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Overall Performance 

The Council operates a Performance Management Framework (PMF) which is used to monitor the 
performance of its services. The Performance Management Framework has been developed to include 
monitoring of Performance Indictors and Critical Success Factors. 

Performance against PIs 

There are 50 service performance indicators collected on a quarterly basis that are used to monitor our 
success in delivering the Better Places and Brighter Futures Corporate Plan aims.  

Overall there are 34.0% (17) of service 
performance indicators that were performing 
very well at the end of quarter 3.  This is an 
improvement on the last quarter where there 
were 30.8%%.   

Only 2.0% (1) are at warning which is an 
improvement of the last quarter when there 
were 3.8% of indicators at warning. 

There has been an increase in the number of 
performance indicators not performing very 
well with 8.0% (4). This is significantly more 
than last quarter where there were only 3.8% 
not performing very well. 

Full details of these service performance 
indicators at the end of quarter 3 2021/22 by the better places and brighter futures corporate plan aim are 
summarised below.  

 

Critical Success Factors Progress 

There are 60 Critical Success Factors / projects used to monitor our success in delivering the council’s 
Corporate Plan. 

At the end of quarter 3 of 2021/22 60.0% 
(36) of Critical Success Factors had been 
completed compared to 46.6% at the end of 
quarter 2.   

There has been a very slight decrease in the 
number that are at risk with 13.3% (8) being 
delayed and 5.0% (3) that will not be 
completed or have been cancelled.   

Full details of all these critical success 
factors at the end of quarter 3 2021/22 are 
summarised below by the better places and 
bright futures corporate plan aim. 
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 Where PI data is for the period quarter 3 beginning October to the end of December, all other PI data is cumulative from beginning 

of April to end of December. 

Better Places Performance 

There are a total of 26 service performance 
indicators collected quarterly that are used 
to monitor our success in delivering the 
Better Places Corporate Aim.   

Below summarises our success against this 
corporate aim, where we are performing well 
and where issues have been identified 
during quarter 3 of 2021/22. 

 
 
 

 
 Best Performing PIs  

An assessment of Better Places performance indicators identifies 6 (23.1% of all Better Places PIs) service 
performance indicators that were performing very well at the end of quarter 3 of 2021/22, a reduction on 
the previous quarter.  These performance indicators are: 

 There continues to be an increase in the number of estimated visits to Scarborough town centre, at 
the end of quarter 3 in 2019/20 there were 4,059,124 estimated visits, in 2020/21 for the same 
period there were only 1,785,120 estimated visits compared to 6,486,188 at the end of quarter 3 for 
2021/22. 

 Recycling rate continues to increase and above target. 

Worst Performing PIs  

An assessment of Better Places performance indicators identifies 4 (15.4% of all Better Places PIs) service 
performance indicator as worst performing at the end of quarter 3 of 2021/22, an increase on the previous 
quarter.  These performance indicators are: 

 

PI Code Performance Indicator Title 
Target Value Status Short Term 

Trend 
Long Term 

Trend 

OTC1 Residual household waste per household 123.00* 88.84* 
   

OTC2 Household waste recycled and composted 35.0% 40.0% 
   

PAS3a Percent of capital planned works over £7,500 
signed off 

90.0% 100.0% 
   

PAS3c Percent of planned jobs over £7,500 
completed within +/-10% of budget   

70.0% 100.0% 
   

PL4 Percent of decisions contrary to 
recommendation at Committee 

  .0% 
   

R1 Estimated visits (measured by pedestrian 
footfall) to Scarborough town centre 

  6486188 
   

PI Code Performance Indicator Title 
Target Value Status Short Term 

Trend 
Long Term 

Trend 

HA5 Total number of visiting vessels 850* 704* 
   

OTC8 Percent of recycling waste contamination rate 6.0% 10.6% 
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 Recycling contamination rate continues to be worse than target.  A campaign is being developed, 

focussing on the biggest contaminants and the reasons why these are put into the blue bin. The 
campaign will undertake market research with residents through various channels, to understand 
the issues and challenges that they face. A marketing campaign will then be created that focusses 
on education surrounding these issues, increasing targeted communications, investigating the use 
of advertising and working with social media influencers. The primary outcome of this is to deliver a 
reduction in contamination experienced by Shotton Mill, our recyclable material processing partner. 
They report to us monthly with contamination levels, so this would be an un-biased measure of 
achievement for this project. 

 Due to workload pressures and resource issues a decision was taken to priorities statutory 
enforcement cases over non-essential enforcement cases.  To help address the back log a 
temporary enforcement specialist is being taken on. 

 Interrogation of the raw data shows that the local planning authority has lost 1 appeal this year, 
from three appeals in total. Given the low absolute data involved this does not indicate an issue 
requiring intervention.

PIs at Warning  

An assessment of Better Places performance indicators identifies 1 (3.8% of all Better Places PIs) service 
performance indicator identified as being at warning at the end of quarter 3 of 2021/22, this continues to be 
the same performance indicator as in quarter 2.  This performance indicator is: 

 

PI Code Performance Indicator Title 
Target Value Status Short Term 

Trend 
Long Term 

Trend 

PL1c Processing of planning applications - other 80.0% 73.0% 
   

 The Planning Service is experiencing an unprecedented increase in workload across all work types 
(as is being experienced by Council's nationwide), evidenced by the exceedance of the full 
financial year income target in early October. This surge in work is impacting upon the speed of 
decision making. Recognition of this issue has led to permission to look to expand service 
capacity, 3 temporary officers are being taken to help deal with the workload. 

The remaining 15 (57.7.5% of all Better Places PIs) service performance indicators are performing at an 
acceptable level. 

 

Critical Success Factors Progress 

There are a total of 39 critical success factors 
used to monitor our success in delivering 
against the Better Places Corporate Aim.   

Below summarises our success against this 
corporate aim and critical success factors 
that have been completed as at the end of 
quarter 3 2021/22. 

 

 

PI Code Performance Indicator Title 
Target Value Status Short Term 

Trend 
Long Term 

Trend 

PL8 Make a decision on whether to progress a 
enforcement case within a 20 day deadline 

76.6% .0% 
   

PL9 Percent of planning appeals against refusals of 
planning applications 

  50.0% 
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Completed Critical Success Factors  

A total of 25 (64.4% of all Better Places CSFs) critical success factors that have been completed as at the 
end of quarter 3 of 2021/22, an increase on the previous quarter.  These critical success factors are: 

 
Code Critical Success Factor Title Completed Date 

CEF-OE01 Farrer's bar to be open and operational 05-Aug-2021 

CSF-H01 
Consultation with users and Executive to ensure harbour areas are welcoming, clean, safe and 
fit for purpose. 

31-Mar-2021 

CSF-H02 Planned maintenance schedule and regime of infrastructures established at both ports 15-Jul-2021 

CSF-H03 
Events which were unable to take place during the 2020 CV19 pandemic have been 
rescheduled for 2021. 

15-Jul-2021 

CSF-OE02 Open the Whitby cinema 29-May-2021 

CSF-OE03 Expand seating into car park 19-Jul-2021 

CSF-OE04 Ensure all our venues are Covid safe 13-Oct-2021 

CSF-OE07 
A programme of events and activities are planned for Scarborough Spa and Whitby Pavilion.  
Events also take place at Filey Evron Centre. 

13-Oct-2021 

CSF-OE08 
We have reengaged with Live Nation to bring back live entertainment at Scarborough Open Air 
Theatre for summer 2021. 

13-Oct-2021 

CSF-OTC02 
Continually monitoring visitor levels and street cleansing demand and responding using 
employed and agency resources. 

01-Feb-2022 

CSF-OTC04 Implement a comprehensive street washing programme for gull excrement, general grime. 16-Sep-2021 

CSF-OTC05 Retain green flag status for our key landmark parks. 01-Oct-2021 

CSF-OTC06 
Support local action days in partnership with other agencies and residents ie Dell Clean Up, 
Green Lane Litter Pick 

01-Oct-2021 

CSF-OTC07 Increase environmental awareness amongst visitors to South Bay for the 2021 season. 01-Oct-2021 

CSF-OTC10 
Build on successful partnership with Sea Life Centre and Yorkshire Water.  Bathing water 
partnership 

01-Feb-2022 

CSF-P07 Complete Clock Café retaining wall construction 23-Apr-2021 

CSF-P10 Commence Filey Sea Wall Project 20-Oct-2021 

CSF-P11 Appoint consultant for Staithes Harbour Modelling 20-Oct-2021 

CSF-P13 Complete Filey Flood Alleviation Works 31-Aug-2021 

CSF-P14 Commence WC refurbishment programme 05-Jul-2021 

CSF-P15 Complete Foreshore Road WC refurbishment 22-Feb-2022 

CSF-PS02 
A new Supplementary Planning Document (SPD) is in production and will also be factored into 
the Local Plan review. 

29-Oct-2021 

CSF-R08 
Recruitment of Carbon Reduction officer in Partnership with NYMNPA currently updating 
Carbon Audit and produce Carbon Reduction Plan for the Council 

20-Jul-2021 

CSF-R10 Development of Scarborough and Whitby Regeneration Masterplans 20-Jul-2021 

CSF-T06 Development of Culture Strategy 14-Jan-2022 
 

  Events that were not able to take place in 2020 have been rescheduled or are taking place in an 

alternative form such as Fish and Ships Festival, working with Made in Yorkshire to ensure events 

are Covid compliant. 

 The first show at the Open Air Theatre took place on the 28th July. 

 Green flag status was retained for all the Council’s flagship parks and in addition we have secured 

community green flag award for West Square in partnership with the residents group. 

 The Carbon Reduction Plan / Climate Change Strategy has been produced and approved at 

Cabinet on the 20th July. 
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 Both Scarborough and Whitby Blueprints have been completed and approved and will be the 

Masterplan for regeneration activity in the Borough over the next 15 years.  

Delayed Critical Success Factors  

A total of 5 (12.8% of all Better Places CSFs) critical success factors have been delayed at the end of 
quarter 3 of 2021/22, this is an increase on the previous quarter. These critical success factors are: 

 
Code Critical Success Factor Title Expected Outcome % Progress 

CP-1018a 
Public Conveniences Redevelopment (10 no.) 
(MP) 

 
Will be completed late 

 

CP-1131 Town Hall Windows replacement  
Delayed by external factors and 
will be late  

CSF-P04 Complete repair to Whitby Fish Pier  
Delayed by external factors and 
will be late  

CSF-P05 Complete Whitby Cinder Track works  
Delayed and will be late 

 

CSF-R12 
Development of a tech recycling scheme in 
partnership with NYCC and community groups. 

 
Will be completed late 

 

 
  The repair to Whitby Fish Pier has not started due to ongoing legal discussions 

 Foreshore Road toilets refurbishments have been delayed and are now due at the end of October. 

 Development of a tech recycling scheme - The IT recycle process is now confirmed and stock 

identified, delays in taking funding report to EMT due to capacity and workload. 

 Sandsend South public conveniences is due for completion on site Monday 21 February 2022 

 Tenders have been obtained within budget for the Whitby cinder track works and work is to start in 

site imminently. 

 St Nicholas wing of the Town Hall window replacement is now fully complete.  The York House 

element of the implementation will commence on site 21 March 2022.   

Not Completed / Cancelled Critical Success Factors  

A total of 1 (2.6% of all Better Places CSFs) critical success factors have been cancelled at the end of 
quarter 3 of 2021/22, this critical success factor is: 

 
Code Critical Success Factor Title Expected Outcome % Progress 

CSF-RG05 Relaunch EcoChamps Scheme 
 

Will not be completed 
 

 

 A decision has been taken not to relaunch EcoChamps scheme due to Local Government 
Reorganisation and covid restrictions. 

The remaining critical success factors for the Better Places corporate aim are progressing and will be 
completed on time.  
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Brighter Futures Performance 
 

There are a total of 23 service performance 
indicators collected quarterly that are used 
to monitor our success against the Brighter 
Futures Corporate Aim.   

 

Below summarises our success in 
delivering against this corporate aim, where 
we are performing well and where issues 
have been identified during quarter 3 of 
2021/22. 

 
 
 

 
 
Best Performing PIs 

An assessment of Brighter Futures performance indicators identifies 11 (45.8% of all Brighter Futures PIs) 
service performance indicators that were performing very well at the end of quarter 3 of 2021/22, an 
increase on the previous quarter. These performance indicators are: 

 
  
Worst Performing PIs  

There are no service performance indicators for the Brighter Futures Corporate Aim that are identified as 
being worst performing at the end of quarter 3 of 2021/22. 

PI Code Performance Indicator Title 
Target Value Status Short Term 

Trend 
Long Term 

Trend 

EV6 Estates Service - Salary costs as a percent of 
rent roll 

5.0% 3.9% 
   

ICT11 Percentage of normal office hours corporate 
WiFi access is available 

99.00% 100.00% 
   

OE10a Percent of Filey Brigg Caravan Park pitches that 
are occupied 

70.0% 72.0% 
   

OE10c Total number of Filey Brigg bookings 6000 7110 
   

OE1a Percent of all parking enforcement cases that 
have been closed 

90.0% 100.0% 
   

OE1b The average number of days taken to close 
parking enforcement enquiries 

5.00 2.17 
   

OE2 Total number of visits to Scarborough Borough 
off street car parks 

13500 17595 
   

OE9a Total number of outdoor leisure attractions 
visits/journeys 

58000 75100 
   

T2a Average call time within the Tourism Bureau 0h 10m 00s 0h 03m 58s 
   

T2b Abandoned call rate within the Tourism Bureau 5.0% .2% 
   

T2c Total number of Tourism Bureau calls received   6162 
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PIs at Warning  

There are no service performance indicators for the Brighter Futures Corporate Aim that are identified as 
being at warning at the end of quarter 3 of 2021/22. 

The remaining 13 (54.2% of all Better Homes PIs) service performance indicators are performing at an 
acceptable level. 

 
Critical Success Factors Progress 

There are a total of 21 critical success 
factors used to monitor our success against 
the Brighter Futures Corporate Aim.   

Below summarises our success against this 
corporate aim and critical success factors 
that have been completed as at the end of 
quarter 3 2021/22. 

 
 

 

 

 

 

 

Completed Critical Success Factors  

A total of 11 (52.4% of all Brighter Futures CSFs) critical success factors have been completed at the end 
of quarter 3 of 2021/22, and increase on the previous quarter.  These critical success factors are: 

 
Code Critical Success Factor Title Completed Date 

CSF-HRP01 Develop apprenticeship opportunities within the Council in line with the public sector target 01-Oct-2021 

CSF-HRP02 Ensuring that the UK Living Wage is applied in April of each year 15-Apr-2021 

CSF-ICT04 Challenge service delivery, encouraging the organisation to adopt a 'Digital First' approach 24-Jan-2022 

CSF-ICT06 Use digital channels to effectively promote participation in sports across the borough 24-Jan-2022 

CSF-OE06 
Other events being delivered include the Goldwings Festival, Filey Kite Festival, Christmas 
events. 

17-Jan-2022 

CSF-P03 Complete Whitby Business Park construction 10-Jan-2022 

CSF-P16 Complete Towns Fund Fastrack Projects 31-Mar-2021 

CSF-R03 Established Eastfield Employment Hub 01-Nov-2021 

CSF-T01 Ensure Visitor Economy Strategy and action plans approved by Cabinet 22-Oct-2021 

CSF-T02 Development of visioning and branding for Scarborough 14-Jan-2022 

CSF-T03 
Undertake feasibility of Scarborough Fayre project year round programme of festivals and 
events under one brand 

22-Oct-2021 

 
  6 Apprenticeship roles have been introduced by the Council during September 2021.  These, in 

addition to existing staff undertaking Apprenticeship training, will contribute towards the Council's 

public sector target. 

 The Eastfield Hub is fully established, drop-in operating 5 days a week, various activities are taking 

place across Eastfield. 

 The Covid pandemic forced an immediate shift to home working. This prompted Services to 

prioritise digitising information (e.g. Planning). Services now prioritise a 'Digital First' approach as 

they have had first-hand experience of the impracticalities and risks of paper reliance. 

 The development and launch of 'the Active Yorkshire Coast' website is used to effectively promote 

participation in sports across the borough 
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Delayed Critical Success Factors  

A total of 3 (14.3% of all Brighter Futures CSFs) critical success factors are delayed and will be completed 
late at the end of quarter 3 of 2021/22, this is an improvement of last quarter.  These critical success 
factors are: 

 
Code Critical Success Factor Title Expected Outcome % Progress 

CSF-HRP03 
Ensure all staff involved in the recruitment 
process are skilled and trained to ensure fair 
recruitment practices are applied 

 Delayed by external factors and 
will be late  

CSF-ICT05 
Introduction of public wi-fi to Scarborough, 
Whitby and Filey, covering retail, tourism and 
event spaces 

 Delayed by external factors and 
will be late  

CSF-T05 Restructure of Tourism and Culture  Delayed by external factors and 
will be late  

 

 Hoping to launch the learning pool in January 2022 and will look at recruitment training as an early 
module to develop once the system is up and running 

 NYCC/NYnet have successfully implemented public wi-fi to Scarborough and Whitby, but Filey is 
out of their scope and will not be included in the work. We are trying to re-engage the project, to 
extend Scarborough's public wi-fi coverage around the Castle Headland to provide coverage to 
North Bay and the OAT/Peasholm Park area (to support events including the Armed Forces Day 
National Event and regular OAT shows) but there is no NYCC commitment to deliver this yet. 

 Delayed due to Local Government Reorganisation.  Looking at admin support.  Cultural 
Development Officer approved to be appointed in March.  Business Engagement and Destination 
Development Officer now permanent.

Not Completed / Cancelled Critical Success Factors  

A total of 2 (9.5% of all Brighter Futures CSFs) critical success factors that will not be completed at the end 
of quarter 3 of 2021/22, there were none in the last quarter that were not going to be completed.  These 
critical success factors are: 

 
Code Critical Success Factor Title Expected Outcome % Progress 

CSF-ICT01 
Lead and encourage our residents to confidently 
embrace a 'Digital First' approach to accessing 
information and services 

 
Will not be completed 

 

CSF-ICT02 

Create a new Digital Strategy to guide the 
Council's approach to delivering the positive 
outcomes of digital service delivery to our 
customers 

 
Will not be completed 

 

 

 Whilst some progress is apparent, Covid has removed most opportunities and Local Government 
Reorganisation will now lead on these objectives. 

The remaining critical success factors for the Brighter Futures corporate aim are progressing and will be 
completed on time.  

 


