
BRECKLAND DISTRICT COUNCIL

Report of: Paul Claussen – Deputy Leader and Executive Member for 
Governance

To: Cabinet – 25th June 2019 

Author: Ross Bangs – Corporate Innovation and Performance Manager

Subject: Performance Overview Report – Quarter 4 2018/19 

Purpose: To provide the Cabinet with an overview of the Council’s performance 
for the period 1st January 2019 – 31st March 2019. 

1. BACKGROUND

The Quarter 4 2018-19 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 are asked to note the content of 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. 

Of the 18 measurable indicators the below table shows an overall improvement in 
performance across the Council when compared with Quarter 3 18/19. (Please note 
the increase in the overall number of PIs account for some PIs being reported Half 
Yearly as well as more data available for some PIs that were unable to be reported 
on last Quarter)

Indicator Quarter 4 18/19 Quarter 3 18/19
3 (20%) 3 (20%)
2 (6.5%) 6 (40%)

13 (73.5%) 6 (40%)

2.0 AREAS OF SUCCESS

2.1 There has been a significant improvement in the number of major planning 
applications being determined within timescale with 76% being agreed within 13 
weeks or an agreed extension for quarter 4 against 53.33% in quarter 3. It should be 
noted that although the Breckland target is for 90% of major applications to be 
determined within this timescale, the national target is in fact 50%. Future reports will 
be amended to reflect the national standards and the contractual arrangements 
which exist between the Council and Capita. 

2.2 The amount of office time lost through sickness continues to decrease with 3% of all 
available officer time being lost to sickness in Q4 against 5.3% when compared to the 
same period 12 months ago. This equates to in excess of 2600 hours of increased 
office capacity for the quarter which would otherwise have been lost through 
sickness; this can be attributed to the ongoing wellbeing initiatives being led by HR in 
addition to the newly implemented HR workforce strategy which also is reflected 
within this report under the # of working days lost to sickness which sits at the lowest 
figure in this financial year at 1.88 days per FTE.



2.3 The Council’s ability to respond to complaints and Freedom of Information enquires 
within the required timescales continues to improve with FOIs in particular being 
some of the best response rates in the Country. There were 58 formal complaints 
registered within Q4 with 55 (95%) being responded to within 15 working days 
against 53% being responded to within the same period 12 months ago. Of the 57 
FOI requests made in Q4, 53 (93%) were responded to within 20 working days, an 
increase of 16% when compared with the same period 12 months ago. In addition it 
is positive to note that there has been a 65% decrease in the total number of FOIs 
received in this period when compared with 17/18; this can be attributed to the 
increased levels of information displayed on the Council’s website as well as its 
improved signposting to such information.  

2.4 The number of visitors to the Council’s website continues to increase with in excess 
of 20,000 new visits recorded for Q4 when compared with the same period 12 
months ago. This reinforces the Council’s digital agenda and recent investment in the 
Customer and Digital Access Strategies. Interestingly and of note, performance 
within the Customer Contact Centre also continues to improve with Q4 returning an 
average call wait time of 140 seconds against 267 seconds for the same period 12 
months ago whilst the number of customers using webchat also continues to 
increase. This demonstrates that the Council’s digital offer is complementing and 
supporting more traditional means of customer contact. 

2.5 Housing Benefit LA error rate has lowered further in a positive way since last quarter 
and we are continuing to see the error rate reduce and this figure remains on target 
for the year. Last year’s Q4 error rate was at 0.26% so this score fares even better in 
comparison. This is a very positive figure as the implications of this figure breaching 
0.48% would result in 40% subsidy payable by the council for all of the LA official 
error and Admin delay overpayments.

2.6 A total of £86,237 in grants were spent in Q4, going to 13 different community 
organisations and projects. The reason that Q4 is so high in comparison to other 
quarters is that it reflects the trend in when groups are more likely to apply for funding 
– groups tend to put applications together over winter, ahead of delivering projects 
through the summer. The total is comprised of 10 small grants and 3 large grants.

2.7 Another area of high performance within the organisation is the Breckland Lottery as 
a further £10,709 was raised for good causes through the lottery in Q4. Current 
annualised projections for Lottery revenue is at £65k with good cause revenue at 
£39,219, it is important to highlight this is the first year of this scheme, there was 69k 
raised, and 40 went to good causes so this is a really good start considering its new 
for the year, especially considering the start-up costs being so low at around 3k.

3.0 AREAS REQUIRING IMPROVEMENT 

3.1     There has been an increase in missed collections this quarter which is mainly due to 
vehicle breakdowns, however an action plan has been requested from the contractor 
to improve performance in this area and this will be looked at as priority as this figure 
is usually a high performing area to report. Contextually this is important to note that 
this quarter’s figures illustrate that only 233 collections were missed out of a total of 
798,000.

3.2       



The end of year financial figures for Environmental Health Training and Consultancy 
are slightly under original target showing that income did not reach the levels 
projected, however it is important to note expenditure costs were also down. 
Operating bottom line financial figures are in line with projections but inline and better 
than in year forecast which was around £80k

This indicator will be changed for the next reporting cycle to also illustrate the bottom 
line operating financial figures and not just income in order to get a full overview of 
the services financial performance. It is also worth highlighting that the service is 
working with the council’s internal marketing team to target products and businesses 
to support Breckland businesses going forward as per the business case.

3.3      The performance measure for Empty properties back in use sits at 0 for this quarter 
however It is important to highlight that this figure is derived from the number of 
empty properties in the district at the start of the Quarter compared to the number at 
the end, as there were more at the end of the quarter this means the figure sits at 0, 
this does not specifically highlight the direct performance of the council and is 
therefore more of a data indicator at present. Going forward for Q1 19/20 the housing 
service will report on the direct intervention figures and number of properties the 
service has directly brought back into use.

 

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 

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 4 Performance Report
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