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This paper details South Kesteven’s performance during the Covid-19 pandemic. 
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1 South Kesteven Response to Covid-19 

1.1 On March 17, Cabinet agreed 3 priorities for South Kesteven District Council in response to 

the Covid-19 pandemic 

1. to protect the health of our staff, members and residents 

2. to maintain our critical services; and 

3. to support our local businesses. 

The following information outlines South Kesteven’s performance against those priorities to 

31 May 2020. 

1.2 The performance relating to Covid-19 and the outturn for 19/20 was reviewed by the 

Finance, Economic Development and Corporate Services Overview and Scrutiny 

Committee on 30 June 2020. Feedback from that committee will be shared with Cabinet.  

1.3 Two incident teams have been established with the purpose of coordinating the collective 

response to the crisis. This has allowed service areas to highlight issues and formulate 

action plans, driving key messages back to wider teams.  

1.4 A key component of this work has been ensuring that critical services have sufficient staffing 

levels. A staff availability dashboard (Appendix 1) was created to provide daily updates on 

capacity levels. This has equipped Corporate Management Team and senior managers with 

vital information on staffing levels within service areas.  

1.5 The redeployment of 90 staff members from non-critical services has ensured critical 

services can be effectively maintained and that additional activities can be completed to 

respond to the crisis and support our communities. Examples include:  

• Eight members of staff redeployed to support waste collection. This made it possible 

for this key service to operate at normal levels allowing 80,000 household bins per 

week to continue to be emptied.   

• Over 20 officers from across SKDC have been redeployed to the Befriending 

Scheme. They were tasked with identifying the most vulnerable residents and making 

personal phone calls to check how they are coping during the crisis and offering help 

with food or medicines. 

• Each of the eight members of the Organisational Development and Change Team 

have been redeployed to directly support the Council’s response to the pandemic. 

Officers have been working with the County Council on data analysis, setting up a 

centralised Personal Protective Equipment (PPE) store, co-ordinating the befriending 

service, ensuring staff availability information is up to date and also leading the 

organisation on the Covid-19 Incident Room.  

1.6 The redirecting of calls from Business Rates, Council Tax, Benefits and Repairs into 

Customer Services has enabled increased processing capacity. Call volumes increased by 

1,100 when compared to same period in 2019. However, due to the proactive arrangements 

put in place, the answer rate increased from 90.41% to 93.34%.  

1.7 The incident teams have worked across the county to ensure a coordinated approach. 

Information gathered by the incident teams has been fed back to key agencies. An example 

of this is the provision of daily updates on SKDC’s PPE stock levels to the Lincolnshire 

Resilience Forum.   



 
 

1.8 Our Human Resources Team have focussed on the importance of staff mental and physical 

health. A ‘Keeping in Touch’ survey sent online to all employees saw a positive response 

rate of 84%, with a total of 317 responses from a possible 376 staff.  

Report findings:  

• 73% of staff are in daily communication with their line manager and 25% weekly. 

• 74% of staff view activities like Wellbeing Wednesday as helpful. 

• 88% find the daily email communication from the Chief Executive and Leader as 

helpful and informative.   

1.9 The Council saw the rapid transformation of working practices. Prior to the pandemic, an 

average of 30 people worked remotely each day. An additional 84 laptops were rolled out 

as part of the Agile Project. This, together with work already completed, enabled over 400 

staff to safely work from home. It also ensured that those who were required to attend their 

normal place of work could do so safely and maintain social distancing. The steep rise in 

officers working from home was made possible by ICT services during the first week of the 

Covid-19 pandemic when the Government guidance was announced to work from home 

where possible. 

1.10 Council meetings have been successfully moved to the virtual environment through the 

deployment of Skype for Business. Between April 3 and May 31, six public committee 

meetings have been held along with a meeting of Council. In addition to this, there have 

been a range of informal meetings and training sessions to ensure the democratic process 

and Council business continues safely. 

1.11 The Council has taken a proactive role in communicating key messages to its residents and 

businesses. The reach for our social media channels has increased significantly. Figures 

for each channel are detailed below: 

• Facebook – this has seen an increase from 309,000 unique users accessing content 

prior to the pandemic, to 584,000 unique users who now view the Council’s content. 

This shows an 89% increase for the Facebook page.  

• Twitter – tweets have been viewed 900,000 times during the pandemic period, 

averaging 12,000 views a day compared with an average of 3,500 a day prior to the 

pandemic period. This is an increase of nearly four times the amount of views.  

1.12 The Council set up a dedicated webpage (www.southkesteven.gov.uk/coronavirus) to keep 

communities informed about the work being done and the availability of Council services. 

This is updated daily and has seen over 21,000 views to date, helping to ensure key 

messages on safety and available support have been circulated.  

1.13 Extensive work has been completed to support the most vulnerable within the district. A 

Community Hub was established at the outset of the crisis to provide a ‘first point of call’ for 

people with concerns or requests.  The SK Community Hub, comprising of 15 redeployed 

staff, has ensured that the Council and partners were able to respond quickly by 

coordinating access to help and support available from both the public and voluntary 

sectors. The service operates from 8am to 7pm seven days a week. This saw the council 

working with 55 charitable groups and over 1,500 volunteers. The Hub has handled over 

2,000 enquiries. 

1.14 A Befriending Service was established to reduce the impact of social isolation for the most 

vulnerable within the community: 

http://www.southkesteven.gov.uk/coronavirus


 
 

• Within 2 weeks, over 1,300 potentially isolated residents had been contacted by 

telephone to offer support and assistance throughout the lockdown period.  

• Almost 18,000 residents were contacted directly to make them aware of the advice 

and support that was available to them.  

• Nearly 300 customers signed up to the Befriending Scheme. This has seen weekly 

telephone calls be provided and appropriate linkages be made to wider support 

systems. 

1.15 The work completed by the Hub and the Befriending Service has received positive feedback 

from residents and partner organisations. Examples include:  

• An email from a grateful pensioner thanking us for a phone call made via the 

befriending scheme. The resident praised the service provided and stated that the 

officer concerned was extremely friendly, helpful and polite.  

• Feedback from the Chief Executive of Evergreen Care Trust in Stamford praised the 

Council for the way it is supporting local people, especially the most vulnerable. 

1.16 In support of businesses, South Kesteven ranked 24 in the country for the speed in which 

business grants were released to eligible local businesses. Between 1 April when the funds 

from Government were received and 19 April when the league tables were produced, 1,834 

grants were paid out to eligible businesses totalling £22.15m of funding. This included 

paying 900 businesses in the first 24 hours of receiving the funds. Over £27 million has now 

been paid to local businesses. 

InvestSK is supporting businesses in several other ways: 

• The team has contacted over 350 businesses who were eligible for support but had 

not applied. This ensured much needed funds were distributed to support the South 

Kesteven economy. 

• The InvestSK website has been a central portal for businesses to access support and 

guidance. It provides information on all funding currently available and links to other 

Government sites and business support agencies.  

• A webinar was recently delivered to over 100 local businesses. Virtual business club 

meetings have also been held to promote the help and support available during 

Covid-19.  

• InvestSK is currently in the process of administering the latest Government grants 

scheme that supports businesses ineligible for earlier funding.  

1.17 The Council’s response to the Covid-19 pandemic has resulted in over 90 compliments 

being received from residents, members and businesses around the district. Many of these 

offer thanks for the high level of service, speed of response and reassurance provided in a 

troubling climate. 

 

2 Performance Reporting to Members 

2.1 This report presents the Council’s 2019/20 year-end performance against the measures 

agreed with the Finance, Economic Development and Corporate Services Overview and 

Scrutiny Committee. The performance dashboards are included in appendices 2-8. The 

dashboards show performance against targets, as well as benchmarking information where 



 
 

available. An updated commentary also explains the performance and any associated 

implications.  

2.2 Where possible, the collection of data for the dashboards has been automated. Dashboards 

for Planning, Council Tax and Business Rates are fully automated. Officers are only required 

to input supporting commentary. Where challenges to full automation exist, partial 

automation has been implemented. This significantly reduces time spent calculating and 

displaying performance data. This applies to Waste, Rents, House Building and Customer 

Complaints. 

2.3 Each dashboard includes commentary from the service area it represents, explaining the 

indicators and how they are performing.  

Areas to highlight include:  

• Appendix 5 shows that planning application processing times for major applications 

fell below target in the last quarter. However, over 2019/20 the measures for both 

major and minor applications are performing above target. An increase in the number 

of days taken to determine planning applications in quarter 4 has been attributed to 

the requirement to train new members of the team and the complexity of incoming 

applications. It is anticipated that this measure will remain high in the first half of 

2020/21. 

• Appendix 6 shows 729 new homes were completed in 2019/20 against the house 

build target of 650 in the local Plan. 22% of the new homes were deemed to be 

affordable housing. 230 homes were built in Grantham, 200 in Bourne and 187 in 

Stamford. 

• The number of customer complaints reduced in 2019/20 compared to 2018/19 by 

18% (106 complaints). This is shown in Appendix 7. Street Care received 67% of the 

complaints. However, it should be noted that Street Care deliver and collect over 

80,000 bins each week, touching every household. The service also received the 

66% of compliments. Work is underway to implement a new complaints system which 

will enable improved monitoring of the complaints process.  

• Appendix 8 highlights provisional recycling figures for 2019/20 suggesting an 

improvement in the districts recycling rate. This has increased from 37% in 2018/19 

to 40.8% in 2019/20. A countywide campaign seeks to reduce the proportion of non-

recyclable materials collected. 

 

3 Operational Performance Reporting 

3.1 Work has continued to develop a range of operational performance dashboards. These 

provide managers with detailed performance information for their area of administration. 

Dashboards include:  

• The Planning Service dashboards show applications by type, officer and decision. 

Information also covers speed of determination, committee decisions and 

proportion of refusals appealed. 

• The Housing Service dashboards show data on housing stock levels by location, 

type and the number of void properties. Homelessness data can be monitored by 

number of assessments, outcome and time taken to assess by officer. This can be 

tracked quarterly. 



 
 

• The Human Resources dashboard includes information on headcount, gender pay 

gap, ethnicity and age range. Work is progressing on equipping managers with key 

information for their own teams. 

• The Freedom of Information requests dashboard monitors all requests, speed of 

completion, service area and officer performance. 

• The Environmental Services dashboard is in the early stage of development. Data 

for carbon is being collated to show the carbon footprint from energy consumption 

in Council offices, leisure centres and as a result of business travel. 

3.2 Work to develop the dashboards has slowed due to the redeployment of staff to the Covid-

19 pandemic. As recovery to the pandemic continues, performance leads will develop 

service specific dashboards to assist with operational performance improvements.  

 

4 Key Terms and Definitions 

4.1 Benchmarking groups 

Where possible benchmarking groups have been selected to provide context to South 

Kesteven’s performance figures. The benchmarking datasets are explained below: 

• Council Tax & Non-Domestic Rates: The benchmarking groups for these measures 

are provided by CIPFA. Authorities are matched against a range of different 

measures to ensure near statistical neighbour comparisons are possible. 

• Waste: This group compares performance against the members of the Lincolnshire 

Waste Partnership who operate under the same contractual obligations.  

• Rents: Benchmarking for this area is currently under review to ensure that the 

authority is compared with similar organisations and that a meaningful comparison 

can be undertaken. This will be included in future reports once the review has been 

completed. 

 

5 Definitions 

5.1 The dashboards seek to present information in plain English. However, a small number of 

technical terms are still used. These are explained below: 

• Appendix 5 – Planning Process Performance Dashboard 

o Major applications are those for more than 10 dwellings or over 1,000 sqm 

non-residential floorspace. 

o Non-major applications are those which include householder, minor and 

other types of applications.  

o Minor applications are those for less than 10 dwellings or below a floorspace 

of 1,000 sqm for non-residential development. It includes applications for 

change of use. 

o Other applications include householders, listed building consent and 

advertisement consent applications. 

• Appendix 8 – Waste Performance Dashboard 



 
 

o Non-Recyclables includes crisp packets, contaminated paper/card and 

wood, alongside hazardous materials such as batteries, liquids and nappies. 

6 Financial Implications 

6.1 There are no specific financial comments arising from the report. The development of the 

new performance management framework will continue to be funded from budgeted 

resources.  

Financial Implications reviewed by: Alison Hall-Wright, Head of Finance 

7 Legal and Governance Implications  

7.1 Regular reporting on agreed performance dashboards is to be welcomed from a governance 

point of view, as it provides a transparent mechanism for reporting on performance. 

Legal Implications reviewed by: Mandy Braithwaite, Legal Executive  

8 Equality and Safeguarding Implications  

8.1 There are no issues relating to equality and diversity or safeguarding resulting from this 

report. Any issues that do arise relating to individual items will be addressed as required. 

9 How will the recommendations support South Kesteven District 

Council’s declaration of a climate emergency? 

9.1 The report details current performance across a range of indicators. The report highlights 

that operational performance measures are being developed, including a dashboard to track 

the carbon footprint of the organisation. This will help to ensure that managers have up to 

date information available to them and are able to see the impact of any changes that are 

made. 

10 Risk and Mitigation 

10.1 The contents of this report do not expose the authority to any additional risks. 

11 Community Safety Implications  

11.1 None. 

12 Other Implications (where significant)  

12.1 None. 

13 Background Papers 

13.1 None. 

14 Appendices 

Appendix 1 – Covid19 Dashboard extracts 

Appendix 2 – Rents Performance Dashboard 

Appendix 3 – Council Tax Performance Dashboard 

Appendix 4 – Non-Domestic Rates Performance Dashboard 

Appendix 5 – Planning Process Performance Dashboard 

Appendix 6 – House Builds Performance Dashboard 

Appendix 7 – Complaints Performance Dashboard 



 
 

Appendix 8 – Waste Performance Dashboard 
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