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Appendix 1
Key to KPI Ratings used

This report includes 38 Key Performance Indicators (KPIs), where progress is assessed
against Targets which are set at the start of the financial year. Progress against Target
is assessed by RAG (Red/Amber/Green) ratings. Progress is also assessed in terms of
Direction of Travel (DoT) using arrows. Direction of Travel is based on regression
analysis across the whole timeframe shown in the graphs.

GREEN Target has been achieved or exceeded

AMBER Floor Standard* achieved but Target has not been met

RED Floor Standard* has not been achieved
AN Performance is improving (positive trend)
V4 Performance is worsening (negative trend)
=> Performance has remained stable or shows no clear trend

*Floor Standards are the minimum performance expected and if not achieved must
result in management action.

Key to Activity Indicator Graphs

Alongside the Key Performance Indicators, this report includes a number of Activity
Indicators which present demand levels for services or other contextual information.

Graphs for activity indicators are shown either with national benchmarks or in many
cases with Upper and Lower Thresholds which represent the range activity is expected
to fall within. Thresholds are based on past trends and other benchmark information.

If activity falls outside of the Thresholds, this is an indication that demand has risen
above or below expectations and this may have consequences for the council in terms
of additional or reduced costs.

Activity is closely monitored as part of the overall management information to ensure
the council reacts appropriately to changing levels of demand.
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Executive Summary

15 of the 38 indicators are rated as Green, on or ahead of target (one fewer than last
Quarter). 15 indicators reached or exceeded the floor standard and are rated Amber
(four more than last quarter) with 8 indicators not achieving the floor standard and so
RAG rated Red (three fewer than last Quarter). Seven indicators were showing an
improving trend (three more than last Quarter), with twelve showing a worsening trend
(two more than last Quarter).

G | A A > S A
1

Customer Services 1 1 2 1
Governance and Law 2 1 1
Growth, Economic Development &
" 1 1 2

Communities

Environment and Transport 2 4 2 3 1
Children, Young People and Education 5 5 4 2 8 4
Adult Social Care 1 4 1 1 2 3
Public Health 5 2 1 2
TOTAL 15 15 8 7 19 12

Customer Services — Satisfaction with Contact Point advisors maintained above target
performance. The percentage of phone calls answered declined, moving below target.
The percentage of complaints responded to within timescale improved but remains
below floor standard and so RAG rated Red. An action plan has been put in place to
reduce complaints backlogs within the Special Educational Need (SEN) service;
these will take some time to reduce, and the impact on performance in this
service specifically will continue throughout this year.

RAG rating
Latest Previous

Customer Services KPls DoT

% of callers to Contact Point who rated the advisor who
dealt with their call as good GREEN | GREEN | =+

% of phone calls to Contact Point which were answered | AMBER | GREEN | =>

% of complaints responded to within timescale RED RED
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Governance and Law - Freedom of Information (FOI) / Environmental Information
Regulation (EIR) requests responded to in timescale and Data Protection Act Subject
Access requests completed within timescale remain below floor standards.

RAG rating

Governance and Law KPIs DoT

Latest Previous

% of Freedom of Information Act (Fol) requests
completed within 20 working days

% of Data Protection Act (DPA) Subject Access
requests completed within statutory timescales

Growth, Economic Development & Communities — The number of properties
brought back into active use through the No Use Empty programme improved slightly
but remains below target this Quarter and is RAG rated Amber. The amount of
Developer Contributions secured as a percentage of the amount sought remained
close to 100% and was RAG rated Green. The total number of visits to and issues from
libraries continues to be higher than for the same period last year.

Growth, Economic Development & Communities RAG rating
KPIs Latest Previous

DoT

Number of homes brought back to market through No
Use Empty (NUE) AMBER | AMBER >

Developer contributions secured as a percentage of
amount sought

GREEN | GREEN | <>

Environment & Transport — For Quarter 2, all four of the Highways KPIs are RAG
rated Amber, with the impacts of high demand earlier in the year still evident across
services. Municipal Waste recycled or converted to energy, continues to be above
target, and reduction in Greenhouse Gas emissions also remains ahead of target.

Environment & Transport KPIs Latz:tG ralgrneg\;/ious DoT
% of routine pothole repairs completed within 28 days AMBER =
% of routine highway repairs reported by residents

completed within 28 days ANEISR i
% of emergency highway incidents attended within 2 AMBER o
hours of notification

% of satisfied callers for Kent Highways &

Transportation, 100 call back survey ARSI v

% of municipal waste recycled or converted to energy

and not taken to landfill — rolling 12 months e B 4}

Greenhouse Gas emissions from KCC estate (excluding

schools) in tonnes — rolling 12 months e B 4}
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Education & Wider Early Help — Schools continue to exceed the inspection target, but
Early Years settings remain slightly below, although 97% are still rated good or
outstanding. Completion of Education, Health and Care Plan (EHCP) assessments in
timescale decreased further below the floor standard and is RAG rated red. The new
KPI measuring annual EHCP reviews waiting over 12 months improved, but remains
just below floor standard so is still RAG rated red. The service has confidence that
performance will improve due to new working practices; reporting that allows
staff to more accurately identify priority cases; reduction in the overall backlog
of historic cases already outside of 20 weeks; and further improvements to
support this new way of working, allowing behaviours to fully embed. Pupils with
EHCPs who are placed in independent or out of county special schools increased
slightly and so continues to miss floor standard. The project on the phase transfer
process this year is continuing with the aim to reduce the number of children
transitioning into specialist settings, support more children with EHCPs in
mainstream settings, and ensure maintained special school places are targeted
at those children with the most complex needs. This strategy will contribute to
reducing pupils placed in the independent sector over time. Permanent pupil
exclusions have not improved and remain Amber and on a negative trend. The number
of first-time entrants to the youth justice system increased slightly and remains Amber
rated.

. . RAG rating
Education & Wider Early Help KPIs : DoT
Latest Previous

% of all schools with Good or Outstanding Ofsted

. L GREEN | GREEN
inspection judgements

% of Early Years settings with Good or Outstanding
Ofsted inspection judgements (childcare on non- AMBER | AMBER
domestic premises)

% of Education, Health Care Plans (EHCPSs) issued
within 20 weeks — rolling 12 months

Percentage of annual EHCP reviews waiting over 12
months

Percentage of pupils (with EHCP’s) being placed in
independent or out of county special schools

% of pupils permanently excluded from school — rolling
12 months

AMBER | AMBER

Number of first-time entrants to youth justice system —
rolling 12 months

>
o
%
+>
Y
v
+>

AMBER | AMBER

Children’s Social Care & Early Help — Four of the seven indicators met target, the
same as the previous Quarter. Percentage of case holding posts filled by permanent
gualified social workers decreased slightly, moving below floor standard. Management
actions being taken regarding the recruitment and retention of Social Workers
include: a focus on reducing caseloads and administrative burdens to assist with
the retention of social workers; participation in the Frontline programme which
has funded 12 Social Work Apprenticeships along with Kent’s own Step-up to
Social Work Apprenticeship programme The percentage of foster care placements
which are in-house or with relatives improved, and moved above floor standard giving
an Amber RAG rating. The percentage of Care Leavers in education, employment
remains below target.
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. : RAG rating
Children’s Social Care & Early Help KPIs : DoT
Latest Previous

Percentage of Early Help cases closed with outcomes

achieved that come back to Early Help / Social Work GREEN | GREEN | =>
teams within 3 months
% o_f case holding posts filled by permanent qualified RED AMBER | =>
social workers
% of children social care referrals that were repeat
referrals within 12 months SIR2EN | PRIEEN {?
% of child protection plans that were repeat plans GREEN | GREEN | =>
Average no. of days between becoming a child in care
and moving in with an adoptive family — rolling 12 GREEN | GREEN | 4
months

<>

% of foster care placements which are in-house or with AMBER

relatives and friends (excluding UASC)

% of care leavers in education, employment or training

(of those KCC is in touch with) AMBER | AMBER

%

Adult Social Care — One KPI met target and is RAG rated Green. The proportion of
new Care Needs Assessments delivered within 28 days decreased and remains below
floor standard. There continues to be a focus on ensuring people do receive their
Care Needs Assessments in a timely manner, as part of the Performance
Assurance Framework, with regular meetings to discuss the actions taken and
need to address the demand in delivering these, within the Community Teams
and at Senior Management Team meetings. The proportion of clients receiving Direct
Payments, has changed little over the last 18 months and remains below target. The
proportion of older people still at home 91 days after discharge is unchanged and
remains below target. Long Term support needs of older people met by admission to
residential and nursing care homes, did not meet its new target and so is RAG rated
Amber. Percentage of KCC supported people in residential or nursing care where the
CQC rating is Good or Outstanding is little changed and remains Amber rated.

_ RAG rating
Adult Social Care KPIs X DoT
Latest Previous

% of people who have their contact resolved by ASCH
but then make contact again within 3 months

% of new Care Needs Assessments delivered within 28
days

% of people receiving a long-term community service
who receive Direct Payments

Proportion of older people (65+) who were still at home 91
days after discharge from hospital into reablement / AMBER | AMBER
rehabilitation services

Long Term support needs of older people (65 and over)
met by admission to residential and nursing care homes, | AMBER *
per 100,000

% of KCC supported people in residential or nursing
care where the CQC rating is Good or Outstanding ARIEISRS | SR
* A change in the KPI definition means this KPI is not comparable to the Quarter 1 result

GREEN | GREEN | 4

RED RED V.

AMBER | AMBER | =>

<% | ¥ | <&
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Public Health — All five KPIs are meeting or exceeding target, and two of these are on
an improving trend. However, the number of mandated checks delivered by the health
visiting service, and successful completions of drug and alcohol treatment, are only just
above target and remain on a declining trend.

RAG rating

Public Health KPIs - DoT
Latest Previous

Number of eligible people receiving an NHS Health
Check —rolling 12 months

Number of mandated universal checks delivered by the
health visiting service — rolling 12 months

% of first-time patients (at any sexual health clinics or
telephone triage) who are offered a full sexual health

screen

Successful completion of drug and alcohol treatment

% of Live Well clients who would recommend the
service to family, friends or someone in a similar
situation
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Customer Services

Cabinet Member Dylan Jeffrey

Corporate Director Amanda Beer

KPI Summary GREEN | AMBER AN > W
1 1 1 2 1

Customer contact through Contact Point (KCC'’s call centre) is provided via a strategic
partnership, whilst Digital services are provided by KCC. The percentage of callers who
rated their advisor as good was 98%, exceeding the target.

The call answer rate reduced to 88% this Quarter, dropping below target. Higher levels
of sickness and staff unavailable due to essential training was a particular issue in July.
September is one of the busiest months of the year for the contact centre and despite
actions taken to ensure all available staff are available to answer calls it remains
difficult to fully resource the service.

For the new activity indicators on average speed of answer, this remains quicker than
expectations for all calls at 2 minutes 16 seconds. Priority calls at 53 seconds were
answered within the expected range. Average call time reduced from the previous
Quarter to 5 minutes 42 seconds, meeting target.

Contact Point received 10% more calls compared to the previous Quarter but 9% fewer
calls than Quarter 2 last year. The 12 months to September 2023 saw a 7% decrease
in calls compared to the 12 months to September 2023.

The number of visits (sessions) to the kent.gov website was similar to Quarter 1, but
nearly 19% lower than the same Quarter the previous year. In December 2022, the
Marketing and Residence Experience Team updated its cookie control mechanism
following customer feedback and recent case law, to include a clear and obvious
"Reject cookies" button on the cookie control mechanism. This makes it even easier for
users to tell us that they don't want us to use cookies, which are needed to count
website traffic. This is most likely to have caused the decrease from last year, rather
than an actual reduction in website usage. Pages relating to Household Waste
Recycling Centres continue to be the most visited, though in lower numbers than the
previous two Quarters.

Quarter 2 saw a 3% decrease in the number of complaints received compared with the
previous Quarter and a 14% decrease on the same Quarter last year. Between July
and September, 63% of complaints were responded to within timescales. This is an
improvement on last Quarter’s performance as the backlog starts to reduce in some
areas. The focus on older cases does have an impact on the closure of new cases in
timescale however. An action plan has been put in place to reduce backlogs within
the Special Educational Need (SEN) service; these will take some time to reduce,
and the impact on performance in this service specifically will continue
throughout this year.

In terms of Directorate performance, the Chief Executive’s Department and Deputy
Chief Executive’s Departments, together achieved 72% of responses within timescale;
Growth, Environment and Transport, 65%; Adult Social Care and Health, 56%; and
Children, Young People and Education, 51%.
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Key Performance Indicators

Percentage of callers to Contact Point who rated the advisor who dealt with | GREEN

their call as good <>
100
98
96 : . : ) : )
94
92
Jun-22 Sep-22 Dec-22 Mar-23 Jun-23 Sep-23
Actual ——Target
Latest: 98% Target: 97%, Floor: 90% Previous: 98% (Green)
Percentage of phone calls to Contact Point which were answered AM;ER
100
90 - _ ) _ s N
80
70
60
Jun-22 Sep-22 Dec-22 Mar-23 Jun-23 Sep-23
Actual ——Target
Latest: 88% Target: 90%, Floor: 85% Previous: 91% (Green)
: e RED
Percentage of complaints responded to within timescale W
100
80 B B B B B B
60
40
20
Jun-22 Sep-22 Dec-22 Mar-23 Jun-23 Sep-23
Actual ——Target
Latest: 63% Target: 85%, Floor: 80% Previous: 58% (Red)
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Activity indicators

Average speed of answer (ASA) by Contact Point in seconds — priority services
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Average speed of answer (ASA) by Contact Point in seconds — all services
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Number of complaints received - Quarterly

2500
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Number of visits (sessions) to the KCC website (in thousands) — Quarterly*
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* Due to a review of KCC'’s use of cookies on kent.gov.uk no visitor data was available from
October 2021 until February 2022. Reporting of this data recommenced from the June 2022
Quatrter.



https://eur01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fkent.gov.uk%2F&data=04%7C01%7Cgraham.harlow%40kent.gov.uk%7C5a95d1a39f3c4511ffd108d9b99f0985%7C3253a20dc7354bfea8b73e6ab37f5f90%7C0%7C0%7C637744914969082484%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000&sdata=FbgXUMDUUaWOokkDv1gbhSa3nq%2Fu6sPUJBeZcnMjb1g%3D&reserved=0
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Customer Services — Call Activity

Number of phone calls to Contact Point (thousands)

Contact Point received 10% more calls compared to the previous Quarter but 9% fewer
calls than Quarter 2 last year. The 12 months to September 2023 saw a 7% decrease
in calls compared to the 12 months to September 2022.

Service area Oct- | Jan—- | Apr- Jul- [ 12mto | 12m to

Dec 22 | Mar 23 | Jun 23 | Sep 23 | Sep 23 | Sep 22
Adult Social Care 24 27 25 26 102 108
Integrated Children's Services 16 18 19 20 72 75
Highways 15 17 14 15 60 52
Blue Badges 10 10 9 12 41 52
Transport Services 8 13 10 11 43 45
Schools and Early Years 5 6 7 9 26 20
Waste and Recycling 6 6 9 9 30 38
Adult Education 4 5 4 6 19 20
Libraries and Archives 6 7 5 6 24 28
Registrations 7 8 7 5 28 27
Main line 3 4 3 3 14 13
Other Services 1 1 2 3 8 10
Driver improvement 3 3 2 3 11 15
KSAS* 3 3 2 2 10 22
Total Calls (thousands) 112 128 118 130 488 526

Figures may not add up to totals due to rounding.

* Kent Support and Assistance Service
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Customer Services — Complaints Monitoring

Quarter 2 saw the number of complaints received increase from the previous Quarter
by 3% and by 14% on the same Quarter last year. Over the 12 months to September
2023 there has been an 8% increase in complaints received compared to the 12
months to September 2022.

In Quarter 2, frequently raised issues included SEN provision, potholes and changes to
commercial bus services. The increase in integrated children’s services is not due to a
particular incident or reason, but have been generally case specific.

12 mths to | 12 mths to Quarter to | Quarter to

Service Sep 22 Sep 23 Jun 23 Sep 23
Highways, Transportation and 2637 2.905 661 677
Waste Management

Adult Social Services 889 954 246 257
Integrated Children’s Services 458 531 92 144
SEN 431 595 187 149
Education & Young People’s 209 29 7 6
Services

Libraries, Registrations and 296 299 49 41

Archives

Chief Executive's
Department and Deputy Chief 155 216 102 41
Executive's Department

Environment, Planning and
Enforcement & Economic 172 144 39 26
Development

Adult Education 71 53 10 13

Total Complaints 5,248 5,649 1,393 1,354
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Customer Services — Digital Take-up

The table below shows the digital/online or automated transaction completions for key
service areas where there are ways to complete other than online.

The online booking system for birth registrations was unavailable for part of April 2023
due to the migration to a new system and caused a reduction in those completed online
for that Quarter.

Online Online Online Online TranTsc;tcilions
Transaction type Oct 22 - Jan 23 - Apr 23 - Jul 23 - Last 12
Dec 22 Mar 23 Jun 23 Sep 23 Months
Renew a library book* 83% 83% 83% 83% 1,072,943
Report a Highways Fault 65% 73% 70% 63% 129,065
Book a Driver 84% | 89% | 89% | 88% 39,413
Improvement Course
Book_a Birth Registration 90% 89% 49% 20% 21,403
appointment
Apply for or renew a Blue 85% 79% 81% 82% 21,282
Badge
Apply for a Concessionary 76% 77% 7504 78% 16,557
Bus Pass
Report a Public Right of 94% 89% 87% 87% 5905
Way Fault
Apply for a HWRC 100% | 99% | 100% | 99% 5,798
recycling voucher

* Library issue renewals transaction data is based on individual loan items and not count of borrowers.
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Governance, Law & Democracy

Cabinet Member Dylan Jeffrey

Corporate Director Amanda Beer

KPI Summary CIREER ANIEIER m 4} > %
2 1 1

Both Freedom of Information (FOI) / Environmental Information Regulation (EIR)
requests, and Data Protection Act Subject Access requests completed within
timescales remain below floor standard.

The percentage of FOI / EIR requests completed has not met target for several years.
With regards to performance between April and September, no Directorate achieved
target, with the best performing being Children, Young People and Education with 78%
completed in timescale, The highest number of requests continue to be received by
Growth, Environment and Transportation (385 requests). Reasons for delays in dealing
with requests include prioritisation of other work, and time taken to produce a thorough
response to complex requests.

For Subject Access Requests (SARSs) since April, over 80% of these came under the
Children, Young People and Education Directorate. Reasons for delays in responding
to requests include complexity of some requests, prioritising of other work, and the
need for the acquisition and use of redacting tools for electronic records which can add
significant time when responding.

Key Performance Indicators

Freedom of Information (FOI) / Environmental Information Regulation (EIR) RED
requests completed within 20 working days <>

100
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60
40
20

Jun-22 Sep-22 Dec-22 Mar-23 Jun-23 Sep-23
Actual ——Target

Latest: 77% Target: 92%, Floor 90% Previous: 70% (Red)
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Data Protection Act Subject Access requests completed within timescales R@D
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Growth, Economic Development & Communities

Cabinet Members Derek Murphy, Clair Bell

Corporate Director Simon Jones

KPI Summary SIREE ALIEIER ﬂ 4} - €7
1 1 2

Support for Business

KCC continued to use funds from the Government’s Regional Growth Fund (RGF) to
create and sustain employment opportunities in Kent during Quarter 1 2023/24 which is
the latest reporting period available.

Since 2017 the latest figures (to the end of Quarter 1, 2023/24), show the Kent and
Medway Business Fund (KMBF) has provided finance of £18.5m to 131 Kent and
Medway businesses, creating 526 new jobs and safeguarding a further 158 jobs in the
Kent and Medway area.

The current economic climate has continued to have an adverse impact on those
Kent's businesses which had previously received loans, with a continuation of requests
being made to KCC to revise loan repayment terms. From the feedback provided by
the companies, we believe that this is due to increases in costs, particularly energy bills
and in raw material costs, particularly for those companies undertaking development
projects.

This is seen in the fluctuations in net FTE job outputs created by the KMBF funded
companies, with 2022/23 seeing small contractions in jobs created in two of the four
Quarters, though still continuing to sustain job growth of 68.0 FTE over the year as a
whole. Quarter 1, 2023/24 had an overall increase in job outputs of 57.0 FTE matching
Quarter 4 2022/23, despite fewer new loans entering the cycle this Quarter.

KMBF loan schemes, including the Small Business Boost, continue to operate with the
same level of interest as reported previously.

At the time of reporting, work had started to enable the Kent & Medway Business Fund
to open to new pre-applications on 21st November 2023, with work on the guidance
notes recently having been completed and development work regarding the application
forms and systems underway.

There will be a physical launch event for the new KMBF schemes at the Orida Hotel,
Maidstone on Tuesday 21st November 2023, with partner agencies and organisations
with an economic interest in Kent & Medway being invited to attend.

The South-East Local Enterprise Partnership (SELEP) has, in addition, provided
funding for the Innovation Investment Loan scheme which the KMBF team manages for
applications from companies in Kent and Medway. Since 2017, over £6 million of loans
have been made to 26 businesses creating 200 Full-time Equivalent (FTE) jobs and
safeguarding 67 FTE jobs.
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Economy

During Quarter 2, the Economy Team worked on early plans for the transfer of future
accountable body responsibilities for ‘Growing Places Fund’ (GPF capital loans) in the
context of the closure of the South East LEP in March 2024 and the transfer of
responsibilities to Local Authorities. The change will see KCC being responsible for
managing a future GPF programme for Kent from 2024/25.

The Economy team also launched a call for proposals, collated expressions of interest
and business cases for a final round of Getting Building Fund applications coordinated
by SELEP. From an initial 19 enquiries, the Kent & Medway Economic Partnership
prioritised six projects which will be put forward for an independent technical evaluation
and then onto SELEP for consideration in December. The projects will compete against
bids from East Sussex and Essex. Four of the six Kent projects relate to the creation of
new business space in town centres (Tunbridge Wells, Gravesend, Chatham and
Maidstone) and the other two projects will contribute to planned highways
improvements to the Bearsted Road (M20 Jct 7) and installing 5G infrastructure at the
Port of Dover.

Developer Investment Team

For Quarter 2, a total of 60 planning applications were received and despite predictions
of a slight downturn, the figure is the same as the number of applications received for
the same quarter in 2022. Fourteen s106 legal agreements have been completed
securing a total of £47.9m, a 99.6% success ratio against the amounts originally
requested. Contributions are again particularly high due to the completion of an
agreement for the 4,000-home site at Mountfield Park, Canterbury. The agreement
includes a value of £34m towards Primary and Secondary education. The Mountfield
Park application has been subject to a number of Judicial Reviews and this agreement
relates to the latest attempt to secure approval of the application.

No Use Empty - Converting derelict buildings for new housing and commercial
space

In Quarter 2, a total of 193 long term empty properties were made fit for occupation
through the No Use Empty (NUE) Programme bringing the total to 8,008 since the
programme began in 2005.

The total NUE investment in converting derelict properties has increased to £102.6m
(£59.3m from KCC recycled loans and £43.3m from private sector leverage).

NUE were awarded £2.5m under the SELEP Growing Places Fund (GPF) to convert
additional derelict properties. As at the end of Quarter 2, loans to the value of £2.1m
had been approved, funding 77 new homes. GPF awarded a separate £2m for NUE
Commercial Phase Il. The target is to return 18 empty commercial units back into use
and create 36 new homes. A total of 17 projects have been approved at the end of
Quarter 2 and these will return 20 empty commercial units back into use and create 52
homes. There is £31Kk left to allocate (NUE C Phase II).

KCC Treasury have made available £24m for NUE to bring forward empty/derelict sites
with planning permission for new builds. Following the recycling of £11.6m loan
repayments, at the end of Quarter 2, the number of new homes funded is 224 across 8
Kent districts. There remains a strong pipeline of projects across all NUE schemes.
However, funding for the current year is expected to be exhausted prior to Quarter 4.
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Libraries, Registration and Archives (LRA)
The Summer months see high demand across LRA services. This includes the
Summer Reading Challenge across all libraries encouraging children to maintain or
improve their reading levels through the holiday, the Archive Search Room busy with
visitors making the most of the academic summer break, and Ceremonies Teams
delivering large numbers of ceremonies in what is its peak period.

This summer has been no exception, and libraries welcomed just under 831,000
visitors in Quarter 2, an increase of 11% with the same period last year, with physical
issues increasing by 2% on the same period in 2022 and children’s issues in particular
increasing by 3%. Over 20,000 children took part in Ready Set Read, this year’s
games-themed Summer Reading Challenge by either joining online or in a library,
representing an increase of 9.5% on last year. Over 9,500 children completed the
Challenge, reading six books and collecting incentives along the way to win their
certificate and medal. In addition, children enjoyed over 160 events and activities
across the 99 libraries during the summer, including 12 Zoolab sessions, where Animal
Rangers introduced children to exotic animals and insects.

Parallel to the increased physical use of libraries, digital usage also continues to grow,
and e-issues have risen by 18% from Quarter 2, 2022/23, now forming 39% of total
issues, with e-audiobooks increasing by 33%, e-magazines by 31%, e-newspapers by
16% and e-books by 9%.

Herne Bay Library was closed for refurbishment throughout the summer months, and
the new-look library reopened on 4 October 2023 to much positive feedback from
customers, particularly with regards to the children’s library. Plans have been
developing for the further temporary re-location of services from Folkestone Library to
the nearby Youth Hub, which opened in November, offering public computers, access
to the local history collection and a free library reservation pick-up point.

At their busiest time of the year, the Ceremonies Teams across the county delivered
2,898 ceremonies, with figures for August and September surpassing those of last
year. This includes 64 citizenship ceremonies where 831 new citizens were welcomed
to the United Kingdom.

Birth registrations remain steady with 4,220 appointments delivered during Quarter 2.
Where death registrations during Quarter 2 last year were significantly higher than
pandemic levels, they have now fallen by 8% on the same period in 2022/23 with 3,712
appointments delivered.

Over 800 researchers visited the Archive Search Room during the summer, making
Quarter 2 the busiest since the pandemic, and representing growth of 17% on the
same period last year. Parallel to this significant boost in physical usage, remote
enquiries have also increased by 4% against the same period last year with the team
responding to an average of 530 remote enquiries per month. The lunchtime talks
continue to attract on average 33 people per talk, and Kent’s Archive collections have
further been promoted at the Heritage Open Day, with behind-the-scenes tours and a
children’s activity to make a Charter.
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In September, the Assessor for the annual Customer Service Excellence Award visited
10 libraries, a mobile library, Kent Archives, Sevenoaks Museum, and Oakwood House.
He spoke with front of house staff, managers, the Service Development and
Information Services Teams, prison library staff and former Cabinet Member Mike Hill,
as well as speaking with partners within and external to Kent County Council. LRA was
again successful in achieving the award, being fully compliant in all criteria and
retaining 27 Compliance Plus points which are a recognition of best practice in
customer service which is a fabulous result and an external validation of the service
LRA delivers to customers every day.

Active Kent and Medway

Quarter 2 saw Active Kent and Medway run a successful #SummerMoves campaign.
Aimed at connecting residents to free and low-cost local opportunities. This tied in with
the Government’s launch of its new strategy for sport and physical activity — Get Active
on the 30" August. The overarching aim of Get Active is to get 3.5 million adults and
children physically active by 2030, and like our own local strategy for sport and physical
activity — Move Together, the focus will be on supporting the least active and those
facing the greatest inequalities.

To get more people, more active, more often, the team are also working hard to
engage with teams across KCC and the District Councils. On 26" September, in
partnership with Public Health and Planning colleagues, the team ran a Healthy
Placemaking symposium with representation from every district as we explored the role
that “place” can play in enabling and motivating us all to be more active.

Active Kent and Medway is also delighted to have been awarded £382,000 of funding
for a three-year project to promote safe sport. The funding will enable the team to
employ two Sports Welfare Officers to work with sports organisations and clubs across
the county to promote good practice and safe sport for children, young people and
adults at a local level. It is part of a wider national programme set up as a result of
recommendations from the Whyte Review into allegations of abuse in gymnastics.

Community Safety

Focus areas during this period for the Kent Community Warden Service (KCWS)
include the cost of living, with wardens assisting with food and pet food banks, and
supporting residents to access grants and funds. Wardens are also assisting residents
and communities in relation to a rise in homelessness, reports of environmental and
financial crime (fraud and loan sharks), anti-social behaviour and scams, working
closely with Kent Police whilst the new Neighbourhood policing model is
implemented. Wardens continue to deliver the social prescribing model, ‘Positive
Wellbeing’ across the service as part of their wider offer of support to residents and
communities. The service has been involved in a number of Violence Against Women
& Girls (VAWG) action days and are preparing for winter needs, such as warm hubs.

To help meet the financial challenges Kent County Council (KCC) is facing, the
Community Warden Service has been asked to reduce its annual budget by £1 million.
A consultation on proposed changes to the Community Warden Service to enable
these savings to be achieved was run from 12 July to 3 October. Over 1,000
responses were received, with hard copy responses also recorded. Work will continue
through to the end of 2023 to analyse and incorporate the feedback to the consultation
into the final recommendations for the service.


https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.gov.uk%2Fgovernment%2Fpublications%2Fget-active-a-strategy-for-the-future-of-sport-and-physical-activity&data=05%7C01%7CLaura.Gilbert%40kent.gov.uk%7C5dc531aa1f674b8b8e6308dbc34107c3%7C3253a20dc7354bfea8b73e6ab37f5f90%7C0%7C0%7C638318456286486692%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=JsJ2sdg0lZNpTycaGAcyvAV4lrImu3V4WyNeTLIHa6Y%3D&reserved=0
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The Kent Community Safety Team also delivered virtual Community Safety Information
Sessions (CSIS) via MS Teams for community safety partners across the county. In
previous years these were half-day events held approx. every 4-6months, however, in
2023/24 the team are trialling more frequent lunch-time sessions (max. 1hr) with a
focus on one or two main topics each time. Two CSIS were held in July and
September in its new format with a specific focus on Scams and Doorstep Crime
including the Checked Traders Scheme, Dangerous Dogs, the Kent and Medway
Domestic Abuse Strategy Consultation, and the Homeless Services Team from
Maidstone Borough Council.

Gypsy Roma Traveller Team

Following successful contract award and a summer of onsite surveys and resident
engagement activity, works have begun on the Gypsy Roma Traveller (GRT) Sites
Improvement Project to create 63 more pitches, starting on the first 3 sites — Barnfield
Park (Sevenoaks), Aylesham Caravan Park (Dover) and Windmill Lane (West Malling).
The works have been programmed so 3 pitches are being completed at a time, on each
of the 3 sites. The refurbishment works will provide residents with a high-quality utility
block to support their cultural needs and will have a significant positive impact on the
wellbeing of and relationships with residents. In addition, the works will also mean that
a further 4 pitches will be available in the next 3 months, to provide much needed
accommodation for members of GRT communities.

Key Performance Indicators

Number of homes brought back to market through No Use Empty (NUE) — AMBER
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Activity indicators

Total number of physical visits to Kent libraries
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Environment and Transport

Cabinet Members Neil Baker, Roger Gough
Corporate Director Simon Jones
A > WV,
KPI Summary GREEN | AMBER 2 7 V
2 4 2 3 1
Highways

For Quarter 2, all four of the Highways KPIs are RAG rated Amber. Highways teams
and front-line staff continue to work at high capacity due to higher-than-expected
numbers of enquiries earlier in the year.

Potholes repairs

The number of potholes requiring repairs remains higher than expected, with 2,714
repairs reported this Quarter, of which 2,236 faults were completed on time. Compared
to the same period last year, there were 1,088 potholes reported for repair which is less
than half the number reported this Quarter. Performance has improved above the floor
standard at 82%, up from 77% in the first Quarter.

Amey our contractor, continue to bring in additional resources to attend to the
demand. KCC and Amey have been working closely together to carry out a series
of process reviews and workshops to ensure they are operating in the most
effective and efficient way. We continue to critically monitor performance
through the Contract Board and the Strategic Partnership Board to ensure
improvement prior to the usual increased winter demand.

Emergency incidents

Attendance at Emergency Incidents within two hours of notification has narrowly
missed the 98% target, with performance being at 97% (Amber RAG rating). The
service attended 409 callouts with 14 failing the target attendance time but with all
incidents made safe. Our contractor, Amey, continues to review processes to drive
improvements.

Routine Faults

The total number of faults reported for repairs this Quarter is 15,021 (a third more than
last year), of which 13,231 were completed on time (88%), missing target by two
percentage points. This is a marked improvement on performance for the previous
Quarter which was 78%.

Call back survey

The monthly call back survey, where we call 100 highways customers whose enquiries
have been closed in the last month, fell further this Quarter to 85% and is on a
downward trend. Feedback from customers suggests it is the time taken for repairs to
be completed and quality of repairs that is c