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The Technical Partnership Governance and the role of OSC&FC

• Capita deliver services on behalf of the Council (Highways, Planning and Strategic Property).

• What is required of us is set out in the contract, but we act like a Council service and produce an Annual 
Service Plan (ASP) each year.

• The ASP and the KPI/PI targets within are agreed by Strategic Partnership Board (SPB) chaired by the 
Elected Major at the start of the financial year.

• Committee receives a bi-annual performance update following SPB:-
• Q1 & Q2 2022/23 was considered in January 2023. 
• Included in your circulated packs is a performance update received by SPB in August for Q3 & Q4 

which concludes 2022/23. 

• As requested by the Chair, this summary highlights some areas the Committee are particularly interested 
in:-

 How we communicate with Members
 Highways Performance
 Highways Schemes Highlights
 Our Social Value responsibilities – how we put back into in local communities
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How we communicate with Members 

• Members Update – a monthly newsletter round-up of Partnership news.

• Members Enquiries System – we act like a Council service.

• Operational information:-

• Parking Restrictions document - showing the status of waiting restrictions 
and permit parking requests. 

• Highways Schemes document - showing potential road resurfacing 
schemes, footway improvement schemes and Equality Act compliant 
crossings.

• Road Resurfacing Programme document – provides an update on the 
delivery of the annual programme.

• Guides for Elected Members – guides to topics or services delivered for the 
Council by Capita.

• Ward Member Briefings – updates from the Engineering Service at these bi-
annual briefings.

• Briefing notes – for ward members on specific issues.
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Customer Continuous Improvement 

As for any other Council service, our improvements are driven by the Customer Service 
Programme.

In 2022/23:-
 New systems to allow members to search on status of requests for permit parking, 

waiting restrictions and highways improvement schemes under consideration.
 Focus groups held to understand residents’ roads and footpath priorities.
 Assessment of the Partnership against the Authority’s Customer Promise.

Looking ahead to 2023/24:-
• Customer Service Champion Network within the Partnership.
• Capita representatives at the Authority’s Customer Service Programme Board, 

Customer Promise and Better Never Stops, Customer First and Brilliant Basics 
Workstreams.

• Mystery shopping exercises.
• Standardised letters, scripts for answering the phone.
• New satisfaction survey for road resurfacing
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Performance Indicators for keeping people informed (22/23 outturn)

CC1.3 
• Red from September to November 2022. 
• We act as a Council service and use the Council’s Lagan system to measure and track corporate complaints.
• The deadline on the Council’s Lagan system is 15 days but Capita are held to a more stringent 10 days by the PI. 
• Built into our systems from December to ensure the rule is always planned for. 

PI ref Defintion
October November December January February March

Figures % Figures % Figures % Figures % Figures % Figures %

CC 1.1 Time taken to respond to Member 
Enquiries

148 98.67% 193 99.48% 160 98.77% 100 96.15% 196 98.99% 280 100.00%

150 G 194 G 162 G 104 G 198 G 280 G

CC 1.2 Time taken to respond to FOI requests 
14 93.33% 14 100.00% 11 91.67% 29 96.67% 18 100.00% 14 100.00%

15 G 14 G 12 G 30 G 18 G 14 G

CC 1.3 Time taken to respond to Stage 1 
Corporate Complaints 

4 66.67% 5 71.43% 2 100.00% 2 100.00% 1 100.00% 2 100.00%

6 R 7 R 2 G 2 G 1 G 2 G

CC 1.4 Land Charges – Time taken to respond to 
requests for information

67 100.00% 54 100.00% 48 100.00% 50 100.00% 36 100.00% 56 100.00%

67 G 54 G 48 G 50 G 36 G 56 G
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Central
North Shields 
Public Realm 

Highly 
Commended in 

ICE Robert 
Stephenson 

Awards.

Highways Schemes Highlights 2022/23

North West 
New traffic 
signals and 

crossing points 
at the 

A188/A189 
West Moor 
roundabout.

South West & 
North West 

Traffic signals 
along bus 

corridors in 
Wallsend and 
Longbenton
upgraded to 
improve bus 

reliability.

Coast  
Maintenance 

works to  
Seabanks
Seawall at 

King Edward’s 
Bay, 

Tynemouth.

Central       
A187 Howdon
Road/Prudhoe 

Street 
roundabout in 
North Shields 
redesigned.



Engineering KPI Dashboard March 2022/23 outturn performance
Category 2 KPI's

KPI ref Defintion
October November December January February March

Figures % Figures % Figures % Figures % Figures % Figures %

ENG 2.1
Roads and Pavements – Percentage 

of routine street care safety 
inspections carried out on time

649 100.00% 572 100.00% 476 100.00% 772 100.00% 699 99.86% 741 99.46%

649 G 572 G 476 G 772 G 700 G 745 G

ENG 2.2
Roads and Pavements – Percentage 
of CAT 1 highway defects that were 

compliant within 24 hours

8 100.00% 8 100.00% 10 100.00% 14 100.00% 10 100.00% 15 100.00%

8 G 8 G 10 G 14 G 10 G 15 G

ENG 2.3
Roads & Pavements – Percentage 
of Cat 2 Highways defects made 

compliant within 10 working days

217 100.00% 198 100.00% 175 100.00% 187 98.94% 257 99.61% 349 99.43%

217 G 198 G 175 G 189 G 258 G 351 G

ENG 2.4 Parking - No. of PCNs correctly 
issued

25,822 99.95% 25,994 99.94% 25,734 99.94% 25,463 99.94% 25,128 99.94% 25,332 99.93%

25,835 G 26,010 G 25,750 G 25,478 G 25,144 G 25,349 G

ENG 2.5 Roads and Pavements – Quality of 
maintenance repairs

39 100.00% 33 97.06% 18 94.74% 28 100.00% 36 100.00% 64 96.97%

39 G 34 G 19 G 28 G 36 G 66 G

In your pack are similar dashboards for Property and Planning plus Action Plans for all service areas which is 
how we implement and monitor agreed continuous improvements.

ENG2.5 – Committee will recall from the last meeting that ENG 2.5 reported red in Apr/May/Jun 2022 which
resulted in penalties for Capita. As a result, we made the quality checklist clearer, provided refresher training
for our operatives and introduced a Clerk of Works to inspect the quality of jobs completed.



Engineering PI Dashboard March 2022/23 outturn performance

ENG 1.2 
Red in Oct and amber in Dec/Jan. We have introduced a number of improvement measures:-
 Mobile devices rolled out from January to start/stop the clock more efficiently in the Council’s Symology system out in the 

field.
 Invested in a Clerk of Works to check jobs unannounced.
 Undertook additional training with our teams and increased the number of toolbox talks. Over 9,880 of formal training were 

undertaken by Partnership staff in 2022/23.
 This has been challenged robustly through partnership governance and has been promoted to a KPI from April 2023 and 

subject to penalties.

Note: Capita deliver services on behalf of the Council. Fixed penalty notices (FPNs) are issued for non-compliance of the 
permits so performance can be measured transparently. However, no charge is made as the Council would be charging itself 
through the managed budget for its own works.

Category 1 PI's

KPI ref Defintion
October November December January February March

Figures % Figures % Figures % Figures % Figures % Figures %

ENG 1.1 Roads and Pavements – Time taken 
to respond to permit request

1072 100.00% 1100 100.00% 907 100.00% 1120 100.00% 1015 100.00% 1122 100.00%

1072 G 1100 G 907 G 1120 G 1015 G 1122 G

ENG 1.2
Roads and Pavements – Permit 
scheme compliance of Capita 

workforce.

187 85.78% 159 95.21% 161 90.96% 225 88.24% 297 96.12% 315 96.92%

218 R 167 G 177 A 255 A 309 G 325 G

ENG 1.3
Roads and Pavements – Percentage 
of pothole and footpath enquiries 
inspected within 3 working days

80 98.77% 82 95.35% 59 100.00% 115 98.29% 107 100.00% 159 95.78%

81 G 86 G 59 G 117 G 107 G 166 G



Engineering Development Trust (EDT) - Gold Project
with George Stephenson High School & Bronze Project
with Norham High School successfully completed.

125 hours donated to employability programmes

1 Girls Network mentor and 5 Boys Network mentors

26 STEM Ambassadors (79.5 hours spent supporting in
schools)
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4 Work Placements from local schools

1 SEND Placement via the Council

1 year out and 1 summer placement from Newcastle
University

We sit on the Meadow Well Connected, Forward Assist, 
North Tyneside Learning Trust and Business in the 
Community (BITC) Boards.

Over £20,000 spent on community sponsorships &
donations

Over £10,000 spent in supporting local SME’s

Over 900 hours of volunteering in the community with
over 250 hours supporting Meadow Well Connected and
Forward Assist

75 hours spent on reservist training

Support to Percy Main Primary School with the Greggs
Breakfast Club

Meadow Well Connected – over £2,000 to the Christmas
Campaign, cooking Christmas lunches at the Centre,
refurbished laptops for young people and upcycled good
quality office furniture.

Social Value – help to local communities in 2022/23



Forward Look

• Committee will receive the next bi-annual report reflecting performance for quarters 1 and 2 of
2023/24 during the early part of 2024, following oversight from the SPB.

• Prior to that, members of the Committee will be offered the opportunity to attend a briefing
session providing an overview of the Technical Services Partnership and its governance.
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