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1. Introduction 

1.1 This paper will provide an update on service performance over Q1 2020/2021 
and also highlight key achievements over this same period. 

2. Performance Reports 2020/21 – Quarter 1

2.1 Quarter 1 performance is detailed below.  Members will note that overall 
performance is positive for quarter 1.  Clearly some data is not available for this 
quarter due to the service not being available during pandemic. 

2.2 The Customer Service Unit (CSU) had a positive quarter with three measureable 
targets being achieved.  We were able to mobilise our staff quickly to receive 
calls from home, which enabled all operators to focus efforts solely on phone 
calls.  This resulted in the team being able to keep the wait times down and 
achieve the targets.  The decision last year to introduce part home working for 
our CSU workforce has helped the team deal with responding to the crisis. 



3. Quarter 1 Achievements

The following achievements are a sample of the projects/work undertaken by this 
group of services during the quarter 1 in 2020/2021.

 
3.1 Children Services and Community Safety Partnership 

3.1.1 The Community Safety Team made 275 food parcel deliveries to households 
in the borough and supported 3 charities with over 150 parcels, Hospice of St 
Francis, Age Dacorum and The South Hill Centre, during the Coronavirus 
Pandemic.

3.1.2 The Adventure Playground staff were redeployed to assist with the 
contacting, cleaning and sanitising of Elderly Person Dwellings.

3.1.3 Staff from the community safety team were also redeployed to support the 
council’s post room. 

3.1.4 The works to install the new 3G pitch will commence in September.

3.1.5 The community safety public meeting was postponed due to Covid-19 and 
has been re-arranged for the autumn. 

3.1.6 We have had additional pressure on the service due to Domestic Abuse 
approaches (victims and perpetrators).  Data from Families first shows that 
last year in a 7 week snapshot (first quarter) there were 40 new reports of 
Domestic Abuse. 

3.2 The Old Town Hall

3.2.1 Due to the Coronavirus pandemic – the Old Town Hall along with all other 
arts and entertainment venues in England closed its doors on Tuesday 17th 
March 2020.  For 8 weeks the building was locked to both staff and public 
alike.

3.2.2 When staff were allowed back into the building in May the following works to 
the building were achieved:

 Completion of an essential water quality test following the re-opening of the 
building.

 The installation of the new theatre seating went ahead. 
 The Old Town Hall roof (above the auditorium) fixed the water ingress issue.  

Scaffolding has gone up front and back of the building to get urgent roofing 
works done.  

 Monthly water temperature checks and Legionella testing.  Old Town Hall 
technician conducts weekly tests – Orion water engineers conduct monthly 
checks

 Replacement of water heater in the Cellar – Orion engineers / Building 
 Installation of new dosing point on second main water tap.
 Removal of theatre tabs (curtains) for cleaning and application of Fire 

Retardant – in line with HSE regulations.
 Removal of pigeons and guava from roof void above the Gallery bar / café
 Replacement of broken radiator
 Replacement of broken window that looks out onto the High Street



 In addition our cleaning staff are engaged in full and robust programme of 
‘deep cleans’ in all areas of the building.  

3.3 Customer Services Unit (CSU) 

3.3.1 All staff are working from home – our response to phone call enquiries has 
not been negatively impacted by the closure of the Forum.  All KPI’s met for 
telephone call response.

3.3.2 Worked with all service areas to amend processes due to no face to face 
provision available to ensure there was as little negative impact to customers 
as possible.

3.3.3 Carried out over 7,500 outbound calls to vulnerable residents on behalf of 
Hertfordshire County Council to offer support during lockdown.  Undertook 
this exercise twice in the quarter.

3.3.4 Worked with Electoral Registration to prepare for the Annual canvass.

3.3.5 Worked with Pest Control to prepare for the transfer of Pest Control calls to 
the Customer Service unit from August.

3.3.6 Discussions with the Food Safety team for the CSU to assist with making 
outbound calls to premises throughout July in line with their opening and 
COVID-19 guidelines.

3.4 Community Partnerships 

3.4.1   Hertfordshire Year of Culture 2020 – Selected highlights in this Q1 include:

• VE day at home – worked with Mayor’s Secretary to put together a 
celebrate at home package online

• Three online campaigns – 64 millions artists Creative Challenges, 
Creativity and Wellbeing week, and Mental Health awareness week in 
May

• #TAG dance intergenerational partner project – successful with Arts 
Council England emergency funding to adapt project as an online 
offer. Delivered and completed community dance workshops and a 
film showing on the Town Centre Screen.

• Herts Cultural Education Partnership (HCEP) Investment programme 
for young people – needs analysis research report completed and 
published.  

3.4.2    Sports and Physical Wellbeing activities – Highlights in this Q1 include:

• Active Dacorum Hub at Cupid Green Playing Fields – signage 
completed and work ongoing for launch / opening of the hub and the 
wellness festival. 

• Confirmed Tennis Courts resurfacing
• Set up Football Working Group, working with DBC colleagues, Herts 

FA, the Football Foundation and DSN.
• Continued planning for the Your Town event in October



• Where possible planned physical activities have been moved to 
appropriate online versions.

3.4.3   Healthy Hub
• The Healthy Hub Dacorum (public health funding) has recently 

launched as a one stop shop for residents, aiming to provide guidance 
on the services that will support your health and wellbeing needs. 

• As we are expected to run virtually until 2021, recently the Healthy 
Hub has introduced an online enquiry form on our website for our 
clients to get in contact. 

• Seeing growth within our social media platforms as we start to 
promote ourselves and our partners to Dacorum residents through 
Facebook and Twitter. 

• Whilst we transition out of lockdown, we are also developing 
partnerships to create physical centres within Hemel Hempstead, 
Tring and Berkhamsted, which will allow us to provide face to face 
support albeit in a safe environment. 

3.4.4 VE Day events on 8th May were limited by lockdown, but our team worked 
with communications and the Mayors team to publicise ways of celebrating 
VE Day safely, with decorations, a toast, singing ‘We’ll meet again’ and 
watching a plane fly over Dacorum with a VE Day banner.  

3.4.5 The Armed Forces Day event in Gadebridge Park that was intended to be 
held on June 27th 2020 was postponed until June 2021.  A tribute to the 
Armed Forces was created on-line, using the portraits and stories of four 
Dacorum residents who support the armed forces.  In addition to this, there 
was a raising of the Armed Forces Day flag at The Forum to mark the start of 
Armed Forces Week and Cllr Julie Banks, Armed Forces Covenant 
Champion, arranged for war memorials to be cleaned. 

3.5 Communications 

3.5.1 External communications – support and delivery on external campaigns and 
projects such as VE Day 75, Armed Forces Day, A41 Spring Clean, 
Hertfordshire Year of Culture 2020, Annual Canvass, EU Settlement Scheme, 
‘You are not alone (domestic violence) campaign’ and Hemel Garden 
Communities.

3.5.2 Internal communications – design and implementation of internal campaigns 
and projects including the launch of a ‘Covid-19 Information Hub on the 
intranet, Covid-19: Staff Health and Wellbeing Survey, launch of the new HR 
system (iTrent), Staff WhatsApp group promotion (over 330 staff signed-up) 
and ongoing internal communications and staff engagement programmes.  
Results from the Covid-19 staff survey showed that only 13% (344 
respondents) of staff felt that they had not been kept up to date on Covid-19 
developments. 

3.5.3 Covid-19 Communications support – Ongoing support during the Covid-19 
pandemic. This includes dedicated campaigns including the various grant 
schemes and discretionary grant fund, public information campaigns from the 
Cabinet Office and Public Health England and service specific campaigns and 
updates.


