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CHILDREN AND FAMILY COURT ADVISORY AND SUPPORT SERVICE

Paper for the Board –Meeting Scheduled for 11 October 2007

PERFORMANCE REPORT
1
AIM AND PURPOSE

1.1
To provide the Board with an update overview of the operational service position as at 31 August 2007.  
2
ACTION FOR THE BOARD

2.1
This report is for information and discussion only.

3
RECOMMENDATION

3.1
For the Board to note the report and key issues.

4
KEY STRATEGIC ISSUES FOR THE BOARD TO CONSIDER

	Key Performance Indicators
	Target
	Performance
	Year to Date

	1 – S31 allocations within 2 days
	60%
	
	52.4%

	2 – Public unallocated
	3%
	
	3.2%

	3 – DR’s with full/partial agreement
	60%
	
	62.1%

	4 – Service user satisfaction
	Update included

	5 – Service user diversity
	95%
	
	82.2%

	6 – Appraisals completed in 12 mo.
	95%
	
	50.3%


Sherry Malik







Andrew Thorpe

Corporate Director, Strategy & Performance


Corporate MIS Manager

	KPI 1 – 60% of allocations during the month for Section 31 cases (care and supervision) should be within 2 working days from receipt of request (receipt day counted as nought).
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	Target
	Performance
	Year to Date

	
	60%
	
	52.4%

	
	Analysis

Graph - Year to date performance has decreased slightly from 52.8% in Jul 07 to 52.4% as at the end of Aug 07. Five out of ten regions are meeting the target.

To support this KPI, allocations of Section 31’s within 7 working days as at the end of Aug is 68.8%, up from 68.7% in July. Allocations within 28 days are 93.0%, up slightly from 91.6% in Jul.

Best Performance – East Midlands (96.6%)

Regional Hotspots – Greater London (18.4%), North East (22.3%), Yorks & Humberside (42.3%), West Midlands (43.6%), and North West (46.9%). 

At the 28 day stage, Greater London achieved 92.8%, Yorks & Humberside 89.1%, North West 95.1%, and West Midlands 94.9%, showing capacity for improvement. However, North East made poor recovery at 51.2% and is currently underperforming in the allocation of Section 31 cases. This is in parts, due to resources being diverted to work on a new DR model and long term sickness of 6.1%

No Performance Changes For August

Comparison (April through Aug) - Last year’s performance was 58%.



	NB:  This graph shows the performance each month as a year to date percentage.  Year to date percentages are used to build a picture of performance as the year progresses.  This is also the most accurate picture given that the Case Management System allows for timely reporting of amendments.


	KPI 2 – No more than 3% of the public law workload should remain unallocated at month end.
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	Target
	Performance
	Year to Date

	
	3%
	
	3.2%

	
	Analysis

Graph - Year to date performance has remained at 3.2% as at the end of Aug 07. Five out of ten regions are meeting the target.

Best Performance – Eastern and Southern (1.1%)
Regional Hotspots - North East (11.6%)
Performance Changes – 

Greater London moved from amber (3.2%) to green (3%)
Since July, a slight improvement has been made in North West from 3.4% to 3.3% and remains on target to meet the KPI.
Comparison - (April through Aug) – Last year’s performance was 2.6%.
Throughput - Nationally 34.7% of Section 31 cases were completed within 40 weeks. 
Backlog –As at end Aug 07 = 367 cases

                 As at end Aug 06 = 344 cases

	NB: This graph shows the performance each month as a year to date percentage. Year to date percentages are used to build a picture of performance as the year progresses. This is also the most accurate picture given that the Case Management System allows for timely reporting of amendments.


	Public Law Summary

	[image: image4.emf]PRIVATE LAW FILING TIMES WITH COURTS

0

5

10

15

20

25

30

35

10-12 weeks 13-14 weeks 15-16 weeks more than 16 weeks

Number of Teams

end 2006 - 2007 2007 - 2008 to date


[image: image5.emf]NATIONAL DIVERSITY MONITORING [KPI 5]

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

EM E GL NE NW SE SW S  WM YH

% Forms Returned Target



	Public Law demand - Migration of data to CMS has meant that comparisons with previous years instances are not robust. We are currently investigating what the difference may be. 

Overall total Public Law requests, when including all types of proceedings, were down 12.7% comparing the same period. This could be attributed to the fact that in the same period last year, Freeing Order applications were being counted as separate cases for purposes of demand. Since the rollout of the Case Management System, Freeing Orders are added as an additional application to an existing case and not counted separately.
On current figures, in comparing this year to date to the same period last year, nationally, Public Law care requests appear to be down 6.8% Past performance shows that there are seasonal variations in the numbers of Section 31 applications to court, which can be related to changes in local authority practice and or recruitment and retention issues in local authorities. The impact of the new Public Law Outline may also be delaying applications to court, and we may see big increases later on, repeating the pattern when the Judicial Protocol was introduced. 
Four regions are showing increases in care demand to date compared to the same period last year.  

Adoption requests were up 2.2% in the same period.



	NB: These graphs show the performance each month as a year to date percentage. Year to date percentages are used to build a picture of performance as the year progresses. This is also the most accurate picture given that the Case Management System allows for timely reporting of amendments.


	KPI 3 – Percentage of dispute resolutions (including extended dispute resolutions) resulting in full or partial agreement.
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	Target
	Performance
	Year to Date

	
	60%
	
	62.1%

	
	Analysis

Graph - Year to date performance has decreased slightly from 62.2% to 62.1% as at the end of Aug.

We are exploring the capability of the Case Management System to report against the sustainability of these agreements over a period of time. 

Best Performance – Eastern (71.8%)

Regional Hotspots – No regions are currently reported as hotspots. Seven regions are meeting the target and three are on target to meet the KPI.

No Performance Changes for August
Comparison (April through Aug) – Last year’s performance was 59.6%.



	NB: This graph shows the performance each month as a year to date percentage. Year to date percentages are used to build a picture of performance as the year progresses. This is also the most accurate picture given that the Case Management System allows for timely reporting of amendments.


	Dispute Resolutions Summary
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	Dispute Resolutions - In comparing this year to date to the same period last year, Dispute Resolutions are down 26.7%, with all regions showing a decrease; excluding South West, which is showing a 1.9% increase.
Throughput - A new model of practice is being rolled out in all teams and this will initially have some impact on throughput and productivity. In the longer term however this needs to be seen in relation to demand for section 7 reports and a corresponding decrease may indicate success in our DR work. 

S7 Demand - We have received 9,303 requests for S7 Reports as at the end of Aug compared to 10,015 cases in the same period last year; a difference of 712 (7.1%)
DR Demand - We have received 8,551 requests for Dispute Resolutions as at the end of Aug compared to 11,428 DRs in the same period last year; a difference of 2,877 (-25.2%)
DR Time - Time spent on Dispute Resolutions are up 4,461 hours compared to the same period last year.  This equates to a 19.9% increase with seven regions showing an increase.


	NB: These graphs show the performance each month as a year to date percentage. Year to date percentages are used to build a picture of performance as the year progresses. This is also the most accurate picture given that the Case Management System allows for timely reporting of amendments.


	PI 3c – Percentage of Private Law early interventions resulting in an agreement that are subsequently referred for a Section 7 report
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	Target
	Year to Date

	
	Not Set
	23.9%

	
	

Analysis

Graph - Year to date performance has decreased slightly from 23.6% to 23.9% as at the end of Aug.

There is currently no target set for this PI, although a lower percentage of Dispute Resolutions referred may indicate an overall success of the scheme. The year-end result will form a baseline for future targets.

The Case Management System has had the functionality to convert Dispute Resolution cases to a Section 7 report since February 2007, which has enabled more in depth analysis of our private law cases.
Best Performance – North East (14.8%)
Four regions have less than 20% of their DRs cases referred for S7 reports.



	NB: This graph shows the performance each month as a year to date percentage. Year to date percentages are used to build a picture of performance as the year progresses. This is also the most accurate picture given that the Case Management System allows for timely reporting of amendments.


	Private Law Summary 
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	Private Law demand - Comparing this year to date to the previous year, Rule 9.5 cases are down 15.7% (84 cases) compared to last year, with three regions showing an increase. South East has had the biggest increase year to date with 15 cases. 
Overall, total private law section 7 report requests were down nationally 7.1%, with two regions showing an increase. 
Backlog - Year to date performance has decreased slightly from 9.4% to 9.5% against a target of less than 4% unallocated workload less than 10 weeks to filing date. August’s backlog less than 10 weeks was 879 reports. Total unallocated backlog was 1,945 reports.

Family Assistance Orders - In comparing this year to date to the previous year, nationally FAOs are up 27.8% (37 orders) with six regions showing an increase, including North West with the biggest increase of 24 orders.

	NB: These graphs show the performance each month as a year to date percentage. Year to date percentages are used to build a picture of performance as the year progresses. This is also the most accurate picture given that the Case Management System allows for timely reporting of amendments.


	Private Law Summary Continued
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	Private Law Court Filing Times – 20.8%  of teams meet the standard filing time of 10–12 weeks, 22.2%  of teams are on target to meet the standard with 13–14 weeks, 44.4% of teams have filing times of 15–16 weeks  and 12.5% of teams are filing more than 16 weeks  (10 teams). These are Lancaster (17 weeks), East Kent (20 weeks), West Kent (14-20 weeks), Plymouth (18 weeks), Slough (22 weeks), Coventry (20 weeks), Bradford (14-20 weeks), Hull (17 weeks) and South Humberside (14-19 weeks) 
Performance Changes –

Wiltshire moved from 14 weeks to 15 weeks



	KPI 4 – Service users giving feedback express overall satisfaction with the service they have received from CAFCASS

	Cafcass proposes to launch a new mechanism for gathering service user feedback for KPI4 at the Open Board meeting on the 11th October 2007.  This submission should be treated as an update on the development project, and an invitation to comment.  Please feed back to Andrew Cockayne, (Project Manager – Cafcass Outcomes Project) andrew.cockayne@cafcass.gov.uk
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How will we collect the data?

Cafcass has a dual commitment to user feedback.  The first is expressed in National Standard 8 and is that we will give every service user the opportunity to comment on our service.  The second constituted KPI 4 and is that we will measure service user satisfaction.

We have several years of experience of collecting feedback by different mechanisms, which provides valuable learning.  However, given that data collected using different mechanisms is not comparable, Cafcass is developing a new mechanism to replace both the paper QA1 forms, and Viewpoint.

In respect of the KPI, for this year, we will draw a sample of 3000 individuals (1000 per age group) that is representative of the demographic, geographic and case profile of all service users and target these people specifically for feedback.  The data will be robust and representative and allow us to obtain baseline data to set a target in respect of this KPI

In the future, feedback will become a universal process, something that becomes a part of the case pathways, and that we ask all practitioners to do for every individual in every case. However, we will consider the period to April 2008 as an opportunity to trial the process we would use – giving all service users the opportunity to give feedback online or whilst visiting our offices


	What will the data cover?

Service user perceptions will be collected across 7 areas:

· Information

· Accessibility

· Child and Young Person Involvement

· Respect

· Outcome & Sustainability

· Service Satisfaction

· Diversity

This year is a benchmarking year.  It is proposed that we build a compound indicator of user satisfaction, covering the outcome areas described above.




	KPI 5 – 95% diversity monitoring forms returned for service users on closed cases which are allocated within the year 

	
	Target
	Performance
	Year to Date

	
	95%
	
	82.2%

	
	Analysis
Graph – Shows a regional breakdown of KPI 5 performance. Year to date performance has increased from 79% to 82.2% as at the end of August. Four regions are on target to meet this KPI.

Best Performance – South East (93.1%)
Regional Hotspots – North East (69.2%), South West (70.9%), Greater London (79.1%), Yorks & Humberside (80%), North West (81.5%), and Southern (84.2%).
Performance Changes –

East Midlands moved from red (80.0%) to amber (87.7%)
An analysis of what the data shows will be provided to the Board in December. 

Staff diversity monitoring is 99.7% as at the end of August

	NB: Year to date percentages are used to build a picture of performance as the year progresses. This is also the most accurate picture given that the Case Management System allows for timely reporting of amendments.
Diversity:  A new KPI for diversity started in April stating that 95% of forms should be returned for parties and children on closed cases, which are allocated within the year. All regions have been concentrating on improving their returns, and many have action plans in place. 


	KPI 6 – 95% appraisals completed for all staff within a 12-month rolling period.

	

	Target
	Performance
	Year to Date

	
	95%
	
	50.3%

	
	Analysis

Graph - Year to date performance has decreased from 56.3% to 50.3% as at the end of August. No regions are currently meeting the target. It is vital that with a new 3 year Business Plan and the implementation of new National Standards, we are translating these into individual objectives in appraisals.  
Best Performance – National Office (70%)
All Regions are Currently Hotspots 

No Performance Changes for August
Long term staff sickness (target=1.5%) is at 3% Short term staff sickness (target=2.5%) is at 1.7%. 

 

	NB: This graph shows the performance as a year to date percentage. This KPI and surrounding issues will be scrutinized where performance is low.


	Finance Summary

	

	Analysis

Overall, there is a strong correlation between resource use and activity with no real significant outliers.

Max –South East and South West are using a smaller percentage of resources compared to their share of demand activity.
Min – Greater London is using a greater percentage of resources compared to their share of demand activity.


	NB:  Forecasts are produced quarterly and activity is calculated monthly based on a rolling 12-month period.

Finance: This graph compares each region’s use of resources compared to their demand activity.  
The percentage of spend is calculated by taking the regions quarter 1 forecast spend as a percentage of total regional forecast spend at quarter 1.  The percentage of demand activity is calculated by taking the regions total rolling 12-month demand activity (as at Aug 2007) as a percentage of total national demand activity (as at Aug 2007).  
It is expected that these two percentages should equal.

Further Analysis and information from Finance
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Cafcass desktop 





Practitioner laptop 





Cafcass standalone 





Own      PC 





User contacted by phone to complete form 





User encouraged to give feedback as part of direct work





User encouraged to give feedback whilst in a Cafcass waiting area





User gives feedback online of own volition





Staff member takes login from CMS and adds to leaflet in welcome pack





Case Management System creates login as person is added to system





Example of child questionnaire: Questions are very simple. Answers are pictorial.  Voice engine reads out the three options to choose from
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