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Economic Development Overview and Scrutiny  

Committee – 18th October 2005 
 

Planning, Transport and Economic Strategy Performance 
Report - Full Year 2004/05 

 
Report of the Director of Planning, Transport and. 

Economic Strategy 
 

Recommendation 
 
The Economic Development Overview and Scrutiny Committee is asked to consider 
Planning, Transport and Economic Strategy’s performance at the full-year stage, and 
in particular to: - 
 
(i) Acknowledge positive progress made. 
(ii) Identify any issues with respect to service delivery. 
(iii) Indicate any further information required. 
 
 

Chapter One – Performance Results  
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2 Summary of Performance for 2004/5 4 

3 Performance Against Departmental and Corporate 
Objectives/Priorities 

5 

4 Performance Against Key Performance Indicators 6 
5 Customer Results 10 
6 Financial Results 16 
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1 Introduction 20 
2 Complaints analysis and resulting outcomes 21 
Appendix 1 – Departmental actions/tasks green status at full-year  
Appendix 2 – Departmental actions/tasks not green status at year end  
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1. Introduction  

 
1.1 This report shows Planning Transport and Economic Strategy’s (PTES) full-year 

achievement against the Corporate Objective ‘Develop and maintain a vibrant 
local economy which promotes employment and prosperity for all’.  The 
Warwickshire County Council (WCC) Medium Term Priorities, are to:- 
 
(i)  ‘Promote the economic regeneration of Warwickshire, so as to improve 

the quality of life of the most disadvantaged communities and groups, and 
those who are ‘hardest to reach’ and  

 
(ii) ‘Increase employment opportunities, the employment potential of 

Warwickshire residents and the competitive advantage of Warwickshire 
Businesses’. 

 
1.2 The supporting Departmental Objective is to:- 

Promote the economic regeneration of Warwickshire by:- 
(i) Increasing employment opportunities and the employment potential of 

Warwickshire residents. 
(ii) Increasing and enhancing the competitive advantage of Warwickshire 

businesses. 
 
1.3 This report also includes full-year out-turn for measurable performance against 

Corporate Headline Indicators and Departmental Key Performance Indicators. 
 
1.4 Similar reports are being submitted to the Environment Overview and Scrutiny 

Committee and the Community Safety Overview and Scrutiny Committee each 
relating to their areas of responsibility for PTES Departmental activities. 

 
2. Summary of Performance for 2004/05 
 
2.1 The associated actions/tasks are reported annually and the tables below 

summarise PTES full-year performance against planned objectives and targets. 
 

Objectives/Priorities 
No. of 

Objectives/Key 
Tasks 

% of 
Total 

Green Achieved by target date 21 68% 

Amber Part met or achievement 
delayed by less than 6 
months of target date 

7 22.5% 

Red Not achieved or delayed by 
more than 6 months from 
target date 

2 6.5% 

 Deferred or superseded 1 3% 
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Key Performance Indicators - Targets No. of KPIs % of 
Total 

Green Achieved or exceeded target 11 61% 

Amber Missed target by 10% or less 6 33% 

Red Missed target by more than 10% 1 6% 

White No target set  0 0% 

 
2.2 Comparison of performance regarding achievement of objectives and targets 

with 2003/04 is not possible due to the change in the scope of this Committee’s 
responsibilities. 

 
 

Key Performance Indicators - Trends No. of KPIs % of 
Total 

Green 
Continuous improvement over 
last 3 years (or 2 if no data) or 
sustained ‘best in class’ 

13 72% 

Amber 
Flat (below best in class) or 
fluctuations above and below 
target, or some improvements 
but not yet consistent 

5 28% 

Red Reverse trend to the aim of the 
indicator 0 0% 

White Only current value available 0 0% 

 
3. Performance Against Departmental and Corporate 

Objectives/Priorities 
 
3.1 The ‘Traffic Light’ classifications used within this report are specific to the ‘key 

date’, with actions classified according to status at that point in time.   
Appendix A Provides details of Departmental actions/tasks that have 

been completed by 31st March 2005 and are therefore at 
‘green’ status.  PTES has successfully delivered 68% of 
planned actions for 2004/05 and has part delivered (Amber) 
a further 22%.  Of those that are up to 6 months delayed 
(Amber) there have been a number of factors outside the 
control of PTES that have contributed to the delay. 

 
Appendix B Provides details of Departmental actions/tasks within PTES 

Departmental Service Plan 2004/05 not classified as ‘green’ 
at 31st March 2005. 
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4. Performance Against Key Performance Indicators 
 

4.1 The table below details full-year results against our key performance indicators 
for 2004/05, relating to performance against targets and trends. 

 
Key:- 

 
 
 
 
 
 
 
 
 
 

 

 

4.2 During 2004/05, 61% of PTES performance indicators for economic 
development have been achieved with 72% showing a continuous improvement 
over the past 3 years.  There is only one indicator that has missed the planned 
target by more than 10%; these are small absolute figures whereby small 
variations result in a greater impact on the target, based on the above traffic light 
classifications.  None, however, are showing a negative trend. 

 
 

Target status against Key Performance 
Indicators 

 

Green 
Continuous improvement 
over last 3 years (or 2 if no 
data) or sustained ‘best in  
class’ 

Amber Missed target by 10% or less 

Red Missed target by more than 
10% 

Trends status against Key Performance 
Indicators 

 

Amber 
Flat (below best in class) or 
fluctuations above and below 
target, or some improvements 
but not yet consistent 

Red Reverse trend to the aim of the 
indicator 

White Only current value or no data 
available 
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5. Customer Results 

 
5.1 Our aim is to be customer- focused.  The results gained from both customer 

feedback and formal monitoring are shown in the tables below.  Poor 
performance in any area of customer contact can then be highlighted and 
addressed. 
 

5.2 This report details:- 
 

(i) The department’s performance against its Customer Charter with regard 
 to:- 

 
(a) Telephone response time monitoring 

 (b) Letter and Email response time monitoring 
 

(ii) Customer feedback the department receives from:- 
 

(a) Compliments 
(b) Complaints 
(c) Evaluation of performance of Customer Service Standards 

 
 
 
 
 
 
 
 
 
 

 
 
 
5.3 Currently customer service results are reported on a departmental basis.  

Complaints specific to the remit of this Committee are detailed in Chapter 3. 
 

Satisfaction 
Indicator 

Actual 
2002/03

Actual 
2003/04 

Actual 
2004/05

Target 
2004/05

Target 
Status 

Trend 
Status 

Remedial Action 
or Commentary 

Amber Amber Telephone 
response 

rate 

93% 93% 93% 100% 

   

Red Amber Letter 
response 

rate 

84% 84% 87% 100% 

   

Green Amber Compliments 93 195 185 180 

  
 

Red Amber Complaints 409 461 584 180 

  

Target based on 
different collation 
methodology. 

 

Target status against Key 
Performance Indicators 

Green Target achieved or 
exceeded 

Amber Missed target by 10% or 
less 

Red Missed target by more 
than 10% 

 

Target status against Key Performance 
Indicators 

Green 
Flat below best in class or 
fluctuations above and below 
target, or some improvements 
but not yet consistent 

Amber 
Reverse trend to the aim of the 
indicator 

Red 
Continuous improvement over 
last 3 years (or 2 if no data) or 
sustained ‘best in class’ 
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5.4 PTES takes the corporate Customer Charter Standard as its target for 
customer service with regard to telephone and letter response rates as these 
are within the public domain. 

 
5.5 We are performing below our Customer Charter standard that all telephone calls 

be answered within 15 seconds and all letters and emails be responded to within 
10 working days. 

 
Letters and E-mails Responded to within 10 Working Days 

Letters
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5.6 Response rates to letters are  showing a gradual improvement.  During 2004/05, 
87%, (3,049 out of 3,514) of letters responded to received a response within 10 
working days.  This is an increase of 3% compared to 2003/04. 

 
5.7 Response rates to emails have been available since 2003.  During 2004/05, 

94% (2542 out of 2711) of emails received via the WCC website have been 
responded to within Customer Charter Standards.  This is the same level as in 
2003/04.  
 
Telephone Calls Answered within 15 Seconds 
 

5.8 During 2004/05, 93%, (665,097 out of 718,691) telephone calls to PTES were 
answered within 15 seconds; a figure which has remained static over the past 2 
years.   

 

Telephones
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Compliments and Complaints 
 
 
5.9 Throughout 2004/05, 185 compliments were received within PTES, mainly 

around front line groups, for work done quickly and effectively.  This is a 
decrease of 15, just over 7% on 2003/04.  Compliments tend to be sporadic by 
nature with no discernable trend on the number received.  

 
5.10 2004/05 saw an increase in the number of complaints received by PTES, 584 in 

total; an increase of just over 26%.  Complaints are concentrated around front 
line groups; Carillion (Highway Maintenance Contract) received 26 complaints 
about delays relating to street lighting.  A detailed analysis of complaints can be 
found in chapter 3. 

 
Evaluation of Customer Service Standards - Mystery Shopper 
 

5.11 Warwickshire County Council is committed to a continual appraisal of their 
strategy and to improving all the services it provides to the public, and is always 
exploring new and innovative ways to measure the standard of service it 
provides.  Mystery Shopping was introduced in 2000 to review the provision of 
service across all front-facing departments.  The Mystery Shopper tests the 
standards set out in the Customer Charter.  This report details the eighth wave 
of this project.   

 
5.12 The exercise includes a number of contacts by the mystery shoppers to PTES 

this wave received:- 
 

28 telephone calls 
3 visits 
3 letters 
11 emails 

 
Summary of Results 

 
5.13 Letter enquiries received a 100% response rate, and 100% correct response, 

leading to good levels of satisfaction.  Positive impressions were gained of staff 
on visits, although the environment received relatively poor ratings, but 
satisfaction was strong.  Less than half of the email enquiries receive a 
response, although the responses were correct, and received average ratings 
for their manner.  Telephone enquiries were answered well, however, only a 
third of call handlers gave their name; perceptions of the staff were still positive. 
 

5.14 WCC undertakes 2 waves of Mystery Shopping annually; a major wave that 
tests all customer service standards and a smaller, more concentrated wave on 
areas highlighted within the major wave as needing improvement.  PTES have 
produced an action plan that will aid improvement in the highlighted areas.  In 
line with continuous improvement the second wave, which will measure the 
success of delivery of the action plan, will concentrate on:- 

 
Responding to email enquiries. 
Staff giving their name when answering the telephone. 
Resolving telephone enquiries correctly. 
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Provision of literature or referral to the website. 
 
6. Financial Results 

 
 2004/2005 Budget 
 
6.1 The original budget for Planning, Transport and Economic Strategy was 

£48,516,000 (including the planned use of balances).  Since the original budget 
was approved there have been budget adjustments of £1,404,000.  Therefore 
the 2004/2005 budget for the service is now £47,112,000.  

 
2004/2005 Final Outturn Spending 

 
6.2 The total net turnover for the year on items within the Service's control is 

£568,000. Details are shown below. 
 

Table 1: Outturn spending 2004/2005 £000 £000 
Original Budget – Gross      58,695 
Original Budget  - Net  48,516 

Adjusted for:   

 Notional Asset Rental (1,228)  
 Self Financing Capital   (141)  
 Contribution to publicity    (35)  
 Total Adjustments  (1,404) 
Revised Budget 
 

 47,112 

Actual Net Spending 
 

 47,680 

Overspend (against revised budget)     568 
 

6.3 The principal item, specific to the scope of this Committee, which contributed to 
the overspend is the Economic Development Regeneration Project, where cash 
flow pressures from new business units not yet let amounted to a deficit of 
£148,000.  This principally relates to EPIC (Eliot Park Innovation Centre), which 
was handed over to WCC in March 2005, but occupancy will build up during 
2005/6/7.  A revenue deficit incurred in 2004/05 in the run up to opening EPIC 
should be more than offset by rents/surpluses in subsequent years. 

 
Comparison with the 2004/2005 Provisional Out-turn 

 
6.4 The service last reported the expected outturn position to Cabinet as part of the 

corporate 2004/2005 Provisional Outturn report on 3rd February 2005.  At this 
time the service was predicting an overspend of £814,000.  The actual 
overspend of £568,000 therefore represents a £246,000 change in the service’s 
position. 
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Comparison Between Provisional and Final Out-turn 
 Provisional Out-turn as 

reported on 3rd February 
2005 

2004/2005 Final  
Out-turn 

 £000 £000 
AWM Grant * 0 (566) 

Business Link Grant *      0 300 

County Highways 0 572 

Waste Management 120 102 

Economic Development/ Social 
Regeneration 

168 148 

Executive 90 52 

Decriminalisation of Parking 100 94 

Marketing and Graphics 
Design 

65 86 

County Fleet 50 47 

Development/ Strategic 66 (68) 

Environmental Design 0 55 

Transport Planning (20) (144) 

Transport Operations 147 (56) 

Design Services 0 (52) 

Other net variations 28 (2) 

Total  814 568 

 
6.5 The reduction of the projected overspend of £246,000 between the provisional 

and final outturn is the net effect of the unbudgeted revenue grant to Business 
Link and the better than expected income results for Transport Planning, 
Transport Operations and Design Services. 

 
6.6 *Advantage West Midlands (AWM) has provided £566,000 additional grant for 

projects in the Regeneration Zone, in recognition of WCC support for Business 
Link strategic business support package.  

 
Chapter Two – Consultation 
 
1. Introduction 
 
1.1 The department continues to undertake a wide range of consultation as part of its 

programme of service delivery, evaluation and improvement.  
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1.2 This report provides details on consultation, outcomes and actions taken during 

2004/05.  The department continues to make effective use of consultation with 
the public and other forms of feedback in order to:- 

 
(i) Establish and monitor levels of customer and public satisfaction. 
(ii) Inform priority setting. 
(iii) Inform the development of policies and strategies. 
(iv) Improve service delivery. 

 
2. Consultation this Year 
 

The main consultation activities related to this Committee are listed below:- 
 

Title Purpose Start Date Methodology Corporate 
Objective 

Jobs and Skills 
within the 
Strategic Plan 

To identify the 
priorities of these 
elements within 
the plan 

November 
2004 

Workshop Develop and 
maintain a 
vibrant local 
economy 

Leamington Spa 
Urban Mixed 
Priority 

To inform the 
implementation of 
the scheme 

June 2002 – 
ongoing 

Questionnaires Develop and 
maintain a 
vibrant local 
economy 

Pride in Camp 
Hill 

A number of 
consultations 
have been 
undertaken 
regarding various 
issues within the 
area 

Various Various Develop and 
maintain a 
vibrant local 
economy 

Building 
Sustainable 
Neighbourhoods 
– Ivanhoe Road 

To address 
environmental and 
parking issues in 
a local 
neighbourhood 

May 2004 Leaflet and public 
exhibition 

Develop and 
maintain a 
vibrant local 
economy 

Nuneaton and 
Bedworth 
Master plan 

To inform a 
longer-term vision 
and Master plan 
for the town 
centres. 

December 
2003 – 

April 2004 

Workshops and 
Members Seminar 

Develop and 
maintain a 
vibrant local 
economy 

Business 
Improvement 
District 
Rugby 

To clarify projects 
that the BID 
community is 
willing to fund. 

November 
2004 

Questionnaires Develop and 
maintain a 
vibrant local 
economy 

 
3. Messages from Consultation and Actions 

 
 Leamington Spa Urban Mixed Priority Scheme 
 
3.1 Following detailed consultation with key stakeholders construction work started 

on the project in April 2005.  The works have been delayed by several weeks 
because of a number of difficulties including the presence of very shallow 
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cellars, the varying opening hours of local businesses, the need to maintain 
pedestrian access and, following complaints from residents, the imposition of a 
noise abatement notice preventing night working. 
 

3.2 In order that implementation of the scheme does not affect the busy trading 
period in the town in the run up to Christmas the works have been  
re-programmed to ensure that they will be completed by October 21st on Parade 
from Clarendon Avenue to the River Leam Bridge.  The remaining works south 
of the River Leam are to be commenced in May 2006 subject to Cabinet 
consideration of funding.  Regular meetings are being held with stakeholders 
and these will continue until the scheme is finally completed. 

 
The Strategic Plan – Jobs and Skills 

 
3.3 A workshop was held in November with key partners contributing to the 

Warwickshire Strategic Plan to determine the Vision and Priorities for the Jobs 
and Skills element of the Strategic Plan.  A proposal was developed in 
agreement with the Learning and Skills Council and circulated to all partners in 
attendance.  Once agreement on a final strategy and priorities has been 
obtained work will then commence on relevant partnerships, delivery bodies and 
funding needs. 

 
Pride in Camp Hill 

 
Whittleford Park 

 
3.4 A consultation exercise was undertaken during the summer as part of a 

community clean up event on Whittleford and to consider potential opportunities 
to improve the park.  Various consultation methods have been used including a 
display board at the Camp Hill festival in August.  The results of the exercise 
highlighted a number of improvement activities including: 

 
 (i) Controlling anti-social behaviour such as motorbike misuse on open 

spaces. 
(ii) An initiative to protect wildlife. 

 (iii) Improving the quality of pathways that link estates. 
 
3.5 Some minor improvements are now in place, however, as this is a programme of 

work that will extend over several years a major funding bid has been made to 
the Regeneration Zone for more significant work to be undertaken in future 
years. 

 
3.6 The Environmental Design Team has produced a draft plan following the 

outcome of the consultation and a park management advisory team has been 
established to deliver the plan. 

 
Residents Forum  

 
3.7 In May a mobile promotion was undertaken to promote the elections for the 

forum and five residents were nominated.  Elections were held and the forum 
was officially created in September. 
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Cedar Road 
 

3.8 Consultation was undertaken to assess residents’ concerns regarding the new 
road layout and to obtain information on car parking options.  The results 
confirmed that residents believed that there was a need for traffic calming and 
also for miscellaneous car parking facilities.  In response to the consultation 
WCC provided various car-parking options including dropped kerbs and lay-by 
spaces. 

 
Willow Road 

 
3.9 As part of the Midland Quarry project a consultation has been carried out with 

residents on Willow Road to discuss the new link road that is planned between 
Midland Quarry and Hillary Road.  The results highlighted the concerns of the 
residents regarding landscaping and noise.  WCC has provided landscaping and 
a noise reduction fence as part of the link to the new road. 

 
The Dingle 

 
3.10 Lovell the developer for phase 1 of Camp Hill development offered to utilize 

‘spoil’ from the site to create a landscape form, on the Dingle.  It is an 
opportunity to improve the aesthetic appearance of the Dingle and enhance the 
environment with the creation of a community recreation area.  The consultation 
involved one to one interviews with householders resident adjacent to the site, 
displays and open days.  The response was very positive in support of the 
improvements and WCC submitted funding bids to various organisations and 
negotiated with Lovell for in-kind support.  There were some initial delays in 
securing funding, however, all funding is now in place, the tender document is 
being developed and work is due to start Autumn 2005. 

 
Rugby Business Improvement District (BID) 

 
3.11 The Rugby BID is one of 22 UK pilots being trialled by the Office of the Deputy 

Prime Minister/Association of Town Centre Management.  WCC and Rugby 
Borough Council and Rugby Town Centre Company are partners with the BID 
Company as part of the pilot process.  BID is a Business led initiative to improve 
the local environment.  The BID Company has undertaken a process of 
continuous consultation with the BID Electorate over the past year, to determine 
the BID services that business are willing to pay for.  As a result of the 
consultation, the BID Themes propose to provide for an integrated security 
system, town centre rangers, additional street cleaning and further marketing 
and promotion of the town.  The BID will go to the vote in September and the 
result will be announced on 3rd October.  If a Yes vote is secured, the next 
phase of the process will be to implement the BID in Rugby. 

 
Ivanhoe/Waverley Avenues, Nuneaton 

 
3.12 As part of Community Environmental Improvements consultation has been 

undertaken during the summer with residents in Ivanhoe Avenue and Waverley 
Avenue.  The objective being to address environmental and parking issues in 
the neighbourhood.  The consultation was based on leaflet distribution informing 
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residents of the details of the project, following this an exhibition was held 
providing details of 2 possible schemes to address the problems.  The outcome 
of the consultation obtained by the exhibition was circulated to residents 
culminating in a final leaflet outlining dates for improvement work to commence 
and contact details. 

 
Chapter Three – Complaints 
 
1. Introduction 
 
1.1 Any expression of dissatisfaction regarding a service provided by PTES received 

within the department follows our complaints procedure.  Where it is possible to 
deal with the complaint quickly and easily, then we acknowledge and respond to 
the complaint as soon as possible.  Three of the complaints dealt with during 
2004/05 that are specific to the remit of this Committee have been resolved at 
the informal stage, one remains at stage two. 

 
1.2 All groups within PTES monitor numbers of complaints and track trends, raising 

any issues with their senior managers.  Complaints are reported to the 
Performance Management Board, which includes Leadership Team and 
selected others, as part of the quarterly Customer Service Report.  Each 
complaint is reported in detail, including how the complaint was resolved and 
any policy changes as a result.   

 
1.3 The table below shows the total number of complaints received by all PTES 

services over the past 4 years. 
 

Complaints Full Year Contractor 
delivered services 

In-House delivered 
services 

2004/05 584 301 283 
2003/04 461 258 203 
2002/03 410 Not Available Not Available 
2001/02 419 Not Available Not Available 

 
1.4 In 2003/04 the criteria for reporting complaints in PTES was altered.  Complaints 

made against contractors performing a service on behalf of PTES, over whom 
we do not have direct, day-to-day control, were no longer included in the 
Departmental submission.  They continued to be recorded at group level for 
contract management.  However, in line with the corporate definition the table 
shows all complaints and the proportional breakdown between directly delivered 
services and contractor delivered services.   

 
1.5 The category of complaint is detailed in the table below:- 
 

Year Policy or 
Service 

Standards 

Failure to meet 
Policy or Service 

Standards 

Actions 
or 

Services 

Treatment 
or Conduct 

Facilities 

2004/05 116 206 205   43 14 
2003/04   84 195 127   54   1 
2002/03   82 195   90   35   8 
2001/02 101 191   98   29   0 
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1.6 PTES recorded 584 complaints in 2004/05, this compares to 461 in 2003/04.  

The increase is mainly a result of efforts to increase the accuracy of complaints 
reporting.  There is a national trend of increased numbers of complaints within 
Local Authorities.  

 
2. Complaints Analysis and Improvements Made 
 
2.1 The four complaints received by PTES (2004/05) that are specific to this 

Committee are detailed below: 
 
2.2 Camp Hill – A stage 2 complaint from a resident member of the Camp Hill Board 

of Directors who requested an Extraordinary General Meeting for a vote of no 
confidence in two other directors, on behalf of residents.  The complaint was 
against the Camp Hill Project Director, claiming he was rude in asking him to 
leave the office at lunchtime.  He was frustrated the process wasn’t simpler and 
was not happy when asked to leave due to the office closing at lunch.  He 
accepted the Divisional Head’s offer of a meeting to discuss the complaint but no 
resolution was possible. We have reinforced signs stating, “This office closes 
between 1pm and 2pm” so it is clear for all visitors. 

 
2.3 Winter Events Guide – An informal complaint from a user of ‘Winter Events 

Guide’ who attended one of the events listed and did not feel that it met the 
description, initially dealt with by Rugby Town Centre Manager before being 
resolved by Regeneration Projects Manager. 

 
2.4 Bedworth Heath - A resident who lives adjacent to the community centre 

refurbishment in Bedworth Heath made an informal complaint.  The complaint is 
with regard to the order in which changes to the building were being made, 
namely that the front entrance was not being blocked off.  The complaint was 
dealt with by altering the planning permission with Nuneaton and Bedworth 
Borough Council so the entrance was blocked off earlier. 

 
2.5 River Avon Navigation – A number of letters received from a member of the 

public about the consultation process on the proposal by others to extend 
navigation on the River Avon from Stratford-upon-Avon to Warwick or 
Leamington Spa.  We responded to each letter and in the final response 
suggested that if the complainant remained dissatisfied he could make a formal 
complaint.  He did not. 

 
2.6 Details of the other complaints shown in the table will be reported to 

Environment Overview and Scrutiny Committee. 
 
 
 
JOHN DEEGAN 
Director of Planning, Transport and Economic Strategy 
Shire Hall 
Warwick 
 
26th September 2005 
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