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Inspiring Communities- Key performance indicators- 21/22 

 Bigger is 
better/Smaller 
is better 

Q4 
20/21 

Q3 
21/22 

Q4 
21/22 

Change 
against Q4 
20/21 

Change 
against Q3 
21/22 

Target Comments 

Leisure centre 
participation 

Bigger 0 140,568 170,082 +170,082 +29,514 Annual 
target 

The council defines its participation metric as any 
individual visit to any of its sites. During Q4, 
attendances were up across all council leisure sites 
within the district compared to the previous quarter. 
Between Q1 21/22 and Q4 21/22 there were 538,959 
visits to the council’s leisure sites. Due to lockdown 
restrictions and the impact of the pandemic, this is a 
significant rise on 20/21 where participation was 
recorded at 70,249. The target for this indicator is that 
a year on year increase is shown rather than setting a 
specific monthly or quarterly target. 
 
Customer satisfaction, which has previously been 
recorded as a performance measure, is not currently 
being recorded by the council across any sites. This is 
an agreed part of the leisure recovery strategy. A 
quarterly survey is however completed for Sport 
England’s Moving Communities strategy. When 
satisfaction reporting recommences, it will be 
included within the commentary for this indicator.  
 
Please note that during Q4 20/21 leisure centres were 
unable to open due to lockdown restrictions. As a 
result a participation of 0 has been recorded. 

# of Cases Prevented from 
Homelessness 

N/A 48 21 52 +4 +31 N/A The service continues to work hard due to the high 
number of applicants contacting the council for 
Housing advice.  
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% of Category 1 Hazard 
repairs complied with 

Bigger - - - - - - In Q4, the council were unable to report on hazard 
repairs or DFG applications completed within 
timescales. This is due to pre-planned changes to the 
process of recording these in order to ensure data 
quality and that the reporting process is as efficient as 
possible within the Housing teams system. The council 
currently expects that it will be able to report these 
from Q1 22/23 onwards. 

% of approved DFG 
applications completed 
within 140 days 

Bigger - - - - - - 

 

Thriving Places- Key performance indicators- 21/22 

 Bigger is 
better/Smaller 
is better 

Q4 
20/21 

Q3 
21/22 

Q4 
21/22 

Change 
against 
Q4 20/21 

Change 
against Q3 
21/22 

Target Comments 

% of Major applications 
determined within 13 
weeks or agreed 
extension 

Bigger 64.44% 100% 95.83% +31.39% -4.17% 70% Major planning applications determined within 
timescales saw continued strong performance 
during Q4, with two months where 100% of 
applications were determined on time. The annual 
rate for this indicator in 21/22 was 87.53% against 
a target of 70%. 
  

% of Minor applications 
determined within 8 
weeks or agreed 
extension 

Bigger 93.57% 95% 92%  +1.57% -3% 80% Whilst minor application determination within 
timescales fell during Q4, this was as a result of 
one month where the service fell just below target 
(March where the rate was 79% against a target of 
80%). The annual rate for this indicator was 92.09% 
against a target of 80%. 

Trade waste customer 
conversion rate 

Bigger - 37.2% 29.5% - -7.6% N/A This relates to the number of quotes the council 
produces against the number of 
companies/individuals who then sign up for the 
council’s trade waste service. 
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Due to this service being in its first year of 
operation, a target has not been set to allow the 
council to baseline targets for future years. 

% of successful bin 
collections 

Bigger - 95.89% 98.77% - +2.88% 98% During Q4, the number of bins successfully 
collected rose by 2.88% to 98.77% against a target 
of 95%. Whilst this is above target, sickness within 
Serco did mean that some bins were missed as a 
result of rounds being staffed with one driver and 
one loader. The majority of those bins that were 
missed were collected the following day. 
 
The target for this indicator has also been changed 
from 95% to 98% as part of a recent review into 
performance targets. 

Fly-tipping investigations 
with a successful 
outcome 

Bigger - 15 18 - +3 N/A In Q4, the council successfully investigated 18 
instances of fly tipping out of the 30 which met the 
threshold for further investigation. The overall 
number of reported fly tips in the district rose 
slightly in Q4 compared to Q3 but were still down 
comparted to Q4 20/21. This remains within 
normal levels for the district. The overall tonnage 
for Q4 was down compared to both Q3 21/22 and 
Q4 20/21. 

Food Businesses Rated 
'Generally Satisfactory' 
or above 

Bigger 99.11% 98.29% 99.06% -0.05% +0.77% N/A Q4 saw a small rise in the number of businesses 
that rated generally satisfactory or above. Within 
the district 1,165 businesses meet this criteria out 
of 1,176.  
 
Those businesses that are rated 1 or 2 stars are 
presented with an action plan for improvement as 
a result of their inspection. 
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% of planned work 
completed according to 
agreed timescales 

Bigger - 93.5% 100% - +6.5% N/A Breckland Council completed all of its agreed H& S 
interventions as part of the HSE intervention 
program (which included COVID Spot checks). 

 Bigger is 
better/Smaller 
is better 

2019/20 2020/21 2021/22 Change 
against 
19/20 

Change 
against 
20/21 

Target Comments 

Commercial Property 
Average Yield 

Bigger 7.1% 6.1% 6.7% -0.4% +0.6% 6% The average commercial property yield rose from 
6.1% in 20/21 to 6.7% in 21/22.  

Jobs supported Bigger - -  - - N/A  

Investment supported Bigger - -  - - N/A  
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Breckland 2035- Key performance indicators- 21/22 

 Bigger is 
better/Smaller 
is better 

Q4 20/21 Q3 21/22 Q4 21/22 Change 
against 
Q4 20/21 

Change 
against 
Q3 21/22 

Target Comments 

Gas usage (kWh) Smaller 412,369 
 

186,180 381,105 -31,264 +194,925 N/A These indicators relate to the usage on Breckland 
sites including Elizabeth House and Breckland 
House. This does not include any usage for leisure 
centres due to usage falling to a 3rd party. 

Electricity usage 
(kWh) 

Smaller 312,584 303,441 291,835 -20749 -11,606 N/A 

Water usage 
(Cubic m3) 

Smaller - - - - - N/A Please see attached appendix  

No of enforcement 
actions taken  

N/A - 16 15 - -1 N/A Enforcement action includes but is not limited to 
FPN and warning letters. 

Trees planted Bigger - - 700 - - N/A  
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Working Smarter- Key performance indicators- 21/22 

 Bigger is 
better/Smaller 
is better 

Q4 20/21 Q3 21/22 Q4 21/22 Change 
against 
Q4 20/21 

Change 
against 
Q3 21/22 

Target Comments 

% of reports sent 
within deadlines 

Smaller - 100% 100% - 0% 100% During Q4, all of the 55 reports due in the quarter 
were received and sent within their deadlines. 

Days lost to 
sickness per FTE 

Smaller 2.52 2.72 1.85 0.67 -0.87 2.01 This figure does not include staff sickness for 
Anglia Revenue Partnerships. 
 
The overall rate of sickness for 21/22 slightly 
exceeded it’s target (8.17 against a target of 8.04). 
However it remains within the parameters what 
the council defines as performing. Notably 
sickness was down compared to 20/21 where the 
rate was 9.85.  

IT systems 
availability (%) 

Bigger - 100% 100% - 0% 100% This indicator relates to both scheduled and 
unscheduled downtime of our IT systems and 
website.  

# of days CC 
performance 
drops below 90 % 

Smaller - 44 days/ 
64 days 

50 days/ 
63 days 

- +6 days N/A This indicator is based on the number of working 
days where the council is unable to at least 90% 
of the calls received into it’s customer contact 
centre.  
 
During Q4, the council saw challenging 
performance around it’s customer contact centre. 
Whilst the overall KPI still requires a target after a 
period of baselining, average wait times rose from 
294 seconds to 350 seconds against a target of 
150. The % of call abandoned also rose slightly 
from 17.47% to 18.4% against a target of 10.1%. It 
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should be noted that those abandoned calls 
included a % who will have received the necessary 
information through the IVR and therefore did not 
need to speak to a member of the team. 
 
Staffing was a significant factor in the downturn in 
performance this quarter with 4.3 FTE vacancies 
within the contact centre throughout March 
alone. Recruitment has been slower than the 
service and has been an ongoing process since last 
year. Due to the customer management teams 
size, recruitment can only be done in a small 
number at a time. During Q4, this was further 
reduced due to a strategic decision that focus on 
key project delivery in the form of changing over 
customer management systems and to ensure 
that staff were not having to deliver training at 
the same time as the annual billing period 
(traditionally the busiest time for the service).  
  

% of automated 
customer web 
chats 

Bigger - 81% 85% N/A +4% N/A This indicator is based on the number of webchats 
where the council’s chatbot is used against the 
overall number of webchats carried out across the 
quarter.  
 
 

% of Freedom of 
information  
requests (FOI) 
responded to 

Bigger 94% 100% 99% +5% -1% 100% During Q3, the council received 91 requests under 
the freedom of information act. This indicator has 
therefore been marked as amber as only 90 were 
responded to within their time limit. The average 
number of days to complete an FOI was 6 days. 
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within the time 
limit 

 
The annual rate for this indicator was 98% for 
21/22. This is up 6% on 20/21 and represents our 
best year since this indicator was first recorded in 
15/16. Of the 368 requests received, 360 were 
responded to within timescale. 

% of SAR requests 
responded to 
within the time 
limit 

Bigger 100% 100% 100% 0% 0% 100% The number of subject access requests received 
by the council remains a low number compared to 
complaints and freedom of information requests.  
 
The annual rate for this indicator in 21/22 was 
100% 

% of Complaint 
requests 
responded to 
within the time 
limit 

Bigger 93% 98% 92% -1% -6% 100% The council received 41 complaints during this 
period. The average number of days to complete 
a complaint was 5 days for Q4. The uphold rate 
for Q4 was 22% - this relates to complaints where 
the council admits either full or partial fault. Of 
the complaints received, were escalated from 
stage 1 to stage 2 due to the complainant not 
being satisfied with the council’s conclusion to 
their complaints was 3.  
 
The annual rate for this indicator was 21/22 was 
94.68%. Of the 263 complaints received in 21/22, 
249 were responded to within timescale.   

Number of 
vexatious 
customer 
registrations  

N/A 0 0 0 0 0 N/A This indicator has been reported in the Q4 report 
due to policy requirements. It was previously 
reported to the Overview and Scrutiny 
commission in July 2021 at their request. Moving 
forward it will be reported in Q4 each year. 

 


