Dover District Council Performance Report
For the Quarter Ending — 31 March 2021

Introduction

. Summary of Performance Indicators KEY
A | Improved performance
» | Maintained performance
V¥ | Decline in performance
Status Quarter 1 Quarter 2 Quarter 3 Quarter 4 Direction of Travel
to previous Qtr
No. % No. % No. % No. %
22 67% 21 68% 21 70% 19 70% >
5 15% 5 16% 3 10% 3 11% v
6 18% 5 16% 6 20% 5 19% A
Total 33 100% 31 100% 30 100% 27 100%
EK Services & DDC Digital
'?\lbusrg:ou(:f Direction
DDC Current of
PI Description O Target Q1 Q2 Q3 Q4 Cumulative | ©FC85€S | 1 vol ale
2019/20 ‘ this Qtr . Status
2020/21 figure where previous
applicable Qir
. Data for
Acco11 | Percentage of on-line 929% | information |  96% 93% 03% | 93% | 93.75% | 47,795 | P N/A
payments to cash & cheque only
Percentage of incidents 96%
EKSO01d | resolved within agreed (Q3§ 95% 96% 95% 96% 97% 96% A
target response time -ICT
Percentage of incidents 64%
EKS02d.1 | resolved within 1 working (QS()) 60% 64% 62% 63% 63% 63% >
day
Percentage of incidents 849%
EKS02d.2 | resolved within 3 working (Q3; 80% 82% 81% 83% 85% 82.75% A
days




EK Services & DDC Digital

AI‘\lbuSnﬂlbuetf Direction
DDC Current of
Pl Description QU | gy Q1 Q2 Q3 Q4 | cumulative | OfCases | o | RAG
2019/20 . this Qtr ) Status
2020/21 figure Where previous
applicable Qir
— 5
Eksoad | Fereentage availability of | 100% | g7 5000 | 10006 | 100% | 100% | 100% |  100% >
email service (Q3)
Percentage of electronic 86.78%
PLAOO5 | planning applications ' 80% 82.73% 86.64% 89.25% | 93.40% 88.01% 379 A
: (Q3)
received
Percentage availability of
WEBO0O01 | the corporate website (DDC | 99.94% 99.50% 99.96% 99.95% 99.99% | 100% 99.98% A
responsibility)
WEBQQ2 | Number of Keep me Posted | - 32,527 N/A 34,539 | 35049 | 35798 | 36,601 | 36,601 A N/A
subscriptions (Q3)
. 7,347
WEBO003 | Facebook subscribers (Q3) N/A 8,283 8,462 8,206 8,640 8,640 A N/A

EKS Director’s Comments

Performance:

All performance indicators were within target during the final quarter of this year.

Key Initiatives/Outcomes:

Nothing to report for Q4

Concerns/Risks:

Nothing to report for Q4




Civica

Benefits
L 6.59 6.16 6.30 3.10
KPI01-D | Pay benefit quickly Days 8.5 days | 6.72 days days days days 5.75 days
Percentage of correct
Kplo2-p | Housing Benefit and 97.42% 96% 94.59% 100% | 97.09% | 99.52% | 97.60%
Council Tax Benefit
decisions
Council Tax
The percentage of council
KPIO3-D | taxes due for the financial 97.23% 96.84% 28.12% 55.49% 82.91% 96.87% 96.87%
year which were received
in year by the authority.
Business Rates
Percentage of Business 0 0 0 o o o o
KPI04-D | Rates collected 99.20% 98.20% 30.45% 51.23% 77.11% 97.13% 97.13%
Customer Services
” . 187 233 174 78 121 225 146
KPI06-D | Average call waiting time seconds seconds seconds seconds | seconds | seconds seconds

in seconds




Civica Comments

Performance:
o Speed of Benefits processing exceeded the annual target.
e The HB accuracy target was met.
e Council Tax collection met the annual target.
e Business Rates collection missed target - Dover achieved 97.13% against a target of 98.20%. Civica have requested ‘excused performance’ for this KPI,

due to circumstances beyond their control (issues relating to the Covid-19 pandemic).
Customer satisfaction ended the year at 98.42% and exceeded the annual target.
Call wait time remained under the 233 seconds target.

FOls: 93 cases received; 1 was responded to after the required internal deadline.
Customer complaints: 48 complaints received; 2 were responded to after the deadline

Key Initiatives/Outcomes:
Open Portal went live on 11 January 2021. 1,387 customers have now signed up in March (up from 499 in February) and have accessed the service. This
service gives customers access to view their Benefit claims, Council Tax accounts, NDR Accounts, Sundry Debtor accounts and landlord accounts.

Concerns/Risks:
Nothing to report in this quarter




Housing

Absolute Direction
DDC Current Number of
Pl Description ggfg;;g Target Q1 Q2 Q3 Q4 Cumulative | Cases this tOf Travel SI?QSS
2020/21 figure | Qtrwhere | ©PS1%
applicable
HOUOO1 | Average time taken to re- 26.31 16.5 41.19 51.05 45.34 30.23
(EKHL1) | let council dwellings days days days days days days 41.91 days N/A A
HOU002 | Rent arrears as % of 401% | 455% | 477% | 457% | 4.89% | 3.79% 3.79% A
(EKHC?2) | annual debit ' ' ' ' ' ' '
HOUO0O03 | Former tenant arrears as o o 0 0 o o o
(EKHC3) | % of annual debit 1.84% 0.50% 2.02% 1.98% 2.19% 2.17% 2.17% A Amber
Total current tenant
HOUO004 . ; £ £ £ £ £ £
(EKHD1) 2g§§;S (including court 781,425 NIA~ | 868,302 | 901,094 | 965,008 | 747,907 | 747,907 A N/A
HOUOO5 | Average current tenant
(EKHD2) | arrears per rented unit £182 N/A £201 £211 £203 £157 £157 N/A A N/A
Total former tenant
HOUO006 : : £ £ £ £ £ £
(EKHD3) igsetz)rs (including court 358,004 | A | 368641 | 391,717 | 431,467 | 428393 | 428,393 A N/A
HOUOO7 | Amount of former tenant
(EKHD4) | arrears written off £33,121 N/A £0 £99 £164 £0 £263 v N/A
Performance:

It has been a challenging year for the income team with a raft of Government changes introduced quickly to help protect tenants from losing their homes

during the national pandemic, the dissolution of EKH and staffing changes. Despite this overall income collection performance remains strong and has in fact
improved upon last year’s outturn. The team have managed this without evicting a single household from DDC stock during

Key Initiatives/Outcomes:
Nothing to report for Q4

Concerns/Risks:

The number of days taken to relet empty homes is still of concern and delays are being experienced as a consequence of the pandemic with contractor
availability and supply of materials. The issue is further exacerbated by an increased number of households being unavailable to view or move into new

homes because they are self-isolating or unwell. We should see this improving as restrictions lift and hopefully infection rates fall.
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Corporate Resources

Absolute S
DDC Current | Number of | PIrection
PI Description g)(l;lttgl;gg Target Q1 Q2 Q3 Q4 | cumulative | Cases this t‘;f E\"j‘i‘éﬁ's STQSS
2020/21 figure | Qtr where | "oy
applicable)
ACCoo4 | FOrcentage of invoices paid on 96% (Q3) | 9150% | 96% | 88% [5.23% | ‘500 | 83.28% 3,049 V¥ | Amber
csuoo1 | Percentage of ASB cases resolved | gqo0 (53) | 9806 | 100% | 100% |100% | 100% | 100% 69 >
within 30 days
Percentage of complaints
ENHO0O05 | regarding nuisance responded to 98.50% 95% 99.2% 99% 97% 98% 98.30% 222 A
within 5 working days
ENHo12 | Number of Fixed Penalty Notices 2053 N/A 6 9 7 6 28 N/A N/A
issued for litter
ENHo13 | Fercentage of stray dog enquiries 100% 95% 100% | 100% | 100% | 100% | 100% 43 >
responded to within target time.
ENHO15 _Number of Fixed Renalty Notices 8 N/A 0 0 0 1 1 N/A N/A
issued for dog fouling
ENHo16 | Number of Envirocrime 192 N/A 0 1 1 4 6 N/A N/A
prosecutions completed
Number of working days/shifts lost 7.42 0.88 064 | 1.95 | 1.33 4.80 Compared
GOVool due to sickness absence per FTE days N/A days days days | days days A 25013,‘210
Number of working days/shifts lost Compared
GOVO002 | due to long term sickness absence géli N/A 3&552 3(‘34i ;('3475 ;&02 g’:i \ 4 to Q4
over 10 days per FTE Y y y y y y 2019/20
The number of second stage
GOVO003 | complaints referred to the 26 N/A 8 10 10 23 51 N/A N/A
Council's Complaints Officer
GOV004 Iehciic‘érgber of FOI requests 1074 N/A 187 204 | 282 | 256 1,019 N/A N/A
Number of households living in
HOUO10a | Temporary Accommodation 171 90 166 147 147 166 166 v

including B&B
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Corporate Resources

Absolute Direction
bDC Current Number of
PI Description gglttgl;;g Target Q1 Q2 Q3 Q4 | cumulative | Cases this t‘;f Tg\‘;‘i‘éﬁ's ST:{SS
2020/21 figure | Qtr where | "oy
applicable)
Number of households in bed &
breakfast (The data provided in
HOUO010b | HOUO10a and b shows the 22 20 25 17 21 29 29 \ 4
number of households on the last
day of the quarter.)
The number of households
HOUO11l | presenting as homeless where a 150 N/A 40 35 23 46 144 v N/A
duty to re-house is accepted
HOUO012 | The number of children in B&B 0 N/A 0 0 0 0 0 > N/A
The percentage of licensed
LICO05 | premises inspections completed 100% 80% 0 0 100% 0% 45% 0 v
by target date
The percentage of unopposed
LIC0O06 | licensing and permit applications 98.75% 75% 100% 100% | 99% 99% 99.5% 162 A
processed within 5 working days
psHoo7 | Number of DFG applications 108(Q3) | N/A 6 9 9 33 57 33 A N/A
completed (for information only)
Percentage of completed DFG
psHoog | 2pplications approved within 10| 7796 (Q3) | Ny 66% | 87% | 80% | 100% | 85% A N/A
working days from receipt of
application
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Performance Summary — General Fund, HRA and Capital
General Fund (GF) Budget Update

On 3" March 2021 Council approved the budget and Medium Term Financial Plan (MTFP) for 2021/22 - 2024/25. The MTFP included a revised forecast for the
General Fund of £7k surplus for 2021/22 taking into account the impact on income streams and cost pressures from the Covid pandemic, Government funding
to support Councils and other known in-year impacts.

The MTFP also recognised the significant uncertainties facing the Council’s budget including the on-going impacts of the pandemic and potential further
lockdown periods, the EU transition, future Port Health responsibilities and future Government funding streams.

Work is now underway to calculate the year end position as part of the annual Statement of Accounts process. As approved in the MTFP any surplus achieved
in 2020/21 will be transferred to earmarked reserves and utilised to support the 2021/22 budget if required.

Strategic Director (Corporate Resources) comments

Performance:

Environmental Enforcement

The number of FPN’s issued is significantly lower this year partly due to Covid but also due to a contractor not being in place. A new contractor will be in place
for summer 2021. The low number of prosecutions reflects the drop in FPN'’s issued as many prosecutions follow non-payment of the penalty notices.

LICOO05 is below target as it relates to the non-statutory inspection of Public Houses and Animal Establishments which have predominantly been closed due to
Covid restrictions.

The number of DFG applications completed has this year has significantly been affected by Covid. The number of referrals from KCC has dropped but the
primary influencing factors are the reduction in available building companies throughout the pandemic, combined with individuals' preferences not to have trades
people in their homes during this period.

During this financial year, 2020/21, there have been a total of 1 application made and approved for the use of Covert Surveillance in accordance with the
Regulations of Investigatory Powers Act. This application related to investigations into fly tipping incidents with the District.

Housing
The number of households “Living in temporary accommodation including B&B” has increased this quarter, reflecting a higher number of homelessness

presentations which is not uncommon following the Christmas period. An ongoing lack of move-on accommodation into either social or privately rented housing
continues to impact the numbers in temporary accommodation. The Council continues to increase its stock of interim housing in order to minimise the numbers
housed in B&B.

The provision of suitable and cost effective temporary accommodation continues to be a priority and a further 20 units of interim accommodation for homeless
households were acquired by DDC in 2020/21. Another 24 units are expected to complete in the next financial year along with the acquisition of up to 6 units of
accommodation specifically for a small number of rough sleepers in the District. These acquisitions will be further complemented by the development by DDC
of 24 new homes for social rent at the site in Godwyne Road, Dover.
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Staff numbers

Division FTE @ 1 (Leavers)/ Joiners/ FTE @ 31 March
April 2020 Transfers 2021
Chief Executive 40.61 -0.57 40.04
Governance 52.58 0 52.58
Corporate Resources 60.32 +24.73 85.05
Operations and Commercial 113.78 +15.64 129.42
HR & Audit 27.23 -2.68 24.55
Total Staff FTE 294.52 +37.12 331.64
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Operations and Commercial

The number of visits to the

MUSO002 | museum in person per 1,000 1?835)5 200 0 3.52 11.15 0 3.67
population
PKG003 | Number of PCNS issued 12,968 N/A 1,860 | 4,041 | 3,548 789 10,238
Percentage of major planning
applications determined in 13
pLAOD1 | Weeks (exc. section 106 8352% | 6506 | 84.62% | 90% |89.25% | 100% | 90.97%
agreements) or within an agreed (Q3)
extension of time or Planning
Performance Agreement
Percentage of non-major
planning applications determined | 83.71% 0 0 o o 0 o
PLAOO2 in 8 weeks (exc. Section 106 (Q3) 75% 89.74% 91% 89.71% | 90.45% 90.23%
agreements)
The percentage of decisions for 5 11%
PLAOO3 | major applications overturned at (.Q3)0 <10% 0% 0% 0% 0% 0%
appeal (+)
The percentage of decisions for 1.27%
PLAOO4 | non-major applications (.Q3)0 <10% 0.7% 0% 1.4% 0.5% 0.65%
overturned at appeal (+)
Number of new houses 53,286 513
PLAOO7 completed. (03) N/A 172 76 67 198 (53,799)
Growth in Business Rates base
(number of registered 4,124 i 50
PLAOO8 businesses) (Q3) N/A 39 5 10 4 (4.174)
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Operations and Commercial

% of appeals upheld by the 23.93%
PLAOO9 | Planning Inspectorate as a % of (&?3) N/A 25% 0% 33% 17% 18.75% N/A N/A
those submitted
Number of collections missed
WASO003 | per 100,000 collections of 5.53 15 5.28 5.8 4.82
household waste.
Residual household waste per 356.36 Awaiting
WASO010 | household k. 350kg 417kg 420kg KCC
g Data
Household waste sent for reuse, Awaiting
WASO011 | recycling or composting 47.50% 50% 50% | 49.30% KCC
Data
Environmental cleanliness:
WASO012 | Percentage of streets containing 4.48% 5% 3.92% 5.38% 4.55% N/A N/A
litter
Environmental cleanliness:
WASO013 | Percentage of street containing 13.80% 10% 17.17% | 15.04% 14% N/A N/A
detritus

Strategic Director (Operations and Commercial) comments

Performance:

Performance as reported above continues to be strong across all service areas other than at Dover Museum, which has sadly been closed for several months
due to the lockdown restrictions. Officers are still primarily based at home, in line with government guidelines, and it is commendable that service standards
continue to be maintained, faced with the challenges that these working arrangements can pose and an ever increasing workload as the Council deals with the
impact or EU transition and the growing momentum developing on the delivery of the regeneration plans.

Commercial Services
Parks & Open Spaces: In-house Grounds Maintenance team have been carrying out their winter maintenance duties and assisted Kent Highways and Housing
with gritting during the adverse weather. The burial service continues to be busy and above the normal levels, this is due to the increased death rate during the
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Operations and Commercial

second wave of Covid19.

The Kearsney Parks Project: There are still ongoing works with the final accounts and the rectification of defects on both contracts. Whilst the parks are now
open to the public, the formal opening is how planned for summer 2021.The overall project will complete by the end of June 2021. Sadly, both Kearsney Abbey
and Russell gardens were affected by flooding during the winter months with damage caused to features within the historic landscape. Estimates for the costs
involved in repairing this damage are being obtained and options reviewed before repairs can be made. Russell Gardens had to be closed for safety reasons
during this period.

Kearsney Café: The café opening has been put on hold due to the Covid restrictions and it is now hoped that this should be open by late May/early June 2021.
The new public toilets have been made available to those visiting the park during the current national lockdown.

Natural Environments: The WCCP team have been unable to complete many of their winter tasks as they involved volunteer groups to help complete tasks
within the natural environment. These will now be dealt with later or when volunteering numbers are high enough to deal with these works. The team are now
working with partner agencies to plan for the expected high footfall during the coming spring and summer 2021, due mostly around staycation and no
international travel.

Transport & Parking Services: Following the departure of the Transport and Parking Services Manager in February to a new role, following an external
recruitment process, a hew Manager has been appointed who joined the team in early April. Parking income remains significantly below budgeted levels with
income for 2020/21 expected to achieve around 55% of its original budget and claims to MHCLG for lost income will continue to be made. Funding was secured
from OZEV to enable the installation of 49 EV charging points across the district and work has already started with the preparation works for the power supply
and concrete bases.

Waste services: This period was as anticipated, very busy for both the client team and our contractor Veolia, with the transition to the new contract which took
effect on January 16™. We continue to see very high tonnages on all waste streams and increased demand due to lockdown. There is no reduction in demand
expected going forwards as many residents have now got used to relying on the kerbside collection with the HWRC'’s still operating a booking system. Both
garden waste and bulky waste subscriptions are both extremely high. The new Waste Services Manager, joined the team in late March and has been working
with Veolia to manage the round changes taking place in early April. High volumes of litter on the strategic routes is now being cleared following the cooling
down of Manston and changes to the Op Fennel plan. Work continue to be programmed through the spring in advance of the summer season and the Open Golf
tournament.

Officers are continuing with home working and continue to deliver the services, but office visits are still possible if needed.
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Operations and Commercial

Inward Investment & Tourism:

The focus for the Team over the past quarter has continued to revolve around a diverse range of projects and activities. As with the previous reporting period,
particular focus has surrounded the impacts to business of the Covid-19 Pandemic and Transition. Significant grants have been distributed including the
Additional Restrictions Grant Programme (with further funding anticipated) which has challenged resources. On the project front, progress continues on the
Coastal Community joint project at Market Square, along with the Dover Fastrack (BRT) and scoping analysis for the Cable car in liaison and partnership working
with English Heritage through the establishment of a Project Board approach. The Market Square Project has moved forward through process in anticipation of a
commencement on site. Planning Consent has been issued for Fastrack and a report on the next stage of the Cable car will be given to Cabinet in May.
Alongside this, confirmation of the provisional award of £3.2m from the Future High Street Fund for improvements in Dover town centre has now been

received The multi-disciplinary meeting of Officers, chaired by the Deputy Leader, is continuing to meet on a fortnightly basis to progress and enable the various
projects, with a range of detailed appraisal and marketing tools being undertaken. A detailed Schematic has been completed, providing focus to comprehensive
growth and development opportunities. Inward Investment enquiries are also being made, which is seeing multiple interest across the district.

Planning for the 149 Open Golf Championship in July has also progressed, gathering significant pace and complexity through possible implications associated
with Covid. The department has also led the creation and launch of the Event Makers programme in collaboration with Sporting Events UK and
Dover Technical College, working with Kent Country Council and The R&A

The Tourism & Visitor Economy Department, part of Inward Investment & Tourism, have continued with their support to the district’s tourism & visitor economy
businesses/industry providing useful information, updates and advise as part of website updates and a distributed digital newsletter. Sector representation and
collaboration at a national, regional, county and local level also continued throughout, including contribution to inquiries at all levels and impact monitoring.

During this time, the department has continued delivery upon elements of the new DDC Tourism & Visitor Economy strategy and delivered a programme of
training to over 110 visitor economy business across Dover District (training organised and hosted by the Visitor Information Centre team).

The department is also leading upon the creation and implementation of a number of high profile, marketing and communication based, District Growth and
Investment projects:

White Cliffs Country website

Introduction of an Industry Blog feature within the White Cliffs Country Industry Hub section

White Cliffs Country Social Media (Facebook / Twitter / Instagram)

Further enhanced marketing & communications activity, especially via the dedicated Social Media Channels

The department has also: Distributed the new White Cliffs Country Destination Guide and White Cliffs Country Travel Trade Guide.; Launched Walking & Cycling,
Days Out.; Distributed the White Cliffs Country promotional video as well as the individual promotional videos for Deal, Dover and Sandwich; Created the new
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https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.dover.gov.uk%2FNews%2FPress-Releases%2F2021%2FCould-You-Help-Give-a-Warm-Welcome-to-Kent-as-an-Event-Maker-at-The-Open.aspx&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323553608%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=ebtdSdahWE4KrAnsdhPIrLHy5lRMyIaDMVK2qbzgxAk%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.dover.gov.uk%2FNews%2FPress-Releases%2F2021%2FWhite-Cliffs-Country-Supporting-Dover-District%27s-Tourism-and-Visitor-Economy.aspx&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323543614%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=RSFj4KaAvQy%2FwPK4gSNrH69DZXHnXGcEdpVl0%2BnjCc8%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.dover.gov.uk%2FNews%2FPress-Releases%2F2021%2FWhite-Cliffs-Country-Supporting-Dover-District%27s-Tourism-and-Visitor-Economy.aspx&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323543614%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=RSFj4KaAvQy%2FwPK4gSNrH69DZXHnXGcEdpVl0%2BnjCc8%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.whitecliffscountry.org.uk%2F&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323553608%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=qUTAb5GC3NS9TsqCk3lTSslrUphaGtPZd%2FMn8WKGOFk%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.whitecliffscountry.org.uk%2Findustry-hub&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323563595%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=W6%2BqouGq5R4VfHD9fvVOy64TqGy2ko%2FHeBfZj40JsrM%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.facebook.com%2FWhiteCliffsCountry%2F&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323573597%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=hjU%2FQNI%2FqNBgJ8IsmgKqc20vPRV5SzSR61kni5%2BUZL4%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Ftwitter.com%2Fvisitdover&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323573597%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=CM1ztZgG3CisBajiovNUA5GmKwJfnWdNOQjEaV7ICiE%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.instagram.com%2Fvisitdover%2F&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323583591%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=KH0iTfynk77fn%2BJvCdQkTLNFjPswTmjZN5NOTav1NBc%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.whitecliffscountry.org.uk%2Fpdfs%2Ftourism-guide-2021-web.pdf&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323583591%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=TXxIGJEEwJ3PGbd093YDp8wAtHhG38dZj77kalsNdLI%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.whitecliffscountry.org.uk%2Fpdfs%2FTourism-Group-Travel-Brochure-2021-Web.pdf&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323593586%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=bbz9YFH5K6WsbtBvSKKGEZ5HjSqzpOztWrcMjf6pYNg%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.whitecliffscountry.org.uk%2Fpdfs%2Fwalking-and-cycling-map-leaflet-2021-web.pdf&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323593586%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=g7doZIMK5oIMSXq9tI1T3XDUrhCQ8OMc2uEK1edQI60%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.whitecliffscountry.org.uk%2Fpdfs%2Fdays-out-2021-leaflet-web.pdf&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323603580%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=yXPPeQa61Ly1sRjl%2FnJQu8bmPrAJtRL6FJ9gr%2BBst3E%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2FIXslJyw7QMU&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323613570%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=Ion7DH%2FU3fHU0t0T%2F05RNqQc6OoVjiQGTf%2BZHIjlQg8%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2FaSqE-jzhPME&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323613570%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=ChKlxXjmziiqtWvuUyN5PK5%2BFXEOSAEYRfZ2ZTALXq4%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2Fon1bADXBpus&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323623565%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=cpd%2BJYffJzZQdvxB1ABb6O7Vc%2B5RoFOq7ORCZDsMVTE%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2FJ7-tZhotbco&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323623565%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=Zwx4KiZZ1GNYyF8E7r6ADNLItmA%2FaPUwbOmU%2FKDXmj4%3D&reserved=0

Operations and Commercial

‘Maison Dieu’ logo and identity guide; Historic Panels design and content agreed for Walmer Parish Council and Goodwin Sands Trust; Presented digitally ‘White
Cliffs Country’ at the Excursions Travel Trade Show in January.

The Visitor Information Centre (VIC) has also: Maintained contact with visitors, residents and businesses; Updated accommodation, attraction and anniversary
databases; Prepared the VIC and Shop for re-opening.

Museum:
During Q4 the museum was closed to the public as part of the response to the Covid emergency. Work has continued remotely and behind the scenes on the
design of, and preparation for the new store, that will replace the stores currently in Ladywell and Deal

Assets & Building Control:

The team continue to make progress addressing the various short comings of the housing maintenance service that DDC inherited on 1% October. The hard work
preparing for the breaking up of East Kent Housing paid dividends by enabling noticeable improvements despite the fact that all aspects of the service DDC
inherited being worse than the lowest expectations of officers. Areas where significant progress has been made include:

e The compliance data is now fully verified, although it should be noted that individual issues still are surfacing and being addressed immediately to
ensure accuracy of the data. Performance is at or about the desired levels for the vast majority of the compliance work streams.
e Work has started to address contract management issues and 2 contracts will be ready to go to tender in May.
¢ Addressing a myriad of complaints about issues left unresolved by East Kent Housing.
¢ Working closely and collaboratively with Housing Service colleagues to minimise the void period whilst, at the same time, doing more work since the
property is empty. The number of voids coming through is currently higher than expected making the task more difficult
e The project to renovate and refurbish all the external elements (roof, guttering, painting) at 30 propreties in Aycliffe has completed and has been very
well received by tenants.
[ ]
Despite many of the team being diverted in full or in part in to housing related work there are a plethora of other projects and work streams which the team are
delivering including:

e Managing the further fall out from lockdown 3. Work includes making arrangements to protect the Council’s interests with respect to the leisure centres,
reintroduction of Covid ways of working and making assets Covid secure, work to support commercial tenants.

e Early preparations for the elections.

e Much work to progress the design for the Maison Dieu project following the NHLF award of £7.2m in September as well as identifying and designing
enabling works, which will be on site prior to the main construction phase. Your Leisure surrendered their lease in February. Considerable progress has
been made on the decant plan needed to create the space for the building work. Enabling works including significant repairs to flats roofs are underway.

¢ Following a very successful meeting with UKPN in January, at which UKPN accepted responsibility for resolving most of the issues the problems as

Page 14



https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.dover.gov.uk%2FLeisure-Culture-Tourism%2FHeritage--Museums%2FTown-Hall%2FMaison-Dieu-Restoration-Project.aspx&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323633557%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=4XJ9gFrnIFybHn8p%2FghqRzLORf%2FpZeH0p22VlFCrwlE%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.excursionsshow.com%2F&data=04%7C01%7CMandy.Weir%40DOVER.GOV.UK%7C57cb3d75f9bb4d10c12b08d9096e782e%7C97d0cb53199d4c70a001375e8c953735%7C0%7C0%7C637551192323633557%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=HZgIf6K3qO5M%2FJuEYcJ6em86fWjYU91SK17EGZDEVs4%3D&reserved=0

Operations and Commercial

quickly as possible, a review of the works needed together with a programme of works is being developed. Well over 2000 street lights have been
converted successfully.

e The contract to take down and rebuild the tall but leaning chimney at the Astor Theatre was let and protective scaffolding has been completed and
careful cost control has allowed the theatre in conjunction with the DDC contractors to undertake repairs and redecoration of the front elevation.

e The two projects at Victoria Park Deal progress. The first, the creation of an earth bund flood defence to the tennis centre, which will prevent any
reoccurrence of the damage caused to the floor and walls in 2016, was close to being ready to tender. The second, involving improvements to the
surface and fencing of the outdoor tennis courts next to Mill Road, completed in March, with the exception of fitting the automatic gates, expected to
complete in April.

e Design and specification work continues in collaboration with the museums team to deliver a new museum store at the Whitfield Business Park, which
will provide a safer home with enhanced environmental conditions for the museum collection. The project will go out to tender in April.

e The contract to repair the lower deck of the pier, following storm damage in the spring of 2020, has been tendered. The insurance claim is settled and
work is likely to start in May as and when weather and tides allow.

e The £12.6m project to deliver 65 units at Harold St, Dover is progressing well with completion, despite the difficulties and delays caused by the
pandemic, due in early summer. The project is on budget and sales off plan of the 29 shared ownership units are also progressing well.

e The Assets Maintenance team have been quietly carrying out much needed repairs and refurbishments at very little cost to DDC. Works include
completing the refurbishment of the chapel building in Hamilton Cemetery and the DDC owned wooden bus shelters across the district have been
repaired and refurbished.

Planning & Regeneration:

Application performance remains strong and the outturn for the year shows a significant increase in overall performance for both major and non-major
applications. Appeal performance for non-majors has varied across the 4 quarters but as a % of total applications also shows an improvement. This is in the
context of a substantial rise in application numbers which is part of a national trend, which in Dover appears to be due to interest in relocating to rural/coastal
areas which is positively impacting housing growth and values, and to spending on improvements to 2"¢ hand property from household savings. As a result of
this growth fee income for the financial year significantly exceeded targets. Activity will be monitored to see if this represents a longer-term growth in workload.

Concerns/Risks:
Loss of income continues to be a major concern for Commercial services. Future working practices and long-term impacts of Covid are still a cause for concern.
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