
ANGLIA REVENUES PARTNERSHIP

Report of Jo Andrews (Strategic Revenues Manager)
      

To:         ARP Joint Committee, 9th March 2021

Subject: Performance Framework 

Purpose: To agree a performance framework  

1.0    INTRODUCTION

1.1    Background

1.1.1 In the last financial year West Suffolk Audit carried out a consultancy exercise to 
consider Performance governance, targets, monitoring and reporting.  This piece of 
work concluded that Performance Management should be reviewed and expanded 
with particular emphasis on the customer journey.

1.1.2 We currently have access to a wide range of data but a consistent approach to 
reporting against agreed targets which reflects our strategic priorities is needed. 

1.1.3  All teams reviewed their objectives against our strategic priorities and identified the 
critical success factors for meeting those objectives.  Consideration was then given to 
the targets/measures needed to monitor progress against those objectives (at 
individual and team reporting level). 

1.1.4 Each indicator was reviewed to determine how it should be calculated, whether the 
source data was available, suggested target and rational and the level of reporting.  
Work has been ongoing to obtain the necessary data. 

1.1.5 The Customer strategy team met recently to consider the targets which should be 
included from a customer journey perspective.  Several have been included in the 
Performance Framework, however some suggestions relating to avoidable customer 
contact will need to be developed and added to the Framework when available. 

2.0 The Framework

2.1 The performance framework is shown at Appendix 1 and contains details of the targets 
and measures which have been identified and the strategic priority they relate to.

2.2 The list of targets and measures provides details of the indicator, the suggested target, 
tolerance levels and the reporting level. 

2.3 Most of the projects we are undertaking form part of the customer journey and will 
therefore be reported separately to OIB as part of the regular customer journey update 
and to Joint Committee when required.

Recommendation(s):
 

 To agree the indicators identified, targets, tolerance levels and level of reporting
 To agree use of Dashboard



3.0 Presentation of performance data 

3.1 Consideration has been given to the collation and presentation of the data.  It is not 
suggested that we change the presentation of the performance information to Joint 
Committee as it was reviewed relatively recently and also contains a highlight report.

3.2 Where any measures fall outside of tolerance, they can be reported by exception to 
OIB and Joint Committee where appropriate

3.3 It is suggested that we present the monthly performance data to OIB in the form of a 
dashboard. 

3.4 A feature of excel has been identified which will take raw performance data and create 
graphs and statistics to form an interactive dashboard.

3.5 A dashboard is being created for each of our strategic priorities.  So, for example, the 
sustainability dashboard will contain information relating to collection and the customer 
dashboard will contain information relating to volumes of correspondence, speed of 
processing and telephone handling.

3.6 In time the aim would be to share the dashboard with OIB through SharePoint but in 
the meantime, it can be shared by email

4.0        Options 

a. To agree the measures & targets identified and level of reporting
b. To agree the use of dashboards
c. To determine a different approach

5.0   Reasons for recommendations 

5.1 The dashboards provide a visual way of recording performance.  They are being 
constructed so that as much as possible each Authority will be able to see their own 
data and that of the other partners.  They are intended as a “living” document and new 
indicators and information can be added (or removed) when required.  If set up in this 
way there will be less resource required to produce performance data.

6.0   IMPLICATIONS

6.1    Risk

Not applicable

6.2   Financial

In the long term will reduce resource required to produce performance statistics

6.3   Legal

Not applicable

6.4   Equality and Diversity

Not applicable.

Appendices:
Appendix 1 – Draft performance framework
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Lead Contact Officers
Name/Jo Andrews, Strategic Revenues Manager 
Email: jo.andrews@angliarevenues.gov.uk


