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2023/24 Q1 – Q2 
Operational Highlights
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Experimental 
School Streets  
introduced at 
Benton Dene 

and 
Stephenson 

Memorial 
Primary 
Schools.

Consultation 
undertaken on a 

draft 
Northumberland 

Square 
Conservation 

Area 
Management 

Strategy.

Sustainable 
travel 

improvements 
were 

completed at 
Four Lane 
Ends and 

South Parade, 
Whitley Bay.

A new 
spreadsheet 

for Councillors
showing the 

status of future 
road/footpath 
schemes and 
dropped kerb

(DDA) 
crossings.

Carbon neutral 
road resurfacing 
schemes were 
trialled at Arcot

Avenue, Whitley 
Bay, and 
Brenkley
Avenue, 

Shiremoor.

Some Operational Highlights 2023/24 Q1 & Q2
All service areas are contributing to delivery of our annual service plan:



2023/24 Q1 & Q2 
Partnership Value-add 
activities
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Continued support to the Greggs Breakfast Club with Percy
Main Primary School benefitting over 60 local students.

Sponsorship of the Achievement and Inspiration Awards at
the NT Learning Trust STAR Awards.

Case studies included in Norham’s and Percy Main’s
communications to all parents and students to raise
awareness of support available.
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Engineering Development Trust: Bronze Programme
complete with Norham High School who won an Industrial
Cadet Innovation Award with EDT.

£2000 donated to Norham High School to support bursaries
for work placements, Careers Resources for Year 7-11 and
Unifrog – a careers intervention and monitoring system.

Digital Space created for Young People at Meadow Well
Connected – including £2000 and 25 repurposed laptops.

Mouth of the Tyne tickets donated to local good causes.

World at Work Days supported with Work Placements at
Norham High School, Whitley Bay High School, George
Stephenson High School and Marden High School.

Workshop hosted at Meadow Well Connected with BITC
and community partners about how we can support young
people post-16 with employability skills. We have 10 trained
job coaches.

Partnership awarded Investors in People (IIP) Gold
standard accreditation.

.
£500 donated to Armed Forces Day to help with the cost of
an event at the Spanish City Plaza for the Armed Forces
community.

Corporate Charity Partnership of the Year for our work with
Meadow Well Connected at the North East Charity Awards.

11 new starters in Q1/Q2 – 6 from unemployed status (2
studying into work), 3 from territorial army. Successful
applicants were from North Shields, Killingworth, Marden,
Cramlington & Durham.

Community & Schedule 10 Highlights



2023/24 Q1 & Q2 
Performance Update

Confidential



Property KPI & PI Dashboard

PROP 1.5 – Note that the target of 40 is an annual one to be achieved by March 2024. Work is ongoing with Council
officers to agree a standard letting approach with National Power Grid (NPG) regarding substation renewals which will
clear a further 22 renewals.



ENG 2.4 – the start/stop time of each job entered on handheld devices by our operatives is important to this KPI and we have
experienced issues when they are being used in the field. We have worked with the hardware provider to further understand
functionality and have also provided further training for our operatives. Investigation into the root cause has concluded and a
KPI penalty is being processed.

Engineering KPI Dashboard



Engineering PI Dashboard

ENG1.4 & ENG1.5 – these are new indicators for 23/24 with the first data emerging from August per the methodology. The
August data was reported to OPB as cumulative to date whereas September was presented as an ‘in-month’ number. We are
working with Council officers to agree the most meaningful presentation of this indicator (green no matter which methodology is
selected).



Regulatory Services KPI & PI Dashboard



Property Action Plans 
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Regulatory Service Action Plan
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Engineering Action Plans

AP1 – amber as a meeting to finalise the amendments was pushed back into October (Q3) so target not achieved in Q2.
AP3 – amber as some activity took longer than envisaged (Jun – comparison to the original Coring Business Case, Sept -
collating the cost analysis).
AP4 – amber as some activity took longer than envisaged (explained and understood at Engineering Sub-Group). Action Plan 
now green. 



Cross Cutting PI Dashboard

CC1.3 – we are working with OPB to ensure that this process and its handoffs between Capita and NTC are sufficiently
clear. We have provided clarification to all staff involved on the correct process for responding to complaints, including the
more stringent 10 day deadline which applies to Capita services. The Authority’s Customer First Team also delivered a
training session on 5th January.



Cross Cutting Action Plan Dashboard

CommentsQ4Q3Q2Q1DescriptionNo. 

New Our Ambition Working Group meets monthly to oversee new business case ideas, reporting into OPB. Full 
historic listing of BC's to date has been submitted. Capita's Business Continuity Plan (BCP) submitted to the 
Council.

GGSupport to Our Ambition, 
Regen Plans & Business Cases

SAP1

Community Safety Group – continues to meet about the properties of interest register ensuring a multi-agency 
approach for crime & ASB. Equalities Group – we continue to draft and submit for approval EIA's as required. H&S –
Capita's SME meets with NTC Lead regularly to share good practice feeding into the NTC Ops H&S Group.

GGSupporting wider authority 
initiatives

SAP2

Assessment undertaken against the Council’s Customer Service Promise and detailed activities incorporated into 
plan with NTC Head of Customer Service. Includes mystery shopping exercises, continuous review and 
improvement of letters and customer feedback mechanisms working alongside the Council.

GGCustomer Service & 
Experience

SAP3

Partnership staff have set individual social value (volunteering) objectives. Filled vacancies monitored to 
understand a range of stats including employment status and whether from a service background. Regular 
meetings scheduled with NTC Procurement and lists of suppliers shared with good progress on local sourcing and 
carbon. Commissions received from the Council are developed using the NT Social Value Procurement checklist.

GGDelivering Social ValueSAP4

Engineering Development Trust Bronze Programme complete with Norham winning an Industrial Cadet Regional 
Innovation Award. £2000 donated to Norham to support bursaries for work placements and careers resources. 10 
trained BITC work coaches trained ready for any referrals. World at work days and work placements continue to be 
supported.

GGEmployability & Skills Support 
for Young People

SAP5

The Capita SME meets regularly with the Council’s Head of Environmental Sustainability on a range of activities and 
attends the NTC Climate Emergency Board and Climate Emergency Forums. 28 out of Capita's top 30 suppliers are 
within the region.

GGEnvironmental Sustainability 
& Carbon Reduction

SAP6

Amber for Q2 as any IT improvements need to be driven top down by the Council's Digital Strategy and customer 
processes to ensure there is one consistent way across all of the Council's services (how a resident accesses a 
service, reports or pays for something).  

AGDigital StrategySAP7


