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Foreword
Welcome to Swale Borough Council’s annual report for 2016/17. The report is a summary
of what we achieved for the Borough last year, in many cases through our own direct
service delivery, but often in partnership with others. It showcases many of the ways that
we are working to make Swale a better place for everyone.
The report illustrates the progress we are making in delivering the priority themes set out in
the Council’s three year Corporate Plan: Making Swale a better place.
We continue to work to make Swale a Borough To Be Proud Of by pushing forward with
our plans to regenerate Sittingbourne Town Centre; keeping the Borough clean and well
maintained; and making Swale attractive to businesses.
We have supported communities across Swale to work together to solve the issues that
confront their local areas; supported the voluntary sector; continued to take a ‘zerotolerance’ approach to anti-social behaviour; promoted local businesses; worked to improve
the opportunities for local people to acquire new skills; and promoted healthy lifestyles.
Swale has a strong track record on finding new ways to deliver better services for less
money, despite the harsh economic conditions and continuing austerity measures which have hit us harder
than most other councils in terms of grant reductions.
2016/17 saw a number of key milestones reached in Swale:
• work began on the regeneration of Sittingbourne Town Centre – an ambitious scheme to remodel the
town centre, introduce new highways arrangements to create a pedestrian friendly environment, and
build a new eight screen cinema, with top branded restaurants and shops, to make the town centre a
place that both residents and people outside the Borough want to visit;
• following a pilot scheme last year, we rolled out the award-winning TiksPac scheme across the Borough
to reduce littering and dog fouling which have consistently been a major concern for our residents;
• commemorated the anniversary of World War One through a range of projects and activities; and
• received independent recognition of our successes through several national awards, commendations
and accreditations.
This annual report illustrates how the Council is actively seeking to make Swale a better place.
Councillor Andrew Bowles, Leader of the Council, Swale Borough Council
Mark Radford, Chief Executive, Swale Borough Council
www.facebook.com/swaleboroughcouncil

www.swale.gov.uk
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Our Key Services

What your borough council does for you
Cleansing

Crime reduction and community safety

  refuse collection
  recycling
  street cleaning

  tackling anti-social behaviour
  community engagement
  supporting victims of crime

Council tax and housing benefits

Economic development and regeneration

  collecting Council Tax and
Business Rates
  administering payment of Housing
Benefits and Council Tax support
  implementing Universal Credit

  business support and engagement
  learning and skills
  regeneration

Housing and health improvement
  homelessness
  housing register
  district health

Parking
  car parks
  enforcement
  residents parking permits

Environmental services and licensing
  food hygiene and safety
  premises licences
  taxi licensing

Leisure services
  playgrounds and open spaces
  sports facilities
  contract management for leisure centres

Planning services
  planning applications
  enforcement
  planning policy

www.swale.gov.uk

http://twitter.com/SwaleCouncil
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About Swale
The Borough of Swale enjoys a great location on the North Kent
coast, within easy reach of London but set in rolling Kentish
countryside, less than 30 miles from the Channel Tunnel.
With an area of 140 square miles and a population of 145,000,
Swale includes the towns of Sittingbourne and Faversham, the
Isle of Sheppey, and an extensive rural hinterland. The Borough is
proud of the quality of its natural environment, and contains a large
number of protected sites of scientific interest and outstanding
natural beauty.
Much of the Borough’s traditional employment has been low-skilled,
which has left a legacy in some areas of low ambitions and relatively
high deprivation which we are seeking to combat.
Swale has a growing population, with increasing demand for new
homes, jobs and services, which needs to be managed in a fair and
sustainable way. Along with many of our partners, this is a key role
for the Borough Council.

www.facebook.com/swaleboroughcouncil

www.swale.gov.uk
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About Swale Borough Council
The Council is made up of 47 elected councillors, who represent
24 wards. The last local elections were held on 7 May 2015
and coincided with the Parliamentary elections. The current
political balance on the Council is Conservative 32 seats, United
Kingdom Independence Party eight seats, Labour five seats,
and Independent Group two seats. As a result, the Conservative
Party form the Administration of the Council, and are likely to
through to the next local government elections in 2019.
The whole council comes together to decide on the most
important issues, but day-to-day political leadership is undertaken
by a smaller group of councillors known as the Cabinet.
Councillors have an important role to play in representing the
interests of their wards, scrutinising the Cabinet’s decisions, and
contributing to the development of policy.
With an annual gross expenditure of £26.2 million of public
money, we need to be absolutely sure that the money we
spend is going to achieve the maximum possible benefit for
the Borough. To help us do this, we have set ourselves three
priorities which were developed to ensure that we focussed on
what really matters to local people.
These priorities were set in 2015 following a thorough analysis
of all the relevant evidence available at that time, including
what our residents told us was important to them.
Our Priorities for the period 2015-2018 were:
1. A Borough to be proud of
2. A Community to be proud of
3. A Council to be proud of
The following pages provide some information on each of these
priorities, and some of the ways we worked to deliver them
during 2016/17.
www.swale.gov.uk

http://twitter.com/SwaleCouncil
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A Borough to be proud of
This priority theme focuses on the Council’s aspirations for Swale as a
physical place. The key outcomes we are working towards under this theme
are:
 a redeveloped town centre for Sittingbourne which acts as a catalyst for the
wholesale regeneration of the Town, fostering economic and cultural renewal;
 delivery of smaller-scale regeneration projects elsewhere in the Borough to
improve the appearance and facilities of our towns and villages;
 a borough which is noticeably clean and well maintained, in which the natural
and built environments are respected, conserved, and enhanced for future
generations;
 a borough with a strong brand, which is recognised nationally and internationally
for its advantageous business environment and for its wealth of visitor
attractions; and
 world-class multi-modal transport links which facilitate economic growth and
enable residents from across the Borough to take advantage of it.
What does this mean for our residents?
 Undertaking detailed preparatory work with the Spirit of Sittingbourne
consortium so that a planning application for the first phase of the Town Centre
regeneration, including a new cinema, multi-storey car-park, and leisure and
restaurant facilities, could be determined.
 Launching high-profile media and advertising campaigns against littering and
dog-fouling, helping us ensure that Swale’s streets remain clean and tidy.
 Launching the new ‘Visit Swale’ and ‘Swale Means Business’ websites to
provide free promotion to the Borough’s tourism businesses, and showcase the
many advantages of the Borough as a place for business investment.

www.facebook.com/swaleboroughcouncil

www.swale.gov.uk
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What you told us...
In the summer of 2016 we asked
residents for their views – here’s what
you told us.
Three-quarters of people in Swale are generally
satisfied with their local area as a place to live, which
is what residents told us last year. Over half of those
surveyed agreed that the Council is making the area
cleaner and greener. Just under half of people were
satisfied with the way the Council were keeping the
streets free of litter. However, clean streets has
consistently been rated as one of the key areas most
commonly selected as one of the five most important
in determining whether somewhere is a good place
to live.

www.swale.gov.uk

What we did...

During 2016/17 we…
 launched the Sittingbourne Artisan Market
which brought traders and shoppers
together in Sittingbourne High Street,
establishing a permanent Saturday market
in the town centre and boosting trade
for other retailers and supporting further
investment in the High Street;
 commissioned a strategic regeneration
framework for Sheerness and West
Sheppey to provide a clear reference
point to support heritage-led regeneration
of Sheerness; and
 helped secure more than 30 properties at
Front Brents in Faversham by
implementing a scheme to significantly
reduce flood risk.

http://twitter.com/SwaleCouncil
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Case study: Sittingbourne Town Centre regeneration
The Spirt of Sittingbourne, a £57 million regeneration project that will transform the town centre, has made
great steps forward during the last year. These have included:
the demolition of the Princes Street depot off Eurolink Way commenced, new hoardings were installed to
promote the new scheme and construction started on the big box retails units; and
 confirmation that the new leisure facilities will include popular high street names such as Pizza Express,
Light Cinemas and a Travelodge hotel.
The Spirit of Sittingbourne development is a Public Private Partnership between U+I plc, Swale Borough
Council, Quinn Estates and Essential Land. The scheme includes the remodelling of the town centre and
the introduction of a new highway arrangement outside the railway station, to create a pedestrian friendly
environment without restricting traffic flow.

www.facebook.com/swaleboroughcouncil

www.swale.gov.uk
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Did you know

?

 we again secured a Blue Flag
Award for Sheerness beach and
Seaside Award for Leysdown
and Minster Leas beaches,
meaning Sheppey’s beaches
were some of the best in the
country, meeting the highest
standards for cleanliness and
facilities;

 we launched a series of campaigns
– including ‘Vote with your
butt’, ‘Call for action on litter’, and
introduced fixed penalty notices for
£80 for littering to try and
discourage people from dropping
litter in the Borough; and
 we ran, in conjunction with the
Borough’s largest housing
association, a pop-up business
school designed to help budding
entrepreneurs in Swale to set up
their own businesses.

www.swale.gov.uk

http://twitter.com/SwaleCouncil
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A community to be proud of
This priority theme focuses on the Council’s aspirations
for the people of Swale. The key outcomes we are
working towards under this theme are:

 communities across Swale in which people work together to
solve the issues that confront their local areas;
 a diverse, flourishing and well-supported voluntary sector
working to improve lives across the Borough;
 a low-crime Borough in which a ‘zero tolerance’ approach is
taken to anti-social behaviour and no one has to live in fear of
crime, domestic abuse or intimidation;
 an educated community in which everyone has the opportunity
to acquire the skills which will enable them to work to support
their families, and in which businesses are able to thrive through
the recruitment of well-qualified local people; and
 a community in which everyone plays their part in maintaining
their own physical and mental well-being through healthy
lifestyle choices, but where people have easy access to worldclass healthcare when things go wrong.
What does this mean for our residents?
 Working to support the Borough’s employers to offer
apprenticeship opportunities to local young people as a way
to improve their skills and employability, so that Swale now outperforms much of Kent in the number of apprenticeships it can
offer its young people.
 Transferring responsibility for the management of community
assets such as community halls and sports and leisure facilities
to groups of local volunteers with the passion and local
knowledge to make the best use of them for the benefit of their
communities.
 Supporting Isle of Sheppey residents to prepare for a changing
climate through the Sustainable Sheppey project, increasing
community resilience and helping people to adopt greener
lifestyles, learn new skills, and save money on household bills.
 Campaigning to increase the number of people giving their time
to help others in Swale, including the Swale Volunteer Awards.
www.facebook.com/swaleboroughcouncil

What you told us...
In the summer of 2016 we asked
residents for their views – here’s
what you told us.
The number of people who regularly
volunteered has increased in recent
years, with just under a quarter of
people now saying they volunteer. An
increasing proportion of people say they
agree that the Council listens to the
views of local residents and nearly two
thirds of people agree that the Council
is making their area a better place to
live.

What we did...
During 2016/17

the Mayor of Swale, Councillor Lesley
Ingham, hosted a civic ceremony in
the Council Chamber for the
presentation of the Légion d’honneur
– France’s highest decoration – to
local D-Day veteran Larry Smithers
– as part of the First World War One
centenary commemorations;
we hosted the fourth annual Swale
Volunteer Awards to shine a light on
some of the fantastic work taking
place across Swale; and
we awarded 17 grants totalling £17,500
to a range of community organisations
to increase participation in sports and
physical activities throughout Swale .
www.swale.gov.uk
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Case study: Community Assets Transfers
The Council continued to hand over a number of buildings and other facilities to
local community groups as these groups have the passion and local knowledge
to make the best use of them for the benefit of their communities. Over the past
year, the Council has transferred two major facilities to local community groups.
The Council transferred an improved recreation ground at Iwade, incorporating
a children’s playground, hard surface car park, sports changing pavilion, and a
grassed area for sports pitches, to Iwade Herons Football Club. The facilities
were secured and improved as part of an agreement with a developer who agreed
to build sport and leisure facilities to complement a local housing scheme.
The Council also transferred the newly constructed Lakeview Village Hall at Great Easthall to a Trust on a 125
year lease. The Council oversaw the construction of the hall which was funded by the estate developers. The
Council had worked with local residents since January 2015 to make sure their views were included in the
project and could set up the charitable trust to manage the hall once completed. The hall, which is supported
by a £40,000 grant to help cover costs in the first two years before it becomes self-supporting, provides a much
needed community facility.
Both the Iwade Recreation Ground and Lakeview Village Hall transfers demonstrate the Council’s aim to put
local communities in the vanguard of operating and developing local facilities which they are best placed to run
and nurture.

Did you know

?

 the Swale Community Safety Partnership undertook a major review of the deployment of
CCTV cameras around the Borough to ensure they were located in areas which would be most
effective in helping to tackle crime and anti-social behaviour;
 Swale became the first council in the UK to implement an initiative pioneered in Scandinavia to
provide dog owners with free dog waste bags on popular walking routes to pick up after their pets.
Thirty TiksPac stations, containing dog waste bags, were positioned around the Borough. These
stations are self-financing as local businesses pay for their installation and maintenance in return
for advertising. The scheme won the Community and Neighbourhood category at the prestigious
Association for Public Service Excellence awards; and
 the Council released £200,000 to a Trust set up to build a skatepark next to the Mill Way Retail Park
in Sittingbourne. Brogdale Community Interest Company have brought forward an impressive plan to
add genuine value and purpose to the site offering real training and skills opportunities for the users as well as providing the facilities the young people have been working towards for so long.
www.swale.gov.uk
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A Council to be proud of
This priority theme focuses on the Council’s need to develop its own organisational
capacity and culture as it continually reassesses how it can best achieve the objectives of
the other two priority themes. The key outcomes we are working towards under this theme
are to be:
a Council which is regarded as a positive asset to the area by its residents and taxpayers, and which
routinely exceeds its customers’ expectations;
 an organisation which continually and actively seeks new ways of achieving better results at lower cost,
and in which all employees are supported to experiment and innovate to improve the way they do their jobs;
 a Council whose ongoing financial viability is largely independent of the decisions made by central
government, which is less dependent on grant funding, and which is well placed to secure the best
arrangement for Swale’s residents in the event of local government reorganisation; and
 a Council with the confidence and capacity to fulfil its community leadership role, sustaining effective
partnerships with other local agencies and punching above its weight to ensure that Swale’s needs are
taken fully into account at the national level.
What does this mean for our residents?
We prudentially manage public finances, dealing positively with government spending reductions by
setting a balanced revenue budget.
 We support a wide range of internal and partnership-based initiatives designed to cut costs and
improve outcomes.
 We make innovative use of new freedom from government red tape to invest reserves in the purchase
of temporary accommodation for local homeless households.

www.facebook.com/swaleboroughcouncil

www.swale.gov.uk
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What you told us...
In the summer of 2016 we asked
residents for their views – here’s what
you told us.
60 per cent of residents say that they are
satisfied with the way the Council runs things
locally, which is a continuously improving trend.
41 per cent of people say that they think the
Council gives good value for money. Four
fifths of those surveyed think that Council staff
are friendly and polite, and a similar proportion
thought staff responded quickly to enquiries and
complaints.

What we did...
During 2016/17

the Council successfully administered the Kent
and Medway Police and Crime Commissioner
elections on 5 May 2016 for those electors
resident in Swale;
 we published the 2016 – 2020 Corporate
Equalities Scheme for Swale, setting out what
the Council will do to further promote equality
and diversity among people of different ages,
ethnicities, disabilities, gender, sexual
orientation, faiths and beliefs; and
 we contacted more than 300 households across
Swale urging them to get in touch with the
Council to help them plan for changes being
introduced by the government on the Benefits
Cap and to avoid getting into financial difficulties.
www.swale.gov.uk

http://twitter.com/SwaleCouncil
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Case study:
In confirmation of its openness and desire for continuous
improvement, Swale was one of the first councils in the country
to volunteer for a peer challenge when they were first brought in
by the Local Government Association back in 2012. The review
team at that time noted our “rapid improvement in a range of
areas”, our “positive organisational culture”, and our “clear focus
and ability to be bold and flexible.”
Swale was once again among the first councils in the country
to welcome reviewers back into the organisation for a second,
follow-up challenge during 2016. The process saw a team of
councillors and officers from other councils spending time in
Swale in April to review progress and share learning. The team
visited a number of service areas and spoke to more than 180
people including officers, members and external partners.
The Corporate Peer Challenge report highlights positive
findings and offers recommendations on how the Council can
move forward. An action plan has been agreed by the Council
setting out how it will respond to the recommendations. These
include better visioning for major regeneration projects and
using the Council’s strong financial capacity, including prudential
borrowing, to enable the delivery of key projects.
The report noted that Swale was a well-managed authority with
strong leadership from the leader and the chief executive. The
report also highlighted the way the Council has continued to
develop its work to support community involvement and noted its
prudent financial management.

www.facebook.com/swaleboroughcouncil
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Did you know

?

the Council has been ranked as one
of the top 100 not-for-profit
organisations to work for in the Best
Companies survey achieving ‘one to
watch’ status for its high levels of
employee engagement;

residents and businesses in Swale
can now receive their business rates
and council tax bills electronically with
copies of their bills attached as a pdf
document. The new e-billing
service was launched to help people
and businesses keep track of their
bills and save council tax payers the
cost of posting out bills to thousands
of businesses and households in the
Borough; and
the Council agreed a plan that
outlines how the authority will become
totally self-financing after 2020. It
agreed to submit a Four Year
Efficiency Plan to the government,
which will guarantee funding through
the Revenue Support Grant for the
next four years.

www.swale.gov.uk
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Financial Summary
What did we spend the money on?
The cost of running services is set out in our revenue account, known as the Comprehensive
Income and Expenditure Account. This account sets out the costs in 2016/17 of delivering the
Council’s priorities, and the amount to be financed from different sources, including local and
national tax income, and fees and charges for individual services.
Our spending on different services is shown in the diagram below:
w:

Parking
Arts and Tourism
Cemeteries and Closed Churchyards
Other
Seafront and Beach Huts
General Grants
Public Conveniences
Community Safety
Council Tax
Community Centres

(Please note that this analysis of
services is based on standard local
government service headings rather
than the Council’s own departments)

Environmental Protection
Corporate Management
Street Cleansing
Democracy and Voting
Sports Recreation and Development
Open Spaces
Refuse Collection and Recycling
Housing
Planning
-£1.0
www.swale.gov.uk

-£0.5

£0.0

£0.5

£1.0

£1.5

£2.0

£2.5

£3.0
Millions

http://twitter.com/SwaleCouncil
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How did we pay?
We spent £19.4 million on running services, after allowing for income. We paid for our spending
using local and national taxes and business rates as follows:
How we paid for services
Council Tax
Council Tax Freeze Grant
New Homes Bonus Grant
Revenue Support Grant
Business Rates
Total Income

29%

2016/17
£’000
(7,291)
(79)
(3,482)
(1,955)
(6,065)
(18,872)

32%

39%
Council Tax
Government Grants
Business rates

Our total income from government grants, council tax and business rates for 2016/17 was £18.8
million. As the chart above shows, 39% came from Council Tax, 29% came from government grant,
and 32% came from business rates.
Did we have anything left over?
ng to a deficit on our revenue
We spent more than we received from income in last year leading
account.
Revenue Account Surplus
Income from taxes/ grants
Service Expenditure
Surplus for the year

2016/17
£’000
(18,872)
19,363
(491)

This surplus for the year was added to accumulated surpluses
from previous years. At the end of the financial year, our
General Fund reserve stood at £4.874 million.
Net Expenditure

2016/17
£’000

General Fund Balance at start of year

(5,365)

Contribution to Balances
General Fund Balance at the end of the year

(491)
(4,874)

www.facebook.com/swaleboroughcouncil

www.swale.gov.uk
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Council Tax 2015/16
How council tax is calculated

£72.00
£152.15

£159.93

Swale Borough Council provides many local services, but not all.
Others come from Kent County Council, the Police and Crime
Commissioner, and Kent Fire and Rescue Service. If you live in
an area with a town or parish council, it too provides some local
services. The council tax you pay is divided between all of these
authorities.
In 2016/17 (ignoring contribution to parishes) the County Council
received 75p from every £1 paid in council tax, the Police and
Crime Commissioner 10p, the Fire and Rescue Service 5p, and
Swale Borough Council only 10p.

£1,133.55

Swale Borough Council £159.93 (10%)
Kent County Council £1,133.55

The Council also receives money from central government
in the form of the revenue support grant or from business
rates. The revenue support grant comes from general
taxation and other government income. The Council also
receives income from local growth in business rates paid
by local businesses. The business rates are collected
by Swale Borough Council, and then redistributed to the
Government, Kent County Council and the Fire Services on
an agreed percentage allocation.

(75%)

Kent Police and Crime Commissioner £152.15

(10%)

Kent & Medway Towns Fire Authority £72.00 (5%)

Swale’s share of the council tax for a Band D
property 2016/17
£
The amount of money we needed per
Band D property

342.37

Less: revenue support grant

(44.47)

Less: our share of business rates
The amount you paid for Swale’s services

www.swale.gov.uk

(137.97)
159.93

http://twitter.com/SwaleCouncil
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Performance
A programme of regular corporate performance monitoring has been in place at the Council for many years, and
reports highlighting the key aspects of performance are considered on a regular basis by the Council’s Strategic
Management Team, the Cabinet and a committee of non-executive councillors who hold the Cabinet to account.
We measure our performance using both national performance indicators and local, Council-set targets. Where
still available, national indicators enable our performance to be compared to the performance of other district
councils. We generally set targets for these indicators which would place us among the best 25% of councils
nationally.
The following table shows how the Council performed during 2016/17 against the full range of our corporate
indicators. The table illustrates the targets set for each item and the outturn that was achieved. A number in
green means we met or exceeded the target, and a number in red means we failed to achieve a target. The
direction of travel is also provided to show whether performance on an indicator improved, deteriorated, or
stayed the same compared to last year.

www.facebook.com/swaleboroughcouncil

www.swale.gov.uk
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2016/17 Performance Outturn
Of the 40 performance indicators that the council monitors, 34 have met or exceeded targets and six have
missed targets. These are the best results the council has achieved since it started monitoring performance
systematically more than seven years ago.
85% Performance Indicators met

15% Performance
Indicators not met

2016/17 Direction of Travel
Of the 40 performance indicators for which the council can compare performance for 2016/17 with that for
2015/16, 16 improved, ten stayed the same and 14 deteriorated.

40% Improved or
Significantly Improved

35% Deteriorated or
Significantly Deteriorated
www.swale.gov.uk

25% Static
http://twitter.com/SwaleCouncil
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Performance Indicators

Target achieved
Target not achieved

Service

2016/17
Target

2016/17
Actual

Direction of Travel
compared to 2015/16

Number of missed bins per annum

Commissioning

2028

1706

Significantly improved

Residual household waste per household (sent to landfill) (kgs)

Commissioning

480

478

Static

% of household waste sent for reuse, recycling and composting

Commissioning

44%

41.5%

Significantly
deteriorated

Improved street and environmental cleanliness: Litter

Commissioning

4%

4%

Significantly improved

Improved street and environmental cleanliness: Detritus

Commissioning

7%

7%

Significantly
deteriorated

Improved street and environmental cleanliness: Graffiti

Commissioning

1%

0%

Static

Improved street and environmental cleanliness: Fly-posting

Commissioning

1%

0%

Static

Abandoned vehicles - % investigated within 24hrs

Environmental

99.75%

100%

Static

Food Hygiene – % of food inspections completed that were due

Environmental

90%

94.2%

Deteriorated

Number of long-term empty homes brought back into use

Resident Services

75

79

Significantly improved

Number of affordable homes delivered (gross)

Resident Services

75

98

Significantly improved

Planning

84%

86.3%

Improved

Planning

78%

86.7%

Significantly improved

Planning

89%

95.9%

Significantly improved

% of delegated decisions (Officers)

Planning

86.5%

87%

Static

Refused planning applications

Planning

15%

14.5%

Significantly improved

Planning Enforcement - Informing complainant within 21 days

Planning

82%

82.7%

Improved

Proportion of Major Planning Applications overturned at appeal

Planning

10%

2.4%

Significantly improved

Priority Theme One: A Borough to be proud of

Processing of planning applications: Major Applications
(within 13 weeks)
Processing of planning applications: Minor Applications
(within 8 weeks)
Processing of planning applications: Other Applications
(within 8 weeks)

www.facebook.com/swaleboroughcouncil

www.swale.gov.uk
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Performance Indicators

Target achieved
Target not achieved

Service

2016/17
Target

2016/17
Actual

Direction of Travel
compared to 2015/16

% of spend with businesses whose HQ is in Swale or they are a
significant local employer

Commissioning

65%

69.8%

Penalty Charge Notice Recovery Rate

Commissioning

65%

63%

Deteriorated

Economy and Community
Service

61.7

76.5

Significantly deteriorated

Speed of processing – new Housing /Council Tax Benefit claims (days)

Resident Services

17

20.8

Significantly deteriorated

Speed of processing - changes of circumstances for Housing/
Council Tax Benefit claims (days)
% of recoverable overpayments recovered that are recovered
during period

Resident Services

7

6.7

Deteriorated

Resident Services

70%

80.97%

Significantly deteriorated

Number of households living in temporary accommodation

Resident Services

85

155

Significantly deteriorated

Policy

3

3

% of complaints responded to within 10 working days

Commissioning

90%

97.3%

Improved

% of complaints escalating from Stage 1 (service unit) to Stage 2
(Chief Executive)

Commissioning

7%

8.1%

Significantly deteriorated

% of abandoned calls

Commissioning

7.9%

7%

Significantly deteriorated

% of calls answered in 20 seconds

Commissioning

78%

80.2%

Deteriorated

Avoidable contact: proportion of customer contact that is of low or
no value to the customer

Commissioning

4%

1.8%

Significantly deteriorated

Economy and Community
Service

99%

99%

Static

Environmental

85%

97.1%

Significantly improved

Finance

97%

98.3%

Static

Priority Theme Two: A Community to be proud of

All crime per 1000 population

Planning to Adapt to Climate Change

Significantly improved

Static

Priority Theme Three: A Council to be proud of

Website availability
% of Planning consultations responded to in 21 days
% of invoices paid on time (within 30 days)

www.swale.gov.uk
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Performance Indicators

Target achieved
Target not achieved

Service

2016/17
Target

2016/17
Actual

% of Non-domestic Rates collected

Resident Services

97.6%

98.14%

Static

% of Council Tax collected

Resident Services

97.35%

97.5%

Static

Long term working days lost due to sickness absence

HR

4.2

2.88

Significantly deteriorated

Short term sickness absence per employee per annum

HR

3.2

2.97

Significantly improved

Internal Audit

95%

100%

Improved

Planning

95%

99.04%

Audit recommendations implemented
% of all Local Land Searches completed in 5 working days

www.facebook.com/swaleboroughcouncil

Direction of Travel
compared to 2015/16

Significantly improved

www.swale.gov.uk
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Swale: a year in numbers
249 community
projects
given funding
through our
grants schemes

£

13,000
tonnes
of household
waste recycled

338
stray
dogs

229 families
prevented
from becoming

reunited with
their owners

homeless

1,991,700 square
metres of
grass
cut in
our
parks and open spaces

915 jobs
done
to help
elderly or
disabled
people stay
in their own homes
www.swale.gov.uk

300 local
events
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promoted
by Visit Swale
97,000
calls
taken

by our customer services team
All figures cover the period 1 April 2016 to
31 March 2017
http://twitter.com/SwaleCouncil

Swale Borough Council, Swale House, East Street, Sittingbourne, Kent, ME10 3HT
Customer Service Centre 01795 417850
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