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Q2 22/23 report summary- 

 

The below table is a breakdown of the RAG (Red, Amber, Green) ratings for the attached performance report-  

Colour What these means Number of 
indicators 

Red Indicator requires improvement 2 

Amber Indicator is performing slightly below target 1 

Green Indicator is performing at or above target 6 

No RAG assigned to target This indicator is not part of the RAG rating due to the appropriateness of targeting this indicator  15 
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Inspiring Communities- Key Performance Indicators- 22/23   
 

 Bigger is 
better/Smaller 
is better 

Q2 
21/22 

Q1 
22/23 

Q2 
22/23 

Change 
against Q2 
21/22 

Change 
against Q1 
22/23 

Target Comments 

Leisure centre 
participation 

Bigger 135,697 165,276 166,975 +31,278 +1,699 Annual 
target 

The council defines its participation metric as any 
individual visit to any of its sites. 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. Please note the 
substantial increase from Q2 21/22 is as a result of 
Covid related factors from last year. 
 
 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.  

Number of Cases 
Prevented from 
Homelessness 

N/A 15 56 38 +23 -18 N/A The service continues to work hard due to the high 
number of applicants contacting the council for 
Housing advice.  
 
The level of cases prevented remains within the norm 
when looking at levels over several years. 

Number of notices served 
for category one hazards 

Bigger - 17 11 - - 6 - The council continues to work on its Tascomi system 
to ensure that accurate reporting of this indicator can 
be achieved. As a result of these project delays, the 
council is unable to report on % of Category 1 Hazard 
repairs complied with. To allow for scrutiny, this 
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indicator has been altered to the number of notices 
served for category one hazards.  
 
Category one hazards are those where the most 
serious harm outcome is identified, for example, 
death, permanent paralysis, permanent loss of 
consciousness, loss of a limb or serious fractures.   

Number of DFG 
applications completed 

Bigger - 29 13 - - 16 - The council continues to work on its Tascomi system 
to ensure that accurate reporting of this indicator can 
be achieved. As a result of these project delays, the 
council is unable to report on the specific % of 
approved DFG applications completed within 140 
days. To allow for scrutiny, this indicator has been 
altered to the # of DFG applications completed whilst 
the project is ongoing.  
 
The team continue to work through a number of DFG 
applications. Once these have reached 140 days, we 
will be able to report the original indicator moving 
forwards.  

 

 

Thriving Places- Key Performance Indicators- 22/23  

 Bigger is 
better/Smaller 
is better 

Q2 
21/22 

Q1 
22/23 

Q2 
22/23 

Change 
against 
Q2 21/22 

Change 
against 
Q1 22/23 

Target Comments 
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% of Major applications 
determined within 13 
weeks or agreed 
extension 

Bigger 60% 100% 83.33% +23.33% -16.67% 70% Major planning application performance 
continued strongly in Q2, albeit with a drop off 
compared to last quarter’s performance. For Q2, 
22 planning applications were up for 
determination. 

% of Minor applications 
determined within 8 
weeks or agreed 
extension 

Bigger 93% 82.55% 84.67% -8.33% +2.12% 80% Minor planning application performance 
continued to be above target in Q2. For Q2, 133 
minor planning applications were up for 
determination. 

Trade waste customer 
conversion rate 

Bigger - 55% 81% - +26% N/A Q2 saw an upturn in trade waste conversion 
rates. This is broken down as 86% (July), 75% 
(August) and 82% (September). Overall this is 
broken down as 75 contracts out of the 93 
quotes provided. 

% of successful bin 
collections 

Bigger - 91.66% 98.24% - +6.58% 98% Q2 saw a return to target-level performance in 
relation to successful bin collections. As outlined 
in the Q1 22/23 performance report, issues 
around sickness impacted collections in June but 
this was anticipated to be an isolated issue. 
 
Q2 performance saw two months where 99% 
were collected, with a drop off in September to 
96%. This drop in September was linked to bins 
scheduled for collection on the same day as the 
queen’s funeral and bank holiday. As a result, a 
Saturday catch-up was required to collect these 
bins which resulted in some staffing issues. This 
resulted in a small percentage of customers bins 
being collected a day later than advertised.   
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Fly-tipping 
investigations with a 
successful outcome 

Bigger - 21 13 - -8 N/A Overall, 26 instances of fly-tipping met the 
threshold for investigation. In Q2, 13 instances of 
fly-tipping met the threshold for investigation 
and had a successful outcome. The majority of 
these cases are related to rural/highways fly tips 
rather than those within town centres. There 
was a slight rise in September in town centre fly 
tips. It should be noted that cases reported 
towards the end of September are still under 
investigation. 
 
During this period, 226 instances of fly-tipping 
were reported to the council. This is an increase 
compared to Q1 but remains in line with 
expected levels for this time of the year.  
 
During Q2, the tonnage of fly-tipping also rose 
compared to Q1 22/23. 

Food Businesses Rated 
'Generally Satisfactory' 
or above 

Bigger 98.2% 98.9% 98.8% +0.6% -0.1% N/A Q2 saw a small dip in the number of businesses 
achieving a 3-star or above rating. In total, 1,166 
food businesses were registered in the district as 
of the time of writing. This is broken down as- 
5 (very good)- 918  
4 (good)- 185 
3 (generally satisfactory)- 49 
2 (improvement necessary)/1 (major 
improvement necessary) – 15 

% of planned work 
completed according to 
agreed timescales 

Bigger - 100% 83.33% - -16.67% N/A This indicator is in relation to the % of planned 
works related to health and safety intervention 
programmes that are completed or resolved 
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within their agreed timescales. Of the 30 works 
planned for Q2, 5 remain outstanding.  

Commercial Property 
debt 

Smaller - - £338,432.06 - - - This is the debt level as of 10th October 2022. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Breckland 2035- Key Performance Indicators- 22/23  
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 Bigger is 
better/Smaller 
is better 

Q2 
21/22 

Q1 22/23 Q2 
22/23 

Change 
against 
Q2 21/22 

Change 
against 
Q1 22/23 

Target Comments 

Gas usage (kWh) Smaller 381,105 224,717 30,330 -350,775 - 194,387 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. 
 
Please note that due to the publication date of 
this report, only a partial figure has been made 
available for electricity usage. The council is 
currently awaiting it’s September figures to be 
confirmed by its suppliers. 

Electricity usage 
(kWh) 

Smaller 234,417 212,682 227,009 -7,408 +14,327 N/A 

Water usage 
(Cubic m3) 

Smaller - - - - - N/A Please see attached appendix. Please note that 
this is a partial indication of water usage for Q2. 
This is a result of billing and usage levels not 
being received from suppliers at the publication 
date for this report. 

Number of 
enforcement 
actions taken  

N/A - 21 41 - +10 N/A Enforcement action includes but is not limited to 
FPN (Fixed Penalty Notices) and warning letters 
and is related to a wider variety of areas 
included but not limited to fly tipping. 
 
The increase in enforcement actions is in line 
with the projected amount for this time of the 
year, as July- October tends to see a rise in the 
number of reported fly-tips within the district.  

 



Appendix A 
 

BDC Performance and Business Intelligence Report 
Q2 22-23 

 

Working Smarter- Key Performance Indicators- 22/23  

 Bigger is 
better/Smaller 
is better 

Q2 
21/22 

Q1 
22/23 

Q2 
22/23 

Change 
against 
Q2 21/22 

Change 
against 
Q1 22/23 

Target Comments 

% of reports sent 
within deadlines 

Smaller - 100% 100% 0% 0% 100% During Q2, all 33 committee reports were sent 
within their deadline. 

Days lost to 
sickness per FTE 

Smaller 1.7 1.6 1.5 0.2 -0.1 1.35 Please note that as per the discussion at 
Overview and Scrutiny during the Q4 21/22 
performance report, this target has been 
revised from 2.01 per quarter per FTE to 1.35 
per quarter.  
 
This new target now represents the average 
days lost to sickness per FTE for councils that 
fall within Breckland CIPFA nearest neighbours 
group. These are councils of a similar size and 
makeup to Breckland and therefore serve as a 
more accurate benchmark. 
This figure does not include staff sickness for 
Anglia Revenue Partnerships or other 
contracted services. 

IT systems 
availability (%) 

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

Number of days CC 
performance 
drops below 90 % 

Smaller  51 days/ 
60 days 

32 days/ 
64 days 

- - N/A Q2 saw improved performance in relation to 
the number of days where customer contact 
successfully answered 90% of incoming phone 
calls. For comparison, performance dropped 
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below this threshold on 85% of workdays in Q1 
compared to 50% of workdays in Q2. During this 
period, both wait time and the abandonment 
fell as well. For Q2, the average wait time was 
270 seconds against a target of 150 seconds and 
abandonment rate was 12.11% against a 10% 
target. It should be noted that in August and 
September, the abandonment rate was only 
slightly above target with a rate of 10.67% for 
August and 10.88% for September. In total, the 
contact centre received 15,694 calls in Q2. 
 
Whilst the performance of this metric in Q2 
underlines the success of work around 
improving the contact centre experience for 
residents (with abandonment rate now at its 
lowest level since Q4 18/19) further work is still 
needed to both sustain and improve on current 
levels to bring them closer in line with targets. 

% of automated 
customer web 
chats 

Bigger - 83% 82% - -1% N/A In Q2, automated web chat levels fell slightly 
from Q1. Between October 2021 and 
September 2022, the average percentage of 
automated web chats was 83%. This indicator 
has consistently performed around the low 80s 
in the past year and therefore a target of 85% is 
likely to be proposed moving forwards. 

% of Freedom of 
information  
requests (FOI) 
responded to 
within the time 

Bigger 96% 99% 93% -3% -6% 100% During, Q2 the council successfully responded 
to 80/86 FOI requests within their agreed time 
limit. In August, it responded to 100% of FOIs 
within their timescale. The average time to 
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limit (20 days or 
extension) 

close a freedom of information request was 8 
days.  

% of Subject 
Access Requests 
(SAR) responded 
to within the time 
limit (1 month or 
extension) 

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, with 5 received during Q2. 

% of Complaint 
requests 
responded to 
within the time 
limit 

Bigger 90% 81% 91% +1% +10% 100%  Q2 performance showed recovery to average 
levels after a difficult Q1. The council does 
remains below its target for this indicator. In 
August, the council responded to 100% of all 
complaints due within this period. The average 
time to close a complaint in Q2, was 9.5 days, 
compared to 11.5 days in Q1. 
 
As a result, only 62/68 complaints received 
were responded to within their agreed 
timescales. 35% of these complaints were 
either partially or fully upheld. Of the 68 
complaints received, 7 were escalated from 
stage one to stage two. 

 

Not included in the Q2 22/23 performance report- 

 Commercial Property Average Yield (Property)- Measure is reported annually 

 Investment Supported (Economy and Growth)- Measure is reported annually 

 Jobs Supported (Economy and Growth)- Measure is reported annually 

 Trees planted (Climate)- Measure is reported seasonally (Q3/Q4) 

 Vexatious customer registrations- Measure is reported annually in Q4. 


