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1.0

PURPOSE OF REPORT

1.1

To provide an update on the year-end progress of the measures within the
Corporate Delivery Plan.

2.0

RECOMMENDATIONS

2.1

To review the report, recognise good performance and determine whether
any interventions need to be put in place to improve performance on those
measures that are off target.

2.2

That:
 Management Board (MB) receives the report and provides comments
before the report goes to Members
 Overview & Scrutiny receives the report and provides comments before
the report goes to Cabinet
 Cabinet receives the report, noting the comments from Overview &
Scrutiny and MB

3.0

RECOMMENDED REASON FOR DECISIONS

3.1

Our Corporate Plan sets out our long-term vision for the Harrogate district,
our aim as an organisation, our corporate priorities and the long term
outcomes that we want to achieve. The Delivery Plan is updated on an
annual basis and details what we will do, what our targets are and how we
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will measure these. This report tracks our progress against the Delivery
Plan.
4.0

ALTERNATIVE OPTION CONSIDERED AND RECOMMENDED FOR
REJECTION

4.1

No alternative options were considered as reporting progress on the
Council’s Corporate Delivery Plan performance is a key part of the
Council’s performance management arrangements.

5.0

SUMMARY

Action Status
0%

On Target
Slightly off Target

29%

Off Target

3%
0%

On Hold

61%

Actions with a future start date

7%
0%

Completed

Quarter 4 KPIs

Indicator Status

Short Trend

On target
7%
14%

36%

Slightly off
target

42%

41%

Off target

Improving
No change
Worsening

36%

Data only

17%

7%
Unknown

Indicators against
previous year
Improving
8%
23%

No change
Worsening

69%
Not
available
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Year End KPIs

Indicator Status
On target
17%
41%
42%

Improving

Slightly off
target

33%

Off target

No change

67%
Data only

5.1

Indicators against
previous year

Worsening

The Coronavirus Pandemic has had a significant
impact on how we have performed over the past
12 months. We have been in and out of
lockdowns, seen the majority of staff work from
home, and others have to be redeployed within
the organisation as a result of not being able to
do their normal job. We have not been able to
carry out some services as usual and the whole Council has had to adapt
to the changes quickly. Other services have found themselves taking on
additional work to respond to the pandemic. Despite all of this we have still
managed to complete and remain on track with most of our corporate
actions.
Some examples of additional work include:
 Paying out £76.7m worth of business support grants across 10
schemes
 Our #shopsafeshoplocal campaign to encourage the safe reopening of high streets and town centres
 A number of events confirmed for the summer of 2021
 Proposals to maximise the use of outdoor space
 Helping in setting up the NHS Nightingale Hospital in the Convention
Centre
 Developing and delivering our Covid Community support plan

Quarter 4 has taken place at a time while the country has been in a
national lockdown with government restrictions preventing the opening of
some functions to members of the public, such as Leisure Centres, Turkish
Baths and Museums amongst others.
2020/2021 has ended with actions performing strongly. 90% of actions
either are on target or completed. KPIs, however, have not performed as
strongly with only 36% on target in Q4 and 41% on target against annual
targets. A high percentage of KPIs are performing worse than the same
period last year for both Q4 and year end totals. This is consistent with
what we have seen throughout the year and reflects that actions were
reprioritised in light of the Coronavirus Pandemic, but KPI targets were
maintained to allow us to accurately see the impact of the pandemic. In
many cases, these KPIs are not too far of their original target, and the
percentages of PIs worsening are also fairly small.
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Corporate
priority

Status
We will do all we can to ensure changes to the way local
government is structured across the whole of Yorkshire benefit
us, our residents and the services we provide
Maximise the use of land and buildings for growth; enabling
local companies to stay and grow, and attracting inward
investment into the district
Attracting investment opportunities into the district
Work in partnership to address current and future operational
barriers to business growth by securing investment and
improvements in digital infrastructure
Promote the Harrogate Convention Centre as widely as
possible so we attract new events to the district and grow its
income to support our local economy
Work with others to ensure that there is a strong economic
recovery across the district from the impact of COVID19
Ensure plans are in place for sustainable development across
the district
Ensure the implementation of the Council’s carbon reduction
commitments and promote sustainable choices
Improve the ambience of our town centres
Ensure people have the opportunity to live and work in the
district because they have access to high-quality housing
which meets their needs and matches their income level
Work together to halve rough sleeping, prevent and reduce
homelessness and assist homeless households in finding long
term affordable and sustainable housing
We'll do all we can to help our residents build secure, safe and
healthy lives in thriving communities
Work with others to ensure that there is a plan in place to
support the community as it responds to the impact of
COVID19
As a thriving district council, we will continue to find innovative
and effective ways to manage our resources whilst ensuring
they reflect our priorities
Work with our public and voluntary sector partners to ensure
that our communities can access inclusive, joined up services
to improve the quality of life across the Harrogate district

6.0

Exceptions
Exceptions are areas of success or concern that have been identified
through the Council’s performance reporting software Pentana. For
projects this may be through achieving significant milestones or
encountering significant delays. For performance indicators (PIs) this will
include significant over/underperformances.
Key Successes:



This year saw HBC officers support the
development of the York and North Yorkshire
region devolution 'asks'. The 'asks' have been
finalised and formally agreed by all 9 of the 9
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local authorities and submitted to government for
consideration.
The Station Gateway project masterplan is
progressing with a Heads of Terms agreement
to partner commitment being drafted.
The digital skills and inclusion project was
accelerated with the launch of ‘Get Digital’.
There are now 28 external and 24 internal
Champions signed up to access the resources
that can be emailed or printed off to assist those
who need help to do something digitally. There
has been involvement from 30 VCS groups.

Key Concerns:



Economic Impact of HCC and HCC overall
income are forecast to be considerably below
target and previous year performance in final
accounts. This is due to the Centre being closed
for the entire year as a result of the
government’s continued lockdown on
conference and exhibition venues.
Key Successes:
 The Community Infrastructure Levy was adopted
by Council in July
 The proportion of waste sent for reuse, recycling
or composting this year is better than target and
at a consistent level with the previous year.
 The first phase implementation plan for the rollout of electric vehicle charging points has been
approved by Cabinet.
 The A59 Knaresborough – York feasibility study
is progressing well with a final report expected in
Q1.
 We continue to work with York and North
Yorkshire Local Enterprise Partnership and other
partners on a joint bid for the Local Authority
Delivery element of the Green Homes Grant.
Key Concerns:



n/a

Key Successes:







We have delivered 363 affordable homes, a
significant increase since last quarter and more
than the previous year.
The Spa Lane Development has been
completed and welcomed our first residents to
the facility.
In March 2019 there were 95 properties classed
as empty homes for five years or longer and
today this figure stands at 72. That is a 25%
decrease of properties empty for more than five
years.
Despite being above target in Q2, the number of
households living in temporary accommodation
5

has remained consistent with Q3. Officers
continue to take a proactive approach to secure
social accommodation or private sector
alternatives for customers.
Key Concerns:





The number of new homes built by the council is
slightly off target with 22 against a target of 25.
The majority of completions are in Quarter 4
including 19 units as part of the Spa Lane
Hostel. However the Council has bought 25
homes in 20/21 significantly ahead of the target
of 15.
The average length of stay in both B&B
accommodation and temporary accommodation
are both significantly worse than target. However
the average length of a stay in temporary hostel
accommodation has reduced by over 5 weeks
since Q3 and is similar to at the same point last
year. These missed targets are due to the
challenges of moving people on during a
pandemic.

Key Successes:









New Photon based corporate websites (HBC,
Turkish Baths and Bracewell Homes), were
launched on 22 October.
The draft People Strategy has been endorsed by
Management Board and is awaiting
consideration for approval by HR Committee.
The covid recovery plans have been produced
and updated on a regular basis over the year to
ensure it remained compliant with current
government guidance.
Despite not being able to meet in person, we
have continued to support the HDPSLB which
continues to deliver the community Covid-19
recovery plan as its main partnership activity.
Commercial trials at the horticultural nursery
continue to yield success. The team have
exceeded both their budget target and stretch
target, with income standing at £153k 23.11% up
on budget for the year, which was an increase of
£36,977 from Q3.

Key Concerns:


6.6

n/a

Corporate Health Performance
All of the performance indicators are shown in Appendix 2 help contribute
towards our corporate priority of excellent public services.

6.7

Financial
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During 2020/21 we collected 97.5% of Council tax, which is very slightly
below our target of 98%. This is similar to the 97.9% collected in the
previous year. Collection has held up well considering the impact of the
pandemic, no court recovery action in 2020 and resources within Revenues
administering business grants.

% of Council Tax Collected

97.5% 98%
Target

6.8

Change in trend

Our Non-domestic rates collection level for 2020/21 was 91.9%, below
our target of 98%. This is a lot lower than the 97.2% we collected in the
previous year. Collection rates were impacted by the coronavirus pandemic
as no court recovery action has been able to take place.
% of Non-domestic Rates collected

91.9% 98%
Target

Change in trend

6.9

We collected 94% of in-year debt; slightly below the 95% target for the
year and down on the 98% collected in the previous year. At year-end
17.82% of total debt was over 90 days old; this is above the target of
13% for the year and better performance than the previous year (26.25%).
Of the debt over 90 days old, £92.9K was passed to Legal Services in
March.

6.10

Our Legal Services debt recovery level was 47.54% at year end; below
the 60% target. However, this represents a significant improvement on the
previous year’s figure of 18.79%. The total amount of debt referred to Legal
Services was just under £46k. Many debtors are small businesses or sole
traders who have not reopened for most of the year due to Covid
restrictions. However, a historic debt of nearly £20k, dating back to 19/20,
was collected.
We also collected 36.25% of in-district car parking debt; this is slightly
below the 40% target and is an deterioration on the previous year
(47.34%). Q4 was the same as Q3 at around 32.5%. This was as a result
of having to ground agents in response to the coronavirus pandemic.

6.11

Workforce
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This section incorporates the data previously reported in the Workforce
Digest Report.
6.12

Our workforce (Full Time Equivalent and headcount) has stayed roughly
the same since the previous year. Employee turnover has previously
been reported included seasonal and casual leavers. Other authorities do
not include them in reports to Local Government Association
benchmarking, allowing for a more meaningful comparison. Seasonal staff
have been excluded and the previous two years recalculated. In either
calculation, turnover is down in 2020/21 from 2019/20.

2018/19
Number of
employees (actual)

2020/21

1127

1082

1085

945

925.9

927.8

Employee turnover
(with seasonals)

16.1%

17.2%

11.4%

Employee turnover
(without seasonals)

14.6%

12.7%

9.7%

Number of
employees (FTE)

6.13

2019/20

The distribution of the workforce has remained consistent with previous
years, with the majority of staff distributed within frontline services; the
highest proportion of FTEs (24%) is within Parks and Environmental
Services:
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6.14

The age profile of our workforce follows the same pattern as the
previous year with the majority of our staff (71.44%) being aged 41 and
over. The average age of an HBC employee is 47.3, up from 46.8 in 19/20.
This is in line with the district’s average age in 2019 of 47.5.
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HBC Staff Age Breakdown by Financial Year
61 & Over
51-60
41-50
31-40
21-30
21 & Under

6.15

0.0%

5.0%
2020/21

10.0%

15.0%

2019/20

20.0%

2018/19

25.0%
2017/18

30.0%

35.0%

40.0%

2016/17

It should be noted that the age profile for individual services differs
between services. CTS continues to have our youngest workforce, with an
average age of 42.2. Housing on the other hand has a much higher
average age of 50.6. The Organisational Development and People
Business Partners continue to work with service managers on workforce
planning; including succession planning and talent development.

6.16

There are slightly more men than women at HBC with 52.2% males to
47.7% females. As of 2019, the district had slightly more females to males
at 51.1% to 48.9%.

10

6.17
77.5% of employees filled in ethnic origins data, meaning 22.5% were not
included. Of employees who shared their ethnicity through equalities
monitoring, the workforce for 2020/21 is mostly white, which is similar to
previous years and broadly representative of the district population. The
percentage of BAME employees has increased slightly from around 2%
last year to 2.7% for 2020/21. However, while more representative than
previous years, this does not yet reflect the district’s ethnic profile.
According to the last census in 2011, BAME people made up 3.7% of the
district’s population.

6.18

In 2020/21 we had 10 new apprenticeships, bringing the total number of
apprenticeships in the Council to 37. This is up from 28 the previous year.
12 of these 37 have completed their apprenticeships at various points
during the year. The Organisational People & Development Business
Partners are working with services to promote the apprenticeship scheme
to maximise the use of the apprenticeship levy.

6.19

Sickness absence was 4.36 days lost per FTE across the year. This is
well below our target of 8.2 days lost per FTE. This is a significant
decrease from the previous year’s figure of 7.75 in 19/20. Across all
quarters in 20/21, all targets were met by a large margin, with Quarter 2
having the highest days lost per FTE. The HR adviser team have managed
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to bring to a successful conclusion a number of long-term sickness cases
which will have also have had an impact on the days lost figures. The
reduction of around 44% on the previous year is broadly in line with
findings from the ONS from an April 2021 Economic Review into home
working which found that sickness absence rates for workers doing any
work from home was 0.9% compared with 2.2% for those who never
worked from home in their main job.
Sickness resulting from Coronavirus is not included in this calculation. This
is because it is difficult to know how many cases have occurred. It is also
difficult to say how many of those are genuinely days lost, as people with
mild cases have been able to work through their sickness when working
from home. The impact of home working on sickness has been significant
across the council, but particularly in services that are largely office based.
The number of days lost to colds and flus has plummeted. As restrictions
are eased and offices are opened up, we can expect this figure to rise in
the near future.
6.20

Stress/Depression caused the largest amount of days lost per FTE with
34.65%. However, the total number of days lost to stress is actually lower
at 1,368.5 days in 20/21 to 1,575 in 19/20. The higher proportion comes
from a significant reduction in the number of days lost due to Infections
(colds & flu). The second highest portion of days lost per FTE was due to
Musculo-Skeletal issues. This is followed by Stomach problems in third,
which overtook Infections which as third in 19/20.

6.21

We recognise that employee well-being is always something that continues
to be a priority for us, especially after a very challenging year. We will
continue to proactively support employees mental health including stress
and depression. Whilst additional support and resources were put in place
to support the pandemic, we will to continue to further develop our
wellbeing offering to support employees. These include access to our
employee assistance programme and wellbeing resources, training and

12

events, our Listening Ear service and well-being champions.

6.22

Customer
Customer contact in 20/21 has either been by phone or online. Lockdown
has kept the face-to-face customer contact to around 2% and below. More
customer interaction took place online this year compared to previous
years. Q4 20/21 represents the first time that customer contact was split
nearly 50/50 between online and telephone. For customer online
contacts, HBC has significantly exceeded its target of 27% for every
quarter this year, and for the year overall.

Customer contact channel
120%
100%

16%

17%

80%

29%

37%

26%

25%

26%

36%

43%

31%

32%

68%

67%

2%

2%

47%

60%
40%

69%

67%

54%

53%

66%

69%

67%

60%

20%
0%

15%

16%

16%

11%

9%

Face to Face

6%

7%

Telephone

4%

57%
0%

53%
0%

Online
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Annual Customer Contact by Channel
2020/21

59.99%

2019/20 6.47%
2018/19

65.31%

14.18%

2017/18

28.22%

60.23%

18.96%
0%

25.58%

60.79%
20%
Face to Face

6.23

39.22%

40%

20.25%
60%

Telephone

80%

100%

Online

For quarter 4 there were 29 stage 1 and 10 stage 2 complaints. At stage 1
the completion % completed on time was 50%, whilst the completion rate
for stage 2 was 75%.
We had a total of 140 complaints at Stage 1 and 36 at Stage 2 during
2020/21. The completion rate for stage 1 within 10 working days was
51.5% down slightly from the previous year at 51.6%. This is well below the
target of 80%. The percentage completed within 25 working days for
stage 2 complaints was 81.1% an improvement on the previous year’s
figure of 79.6%. This year it met its target of 80%

6.24

Website availability averaged at 99.99% across the year; it continues to
be AA compliant.

6.25

As reported in previous years; the processing time for new Council Tax
Reduction (CTR) claims did not meet its 21 day target, with year-end
performance of 25.19 days. This performance is an improvement on last
year (27.38 days). Q3 of 2020/21 was the first time this particular PI hit its
target, whilst Q4 was only slightly over at 22 days. This has been the result
of improvement measures put in place. Performance is impacted by the
time it takes the DWP to assess and pay a Universal Credit (UC) claim.
We have streamlined our in-house information gathering procedure at the
start of the claiming process. However, we still have to wait for the DWP to
process a UC claim (a minimum of 5 weeks) before we can finalise the
CTR claim. Performance has also been impacted by Test and Trace which
has resulted in extra work.

6.26

We narrowly missed our 21 day processing target for new Housing
Benefit Claims; with a year-end outturn of 21.37 days. This is the first year
where the annual figure since 2017/18 where we have been close to the
target. This has been due to strong performances in Q3 and Q4 where the
21 day target was achieved.
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Benefit Processing Times - New Claims
33.3

35
29.43

24.65

23.37

25
20

28.56

28.15

30

22.05

20.74
22.2

21.68

20.71

23.6

25.21
22.27
20.98
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16.6

10
Q1 2019/20

Q3 2019/20
New CT reduction benefit claims

Q1 2020/21

Q3 2020/21

New housing benefit claims

Annual benefit processing times - new claims
25.88

24.79

24.26

22.57

2017/18

2018/19

New CT reduction benefit claims

27.38

23.6

2019/20

25.19

21.27

2020/21

New housing benefit claims

6.27

We met our 6 day processing target for changes to CTR claims; with a
year-end outturn of 4.43 days, an improvement on the previous year figure
of 5.03 days. This PI has improved in performance each year since 17/18

6.28

We performed better than the 6 day processing target for changes to
Housing Benefit Claims; with a year-end outturn of 4.33 days; broadly
similar performance compared to the previous year (4.22).
The following two charts show the quarterly and annual performance for all
of these indicators:
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Benefit Processing Times - Changes to Circumstance
7
6
5.12

5.05

Days

5
4
3
3.29
2
2.22
1
0
Q1 2019/20

Q3 2019/20

Q1 2020/21

Changes to council tax reduction benefit

Q3 2020/21

Changes to housing benefit

Annual benefit processing times - change to
circumstance
7.49
6.2
5.03

6.64

2017/18

4.37

4.22

4.33

2018/19

2019/20

2020/21

Changes to council tax reduction benefit

6.29

4.43

Changes to housing benefit

Governance
We regularly monitor the number of FOI and data breaches (no targets are
set against these indicators). There were 811 FOI requests in 2020/21 this
is fewer than received in the previous year. 219 FOI requests were
received in Quarter 4, about the same as the previous quarter. The number
of requests going for appeal/review increased slightly in Quarter 4 to 3 from
1 in Quarter 3. The year-end outturn from FOIs which go to appeal have
decreased significantly from 17 in 2019/20 to 10 this year.
Number of FOIs and Data Breaches in 20/21

811

10

48

FOI requests

FOIs appealed/reviewed

Data breaches
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6.30

There were 48 data security breaches during 2020/21, this is significantly
lower than the amount in the previous year which was 85. We continue to
proactively encourage staff to report any data breach and any increase in
the numbers reported does not necessarily reflect a decrease in
performance and reflects the work carried out to promote the importance of
reporting data breaches.

7.0

CONCLUSIONS

7.1

MB are asked to consider the risk of not achieving the Delivery Plan
Supporting Projects highlighted in Appendix 1 and flagged as areas of
concern in section 6 of this report, however all of these have been
impacted by the coronavirus pandemic and as such mitigation will be
difficult.

7.2

High risk:
 Average length of stay in temporary accommodation (hostel and
B&B)
 HCC Income
 Number of new homes built by the council
Medium risk:
 Average time taken to re-let local authority housing

7.3

MB are asked to consider the Corporate Health performance reported
within this report. Revenue and debt collection has been impacted by the
pandemic as ability to collect on debts has not been able to take place as
normal. MB should pay attention to:




7.4

Non-domestic collection rates in particular with consideration to
other debt collections PIs.
Time taken to process new council tax claims.
Percentage of Stage 1 Complaints Completed within 10 Days

This report is focussed on the Delivery of the priorities within our Corporate
Delivery Plan. However, in addition to this, there has also been a number
of other achievements that contribute to our corporate priorities, including:
A strong
local
economy
A
sustainable
environment

Supporting
our
communities

We have administered millions of pounds in support grants
throughout the year to businesses across the district. We’ve
also offered advice to businesses on reopening in advance
of welcoming customers back to their premises (not for the
first time this year).
We worked with colleagues at North Yorkshire to improve
transport infrastructure in the west of Harrogate.
We have partnered with Co-Wheels car club to run a districtwide car club scheme. It has launched in Harrogate with new
sites in Knaresborough and Ripon to follow.
We helped to set up the NHS Nightingale Hospital in the
Convention Centre and now we are working to return to its
original purpose, ready to host events again in a few months.
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Excellent
public
services

This year The Local Fund is concentrating on those
organisations hit hardest by the pandemic. We have
contributed funds along with other local donors with the aim
of supporting small local voluntary, charitable and social
enterprise organisations.
We supported the successful delivery of the Census, which
will help inform how public services are delivered.
We’ve worked closely with other local government partners
this year. First, to produce a devolution deal back in
December. Second, we’ve collaborated with 5 other district
councils to put a proposal to government on the
reorganisation of local authorities in York and North
Yorkshire. This proposal will have a lasting impact on the
area so we helped to make a proposal to get change right.
We have supported other services through a difficult year
with more than 300 redeployments from other areas of the
Council. Colleagues from across the council including HCC
and CTS have performed a variety of tasks. This has
included leafletting, canvassing, community calls to
vulnerable people, gardening, loading refuse vehicles or
assisting with Housing. Some have enjoyed their new roles
so much that they have made the change permanent.

8.0

MB COMMENTS

8.1

Management Board felt that this year’s performance report has been a
good news story. The pandemic has been a major challenge for local
authorities everywhere, especially so after years of difficult financial
climate. Staff should be congratulated and commended for their
contributions which make Harrogate a high performing local authority. In
many cases this has included extra duties in supporting people and
businesses across the district.
Management board welcomes the positive sickness figures for this year
and are pleased to note the reduction in days lost due to stress over what
has been a difficult year. There is also the recognition that although the %
of employees of BAME origin has increased this year, this does not yet
reflect the district’s profile.
Based on the report, Management Board have identified homelessness
and temporary accommodation as an area of focus for the coming year.
Another area to focus on is the reopening of services as Covid guidelines
change and permit including hosting events again at HCC to assist the
economic recovery of the district. Management Board are looking at
complaints and considering how we can learn more from the data.

9.0

REQUIRED ASSESSMENTS AND IMPLICATIONS

9.1

The following were considered: Financial Implications; Human Resources
Implications; Legal Implications; ICT Implications; Strategic Property/Asset
Management Considerations; Risk Assessment; Equality and Diversity (the
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Public Sector Equality Duty and impact upon people with protected
characteristics). If applicable, the outcomes of any consultations,
assessments, considerations and implications considered necessary during
preparation of this report are detailed below.
Risk Statement
9.2

MB can also consider the interventions in place to mitigate against these
risks and confirm if these are adequate. In future these reports could
include risk assessments for those individual actions that have been rated
as ‘Red’ and will include an overall summary of Service Plan risks as well
as the Corporate Delivery Plan.

Background Papers – None

OFFICER CONTACT: Please contact Sarah Cornforth, Improvement &
Development Manager, Lawrence Fontana, Business Intelligence and
Performance Officer or Chris Watson, Business Intelligence and Performance
Officer, if you require any further information on the contents of this report. The
officer can be contacted at on 01423 500600 ext 56823, ext 58460, ext 58468 or
by e-mail – sarah.cornforth@harrogate.gov.uk
lawrence.fontana@harrogate.gov.uk christopher.watson@harrogate.gov.uk

19

