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Subject: Performance Overview Report – Quarter 3 2019/20 

Purpose: To provide members of the commission with an overview of the 
Council’s performance for the period 1st October 2019 – 31st 
December 2019. 

1. BACKGROUND

The Quarter 3 2019-20 Performance Report detailed in Appendix A aims to provide 
Members, businesses and residents with an overview of how the Council is performing 
against a number of key strategic indicators. These indicators include the delivery of 
frontline services, financial performance and progress made towards achieving the 
overarching aims an objectives of the Council as set out in the Corporate Plan.   

In addition the covering report will highlight areas of improved and high performance 
and also where performance is challenging. Where this is the case the report will 
summarise what officers are doing to address this.  

1.2 KEY PERFORMANCE INDICATORS 

Recommendation

1)  Members of the commission are asked to note the report.



1.3 Performance is reported using the RAG system with green demonstrating where an 
indicator is on or above target, amber where the indicator is below target but showing 
an upward trend and red where an indicator is below target. 

Indicator Quarter 3 19/20 Quarter 2 19/20
4 (28.56%) 3 (21.43%)
 2 (14.28%)  4 (28.57%)
8 (57.14%) 7 (50%)

2.0 AREAS OF SUCCESS

2.1 There has been a significant improvement in the measure which reports the number of 
missed waste collections within the district. Q3 saw just 1 missed collection for every 
100,000 successful collections. In addition, of the 24 missed collections reported within 
this period, the average time to respond to the report was less than 1 day. Further 
successes within the Environmental Services Team includes an increase in the 
percentage of household waste which is recycled or composted. Within this period, 
Breckland recycled or composted 40% of all household wasted collected against a 
national average of 29%. 

It is encouraging to note that there has been a further reduction in the number of 
reported flytips within the District. There were a total of 208 reports within this period, 
a reduction of 45 (27%) when compared with the same period 12 months ago.  

The Council’s planning service continues to perform strongly. Within this period, 93% 
of all major planning determinations were made within 13 weeks and 96.35% of all 
minor determinations were made within 8 weeks against targets of 70% and 80% 
respectively.   

3.0 AREAS REQUIRING IMPROVEMENT 

3.1     Performance within the Customer Contact Centre remains challenging with 81.5% of 
all calls being answered for this period with an average wait time of 236 seconds. As 
was reported within Q2 a process of understanding these challenges has commenced 
with findings of the deep dive analysis including recommendations for improvement to 
be presented at the end of March. This analysis will examine avoidable contact within 
the Contact Centre and those interactions which may lend themselves to a digital 
alternative therefore increasing the capacity within the team. This process has been 
overseen and undertaken in consultation with the Deputy Leader and the Executive 
Members for Customer Engagement and Governance. 

There is a reduction in the net income generated from EHC, the Council’s 
Environmental Health Consultation trading arm. This reduction can be attributed to 
increased marketing costs in addition to costs associated to the re-brand within Q2. It 
is anticipated that a number of new leads resulting from the recent marketing campaign 
will be converted in to Q4 and that the net income position be recovered before year 
end. 



4.0 Additional Points

4.1 None

5.0 Options

5.1 Note the content of the report

5.2 Do nothing

6.0 Expected Benefits

6.1 The Corporate Improvement and Performance Team will use the content of this report 
to identify areas of improvement. 

7.0 Implications 

7.1      Carbon Footprint / Environmental Issues

7.2   Carbon Footprint / Environmental Issues have been considered and it is the opinion of             
the author that there are no implications. 

7.3      Constitutional and Legal

7.4   Constitutional and Legal issues have been considered and it is the opinion of the 
author that there are no implications. 

7.5      Contracts

7.6 Contracts issues have been considered and it is the opinion of the report author that 
there are no implications. 

7.7      Wards/Communities affected

7.8 No wards or communities are affected. 

7.9    Acronyms

7.10 None

Background papers:- None

Lead Contact Officer
Name and Post: Ross Bangs – Corporate Innovation & Performance 

Manager
Telephone Number: 07870835233
Email: ross.bangs@breckland-sholland.gov.uk 
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Director / Officer who will be attending the Meeting
Name and Post: Ross bangs – Corporate Innovation & Performance 

Manager

Key Decision: No

Exempt Decision: No

Appendices attached to this report: 
Appendix A Quarter 3 Performance Report


