Appendix 3


Proposed indicators under each of the four perspectives for the Corporate Balanced Scorecard

	LEARNING AND GROWTH PERSPECTIVE
	
	
	
	
	
	

	Indicator number
	Outcome KPI 
	Definition
	Reporting frequency
	Indicator number
	Activity KPI
	Definition
	Reporting frequency
	Directorate/ corporate

	Broad Objective
 
	Create effective leadership at all levels

	CLGO1
	Number of staff covered by IIP
	Number of staff covered by the Investors in People standard
	Annually
	CLGA1
	% of Members and staff with PDPs
	Members and staff who have personnel development plans which meet the corporate standard
	Quarterly
	Directorate

	CLGO2
	Number of vacancies filled by internal candidates
	Monitoring of development of staff by promoting / movement of staff within the council
	Quarterly
	CLGA2
	Number of Members and staff undertaking training
	Training to be defined as specific workshops / formal courses and appropriate conferences. 
	Quarterly
	Directorate

	Broad Objective
 
	People skilled to meet customer needs

	CLGO3
	% of staff meeting competencies
	Competencies to be defined for each job as part of the appraisal system. Define the level of competency against identified areas that staff need to achieve to meet the requirements of the PI.
	Annually
	CLGA3
	Number of training /development opportunities
	To include formal courses. workshops, conferences, mentoring, acting up opportunities and other defined forms of training /development
	Quarterly
	Directorate

	Broad Objective
 
	A continuously learning and growing organisation

	CLGO4
	Rate of improvement faster than the national average
	Improvement in KPIs compared to national average improvement in the same KPIs.
	Annually
	CLGA4a
	% KPIs improving
	Defined basket of key PIs showing improvement
	Quarterly
	Corporate / Directorate

	 
	 
	 
	 
	CLGA4b
	% KPIs deteriorating
	Defined basket of key PIs showing decline in performance
	Quarterly
	Corporate / Directorate


	Indicator number
	Outcome KPI 
	Definition
	Reporting frequency
	Indicator number
	Activity KPI
	Definition
	Reporting frequency
	Directorate/ corporate

	CLGO5
	Number of external awards / plaudits
	Appropriate awards and plaudits to be listed - e.g. Beacon, LGC, MJ
	Annually
	CLGA5
	Number of applications made for external awards
	To be compared against number awarded.
	Annually
	Corporate / Directorate

	Broad Objective
 
	Right people, right place. Right time

	CLGO6
	% Staff turnover
	Details of staff entering / leaving council employ.
	Quarterly
	CLGA6
	Number of reward and recognition schemes in place
	Defined as Reward (pay and conditions) and Recognition (Appreciation for performance). Baseline to be current schemes in place as defined under the review being undertaken as part of the HR Strategy.
	Quarterly
	Directorate

	CLGO7
	Average number of days sick / absent
	As already collected - BVPI 12
	Quarterly
	CLGA7
	% back to work interviews held that were supposed to be held
	Monitoring that procedure is followed.
	Quarterly
	Directorate

	
	
	
	
	
	
	
	
	

	KEY:
	CLGO=Corporate Learning and Growth Outcome
	
	
	CLGA= Corporate Learning and Growth Activity
	
	


Changes from list submitted 28 October; Addition of CLGA4b

	FINANCIAL PERSPECTIVE
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	Indicator number
	Outcome KPI 
	Definition
	Reporting frequency
	Indicator number
	Activity KPI
	Definition
	Reporting frequency
	Directorate/ corporate

	Broad Objective
	Directing resources to priorities

	CFO1
	Amount of budget reallocated to new corporate priorities
	Proportion of budget allocated to reflect the current corporate priorities rather than previous priority areas.
	Annual
	 
	 
	 
	 
	Corporate /Directorate

	Broad Objective
	Maximising efficiencies

	CFO9
	Proportion of total budget showing improvement in VFM 
	 Measuring effectiveness of VFM assessments / initiatives
	 Annual
	 
	 
	 
	 
	 Corporate

	CFO3
	Mid year and backward looking efficiency statements
	Efficiency statements as required under Gershon and already provided.
	June, Nov
	 
	 
	 
	 
	 Corporate / 

Directorate

	Broad Objective
	Devolved budget management to appropriate levels

	CFO4
	% of budget devolved to neighbourhood committees
	Information already available.
	Annual
	CFA4
	Spend against devolved budgets
	Level of spend by neighbourhood committees
	 
	Directorate

	CFO5
	% of budget devolved to a lower level of management
	Appropriate levels to be determined at Directorate level
	Annual
	CFA5
	Number of business managers trained
	Managers trained in business management
	Quarterly
	Directorate

	CFO7
	% of budget devolved to partnerships
	Partnerships as defined for inclusion on the corporate database.
	Annual
	CFA7
	Value of total partnership expenditure where Council funding has contributed
	 Assessment of the size (in monetary value) of partnership funding to which the council contributes. The proportion of funding provided by the council relative to the total for the partnership may also be of relevance
	Quarterly
	Corporate


	Indicator number
	Outcome KPI 
	Definition
	Reporting frequency
	Indicator number
	Activity KPI
	Definition
	Reporting frequency
	Directorate/ corporate

	Broad Objective
	Increased income generation

	CFO8
	New and additional income generated
	Income generated from new sources. Additional income generated from existing sources.
	Quarterly
	CFA8
	Improvement in collection of key areas of revenue a) Council Tax, b) NNDR, c) Sundry Debtors, d) Council House Rents
	Measurement of collection rates for these areas of revenue. Use results from BVPIs 9 and 10 for items a and b
	Quarterly
	Corporate /Directorate

	
	
	
	
	
	
	
	
	

	KEY:
	CFO = Corporate Financial Outcome
	
	
	CFA = Corporate Financial Activity
	


Changes from list submitted 28 October: Change of wording CF01, CFA1 % of activities in PMF achieved as programmed. Removal of CFO2 Outturn vs Budget to be replaced by CFO9; CFO3 Changed and CFA3 deleted.CFO5 Changed from devolved to business units to lower level of management. CFA6 Change of definition.CFO7 Slight change of definition. CFA7a-d Revised wording.

	INTERNAL PROCESS PERSPECTIVE
	
	
	
	
	
	

	Indicator number
	Outcome KPI 
	Definition
	Reporting frequency
	Indicator number
	Activity KPI
	Definition
	Reporting frequency
	Directorate/ corporate

	Broad Objective
 
	Effective and comprehensive customer research

	CIPO1
	% of people who said their needs were met
	Using customer satisfaction survey results from new or existing surveys
	Annually
	CIPA1
	Number of customer profiles
	Profiles of customer groupings in the City by age, ethnicity, location etc that are available to all directorates 
	Quarterly
	Directorate 

	 
	 
	 
	 
	 
	Number of geographic profiles
	Profiles of residents, businesses, transport systems, road networks etc within different parts of the City.
	Quarterly
	Directorate 

	Broad Objective
 
	Commission /procure appropriate services

	CIPO2
	Customer satisfaction with service quality, timeliness and choice
	Using customer satisfaction survey results from new or existing surveys
	Quarterly
	CIPA2
	Number of services changing in response to analysis of customer complaint
	Services changed following customer complaint or comment. Audit trail would be required from receipt of complaint / comment to analysis to identified change in service
	Quarterly
	Directorate 

	Broad Objective
	Effective external /internal communication / product information

	CIPO4
	Level of external investment
	Economic Development are looking to collect this information in terms of the value of inward investment in Salford
	Quarterly
	CIPA4
	Number of existing companies moving operations to Salford
	The number of businesses attracted into Salford. Economic Development already collect information on inward investments in terms of the number of companies investing in Salford
	Quarterly
	Corporate


	Indicator number
	Outcome KPI 
	Definition
	Reporting frequency
	Indicator number
	Activity KPI
	Definition
	Reporting frequency
	Directorate/ corporate

	CIPO5
	External reputation
	Measuring the success of specific initiatives in raising Salford's profile with businesses and partners. For example by surveying these groups re their awareness of a campaign.
	Annually
	CIPA5
	Progress against communication plan
	Milestones and targets met as defined with in the corporate communication plan.
	Quarterly
	Corporate

	Broad Objective
 
	Accessible services

	CIPO6
	Diversity targets met eg level 3 Equality Standard
	Use BV2a. Level of the Equality Standard reached.
	Annually
	CIPA6
	Number of services conducting ethnic monitoring
	Number of services conducting ethnic monitoring to a standard acceptable for the Equality Standard.
	Quarterly
	Directorate

	 
	 
	 
	 
	CIPA7
	Number of services delivered through one-stop arrangements
	Definition of what constitutes a service and a definition of which forms of one-stop will be recognised for the purposes of the indicator
	Quarterly
	Directorate

	 
	 
	 
	 
	CIPA8
	Number of combined assessments
	Number of assessments covering more than one service area, e.g. services from two different directorates or from the authority and an outside organisation
	Quarterly
	Directorate

	Broad Objective
 
	Effective performance management

	CIPO10a
	% KPIs in top quartile
	Basket of PIs used in the CPA assessment
	Annually
	 
	 
	 
	 
	Directorate / Corporate

	CIPO10b
	% KPIs in bottom quartile
	Basket of PIs used in the CPA assessment
	Annually
	 
	 
	 
	 
	 

	KEY:
	 CIPO = Corporate Internal Process Outcome
	
	
	CIPA = Corporate Internal Process Activity
	
	


Changes from list submitted 28 October:  CIPO1 replaced by CIPO11, previous version covered customer/geographic profiles. CIPA1 replaced by CIPA11a and b previously covered customer segments now covers customer and geographic profiles as separate indicators. CIPO3 and CIPA3 both removed, concerned with VFM assessments and a replacement indicator added to the Financial Perspective CFO9. CIPO7 removed, covered number of enquiries dealt with at first point of contact.. CIPO9 CPA rating and CIPA9 Results of inspections held outside CPA, both removed as CPA is covered under customer

	CUSTOMER PERSPECTIVE
	
	
	
	
	
	
	

	Indicator number
	Outcome KPI 
	Definition
	Reporting frequency
	Indicator number
	Activity KPI
	Definition
	Reporting frequency
	Directorate/ corporate

	Broad Objective
	Raise the expectations and aspirations of people who live and work in Salford

	CCO1
	% of residents who feel that their quality of life has improved
	Survey of residents 
	Annually
	CCA1-12
	See list below
	Basket of indicators incorporating those indicators shown overleaf
	Annually
	Directorate/ Corporate

	CCO2
	% of residents who feel that their expectations of the services received from the Council have been exceeded
	Using results from survey/s of residents
	Annually
	CCA13
	% of corporate communications strategy and city marketing strategy on programme 
	Achievement against the two strategies.
	Quarterly
	Corporate

	CCO3
	% of residents who think that their expectations of the council have increased in past 12 months
	Using results from a survey of residents
	Annually
	CCA14
	As above
	 
	As above
	As above

	Broad Objective
	Ensure quality services

	CCO4
	% of customers satisfied
	Using results from a survey of residents
	Annually
	CCA15
	% of service standards met
	Achievement against defined service standards
	Quarterly
	Directorate

	CCO5
	CPA rating improved
	CPA star rating. Improved assessment scores.
	Assess annually
	CCA16
	% of corporate improvement plan achieved 
	Achievement against the corporate improvement plan arising from the CPA assessment
	Quarterly
	Corporate


	Indicator number
	Outcome KPI 
	Definition
	Reporting frequency
	Indicator number
	Activity KPI
	Definition
	Reporting frequency
	Directorate/ corporate

	Broad Objective
 
	Increase the role of communities and users in service design and management

	CCO6
	% of customer satisfied with improved services
	Measurement of customer satisfaction with services which have been altered in response to comments / involvement of users and communities in the design /management of the service
	Annually
	CCA17
	Number of volunteers involved in service design (e.g. school governors)
	Measurement of the number of people involved in service design /management from a volunteer basis.
	Quarterly
	Directorate

	CCO7
	% Electoral turnout
	Already reported in appropriate years
	Annually
	CCA18
	% of electoral action plan on programme
	Achievement against electoral action plan
	Quarterly
	Corporate

	Broad Objective
	Provide greater choice for all

	 
	Customer satisfaction with choice as measured under CIPO2
	 
	 
	 
	 
	 
	 
	 

	KEY:
	CCO= Corporate Customer Outcome
	
	CCA= Corporate Customer Activity
	


Changes from list submitted 28 October::CCA19 covered number of customer comments received and this has been deleted. CIPO2 will cover customer satisfaction with choice.

	QUALITY OF LIFE  INDICATORS
	

	The percentage of residents who think that people being attacked because of their skin colour, ethnic origin or religion is a very big or fairly big problem in their local area.
	Cohesion

	The percentage of residents surveyed who said they feel 'fairly safe' or 'very safe' outside a) during the day b) after dark
	Community safety

	The percentage of residents who think that the top 5 anti-social issues of concern, in Salford,

(currently these are a) vandalism, graffiti and other deliberate damage to property or vehicles; b) using or dealing drugs; and c) teenagers hanging around the street; d) rubbish and litter lying around; and e) people being rowdy or drunk in public places)

are a very big or fairly big problem in their local area.
	Community safety

	The percentage of residents who think that for their local area, over the past three years the following have got better or stayed the same a) activities for teenagers; b) cultural facilities (For example, cinemas, museums); c) facilities for young children; d) sport and leisure facilities; and e) parks and open spaces.
	Culture/Leisure

	The percentage of the population of working age that is claiming key benefits.
	Economic

	The proportion of young people (16-24 year olds) in full time education or employment.
	Education/Learning

	The proportion of developed land that is derelict.
	Environment

	Age standardised mortality rates for a) all cancers; b) circulatory diseases; and c) respiratory diseases.
	Health

	Infant mortality.
	Health

	Teenage pregnancy, conceptions under 18 years, per 1000 females aged 15-17.
	Health

	The percentage of all housing that is unfit.
	Housing

	The percentage of residents who think that for their local area over the past three years, that a) public transport has got better or stayed the same; b) the level of traffic congestion has got better or stayed the same.
	Transport
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