audit and is scanned onto the sampled Acolaid file, An audit action with a pass or fail result s entered on each sampled file.
[Audit to cover a randomly selected sample of not fess than 5% of cases {covering all officers at least once per quarter) of all cases in scope unless different figure steted)
below. All officers o be included in aurit at least once per quarter. Cases in scope are: Complaints: Animal Welfare (ANCP), Food (FDIC, FDPCP), Healf and Safety
(HSCP), Private Sector Housing (HGCP), Public Health (PHCP {2.5%), Smoke Free (SFCP), and Scientific Services (SSCP(2.5%)Licensing (LICCP) Trading Standards
(TSCD, TSCP)). All cases with sign off date in period.

Licences: Animal Welfare (ANLIC), Special Treatment (HSLIC), HMO's {HGLIC), Pollution Prevention and Control Permit (SSAP). Afl cases with issu dates in period.
{Inspections: Food Hygiene (FHIN), Heaith and Safety (HSIN), Animal Welfare (ANIN) Licensing {LOL, LSTL,LPEL,LPRLLGPL,LGP, TSLIC,LTEN LGTUN). All cases with
inspection dates in the previous quarter.

Sampies: Food (FSSMP), Health and Safety (HSSMP), Trading Standards (TSIN). All cases with sign off date in period.

An ad hoe report is run to identify Acolaid cases with audit records dated within the quarter (in period), those passing

are counted and expressed as 3 percentage of fotal cases with audit records duted within period, Addresses are

excluded from this list.

*The current case sefection process is not of a completely random nature due to the need to cover all officers at least once per quarter to ensure compliance across the
teams. The number to be audited is determined to meet the percentage target. These are then divided into date order for each officer. Where 1 case is required this wil
be the middle case in the fist, where 2 cases are needed these will be the top and battom cases fram the list and where four cases are required these wil be the top
middie and bottom cases from the list, If more than three cases are needed 2 cases will be: picked from the top and bottom, An altermative sampling method would be
considered as long as the critefia are met.

Number of sampled cases passing audlt in period expressed as a percentage of total cases with audit records dated within period.

Number of sampled cases passing audit divided by the total number of sampled cases

Idox Acolaid NV case files.

Random sampling of data input by officers at case reviews, and maniagers would review reports to identify possible errors in data.

Data Storage and Security

The data is stored on specific case files in Tdox Acolaid NV against premises . Acolaid NV is p: pi . Staff are
trained in information security and data protection requirements. The data is accessible to all Idox Acolaid NV users. Officers are
formally authorised to take their tablets out of LBB premises.

LWD.48723.21
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The main risk refating to data collection is that currently there are only two officers capable of providing this data. In their absence
data retrieval is difficuit. There could be financial penalties/rewards if incorrect data leads to failure of the KPL

Failure of enforcement policy audits demonstrates poor application of enforcement powers andjor poor customer care. This can lead
to customer dissatisfaction, unfair treatment of enforcement subjects and possible risk to customers if inadequate action has been
taken to resolve health risks. There may be reputational and financial risks to the Council/Provider if inappropriate enforcement
action is'taken which incurs loss or damage to customners,

LWD.49723.21
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¥ .

The aim of this indicator is to ensure that Licenced HMOs are meeting the legal standards for Licenced

premises.

End of Year 1 - 50% with expired major conditions are compliant or enforcement action is proceeding.
By end of Year 2 up to end of Year 4 - at least-60% properties with exprred major conditions are
compliant or enforcement action is proceeding.
By end of Year 5 and for the remainder of the contract 90% expired major conditions are compliant or
enforcement action is proceeding,

Note: Enforcement action is proceeding when the case has been approved by the Counci for:
. prosecution andfor

work in default/Emergency Remedial Action or
ty Dwelling Order is being secured”

.
an Interim

AL 3
e T
e

The relevant cases are entered by Technical Support onto Idox Acolaid NV data management system.
As part of the drafting of the HMO Licence where major conditions are being granted the Case Officer
enters the *Major Conditions" code HMOSP into the “Licence Chedc” field in the Licences Tab. A start
date and expiry date are also added in the relevant box on in the “Licence Check" field. Where the
condition is live but not expired a "¥" is entered in the result box. This automatically changes to a "N*
when the condition expires. When an inspection has been completed by the Case Officer and the
condition found to be complied with a date is added in the "check” box and a "NA" input into the result
box. A standard Ctystal Report is run and processed through Access which collates the raw data and
calculates the Performance Measure in accordance with the formula set out below.

Run report to identify all open cases mScope and count those with major conditions complied with or
where enforcement action is proceedmg divided by the total number of cases with major conditions
required *100. .

Cases in scope are Houses in Multiple Occupation licences (HGLIC). Major condmons are defined as
i ing of

those requiring work to the premises, It excludes relating to or
paperwork.

Quarterly

Idox Acolaid

All Licensing Data {as defined under the Housing Act 2004) is heid on the HMO Licence register - there
are no data sharing arrangements in place in relation to this indicator.

This indicator is LBB spc although some or all of the raw data'could be comparabie to of
Authorities.

Random sampling of data input by officers at case reviews, and managers would review reports to
identify possible errors in data,

Data Storage and Security

“The data is stored on specific case files in Idox Acolaid NV against premises addresses. Acolaid is
password protected, and is set up to limit the permissions given to officers to edit or delete key data.
Staff are trained in information security and data protection requirements. The data is accessible to all
Idox Acolaid NV users. Officers are formally authorised to take their tablets out of LBB premises but

remote access to Acolaid is only passibie through Council security channels.

The main risk refating to data collection is that currently there are only two officers capable of
providing this data. In their absence data retrievat is difficult. There could be financiat
penalties/rewards if incorrect data leads to failure of the KPI.

LwD.49723.21
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KPI
EHO23- HMOs

Administration of Licences within a reasonable timescale is key for customer satisfaction and assurance.
Being responsive and professional to Landiords provides a template for the behaviour expected from
them by the Council. Building @ professional relationship can assist the Council in securing compliance
with the relevant legislation.

9% compliance 2012/13
Minimum of 30% compliance 2013/14 (8th June 2013). Data is currently being reviewed to ensure that the
electronic records are fully representative,

Year licensed issued Total number. of cases
2006 - 2013: 145
2006: 0
2007: 10 (7 CASES AWAITING RENEWAL)
2008: 32 (6 CASES AWAITING RENEWAL)
2009: 31
2010: 22
2011 18
2012: 20 (3 RENEWED)
2013: 12 (7 RENEWED)

Average licensing timescales 12/13 166.37 days (22 cases) .

Average licensing timescales 13/14 156.8 days (10 cases). This years cases are detailed below. The average has

been skewed by an ol case. Without this it would be 134 days. The process was fully reviewed in the last half of
12/13 and the process is still being refined. There is also a new Licensing Officer.

CASEFULLREF Average
HGLIC/06/18458 58 -
HGLIC/06/19690 79
HGLIC/06/19793 64
HGLIC/06/20003 37
HGLIC/07/01036 58
HGLIC/07/21530 90

HGLIC/10/08769 1018
HGLIC/11/70258 316
HGLIC/12/75248 388
HGLIC/12/86032 114

Totat / Average 156.8235

For each of the first three quarters of Year one, the target is 30% HMOs licenced within 2 months of
receipt of complete application.

By the fourth quarter of Year two, the target will be to licence 50% of HMOs within 2 months of receipt
of complete application, unless otherwise agreed between the Authority and the service provider at the
joint review of performance, income, policy, and operations which will be concluded during the
third quarter of Year one. The targets for the period between the fourth quarter of Year one and the
third quarter of Year two will also be jointly agreed at the review during the third quarter of Year one.

Note: This would exclude instances when a third-party (e.g. Fire Service) does not comply with its

delivery requirements/timescales and the non-compliance is not due to the non-performance of the

service provider. However, where the non-compliance is due to the non-performance of the service
provider (e.g. incorrect location provided), then these shali be counted as failures under this KPL.

The relevant cases are entered by Technical Support onto Idox Acolaid NV data management system.
When a complete application is received a date is entered by Technical Support Officer into the
"Application Validation" field in the “Licence Details" tab. When the Licence is issued the date of issue is
entered by the Technical Support Officer into the "Date Issued" field in the "Licence Details” tab. A
standard Crystal Report is run and processed through Access which collates the raw data and calculates
the Performance Measure in accordance with the formula set out below.

Number of licences issued within target as a percentage of the total number of licences issued.

Number of licences issued within target (2 months) divided by the total number of licence applications
issued

LWD.49723.21
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KPI EHO2j HMOs
Quarterly

ThIS mdncator is LBB specific although seme or all of the raw data could be comparable to other Local
Authorities.

Random sampling of data input by officers at case reviews, and managers would review reports to
identify possible errors in data.

Data Storage and Security

The data is stored on specific case files in Idox Acolaid NV against premises addresses. Acolaid is
password protected, and is set up to limit the permissions given to officers to edit or delete key data.
Staff are trained in information security and data protection requirements. The data is accessible to all

Idox Acolaid NV users. Officers are formally authorised to take their tablets out of LBB premises but
remote access to Acolaid is only possible through Council security channels.

The main nsk refating to data collection is that currently there are only two officers capable of providing
this data. In their absence data retrieval is difficult. There could be financial penalties/rewards if incorrect]
data leads to failure of the KPIL.

There is a reputational risk if performance is poor. There is a higher likelihood of service complaints and
possible insurance issues for businesses awaiting a licence. There is also a higher risk of ilf health and
death/serious injury if these high risk HMOs remain unimproved for longer e.g. higher risk of fire.

LWD.48723.21
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KPI EHO2K H

DRS methodology sheet

Admlmstratnon of licences within a reasonable timescale is key for customer satisfaction and assurance.
Delays in processing a licence can lead to uncertainty and even financial loss to businesses. Being
responsive and professional to applicants provides a template, for the behaviour expected from them by
the Council. Building a professional relationship can assist the Council in securing compliance with the
relevant legislation.

2012/13 outcome 90.5%
2013/14 92.45% (as of 8th June 2013)

|data management system when a licence is first required. They remain open until the business closes or
no longer needs a ficence. When a complete licence application is received the date is entered by
Technical Support Officer into the "Application Received” field in the "Licence Details” tab on the relevant
case. When the Licence is issued the date of issue is entered by the Technical Support Officer into the
"Date Issued” field in the "Licence Details" tab. A standard Crystal Report is run and processed through
Access Wthh collates the raw data and calculates the Performance Measure in accordance with the

l;

Number of licences issued within target as a percentage of licence applications received

Number of licences issued within target (30 working days) divided by the tota! number of licence
applications received

Quarterly

This indicator is LBB siﬁc although soe ot all of the raw data coul compa_rable. Other Local

Authorities may have different service standards,

The reports and raw data are checked for errors and inconsistencies bup ager in
consuitation with other officers. Searches are run to ist and count numbers of applications received to
double check that the report is picking up all relevant cases. One to Ones are used to ensure that officers

are using Acolaid correctly and accurately.
Data Storage and Security

LWD.49723.21
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KPI EHO2K H

The data Is stored on specific case files in Idox Acolaid NV against premises addresses which is password
protected. Staff are trained in information security and data protection requirements. The data is
accessible to all Idox Acolaid NV users. Officers are formally authorised to take their tablets out of LBB
premises.

The main risk relating to data collection is that currently there are only two officers capable of providing
this data. In their absence data retrieval is difficult. There could be inappropriate financial
penaities/rewards if incorrect data falsely indicates failure or success against the KPI target.

There is a reputational risk if performance is poor. There is a higher likelihood of service complaints and
possible financial loss to businesses waiting for licences before starting trade.

LWD.49723.21
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