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Q3 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 3 

Amber Indicator is performing slightly below target 0 

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  14 
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Inspiring Communities- Key Performance Indicators- 22/23   
 

 Bigger is 
better/Smaller 
is better 

Q3 
21/22 

Q2 
22/23 

Q3 
22/23 

Change 
against Q3 
21/22 

Change 
against Q2 
22/23 

Target Comments 

Leisure centre 
participation 

Bigger 140,568 166,975 157,491 +16,923 -9,484 Annual 
target 

The council defines its participation metric as any 
individual visit to any of its sites. 
 
Previously the council has not been formally recording 
customer satisfaction as part of the leisure recovery 
strategy. As the council has now mitigated this risk 
and removed it from the strategic risk register, 
discussions regarding the recording of satisfaction will 
start. This will likely form part of the annual indicator 
review, which will be brought to the Overview and 
Scrutiny committee in due course.  
 
 A quarterly survey for Sport England’s Moving 
Communities strategy continues to be completed. 

Number of Cases 
Prevented from 
Homelessness 

N/A 21 38 52 +31 +14 N/A The service continues to work hard due to the high 
number of applicants contacting the council for 
Housing advice.  

Number of notices served 
for category one hazards 

Bigger N/A 11 1 N/A -10 - 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.   

% of approved Disabled 
Facility Grant (DFG) 

Bigger N/A - 3% - - - The council continues to work it’s way through the 
DFG waiting list, however much of this has been 
delayed as a result of having spent it’s allocated 
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applications completed 
within 140 days 

budget from the better care fund for this financial 
year. As a result, the council continues to assess 
residents on the waiting list, so work can begin once 
further monies are allocated. A limited amount of 
budget is still available, but this is reserved for 
emergency cases. 
 
The current waiting list for those waiting for 
completion of works (once need has been assessed) is 
176.  

 

 

 

Thriving Places- Key Performance Indicators- 22/23  

 Bigger is 
better/Smaller 
is better 

Q3 
21/22 

Q2 22/23 Q3 
22/23 

Change 
against 
Q3 21/22 

Change 
against 
Q2 22/23 

Target Comments 

% of Major applications 
determined within 13 
weeks or agreed 
extension 

Bigger 100% 83.3% 90.2% -9.8% +6.9% 70% Major planning application performance 
continued strongly in Q3. For Q3, 17 planning 
applications were up for determination. 

% of Minor 
applications 
determined within 8 
weeks or agreed 
extension 

Bigger 95.1% 84.6% 85.1% -10% +0.5% 80% Minor planning application performance 
continued to be above target in Q3. For Q3, 
108 minor planning applications were up for 
determination. 
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Trade waste customer 
conversion rate 

Bigger 37.5% 81% 46% +8.5% -35% N/A Q3 saw an upturn in trade waste conversion 
rates. This is broken down as 53% (October), 
37% (November) and 50% (December). Overall, 
this is broken down as 19 contracts out of the 
41 quotes provided. 

% of successful bin 
collections 

Bigger 99.95% 98.24% 99.74% -0.21% +1.5% 98% Q3 saw a slight increase in the % of bins 
successfully collected. Throughout this period, 
the % of bins successfully collected did not 
drop below 99%. Where bins were reported as 
having been missed, the service aimed to 
collect these the following working day. 

Fly-tipping 
investigations with a 
successful outcome 

Bigger 15 13 5 -10 -8 N/A Overall, 20 instances of fly-tipping met the 
threshold for investigation. In Q3, 5 instances 
of fly-tipping met the threshold for 
investigation and had a successful outcome. 
The majority of these cases are related to town 
centre fly tips. This is a change from Q2, where 
the majority were related to fly tips found on 
highways.  
 
During this period, 134 instances of fly-tipping 
were reported to the council. A significant 
decrease on the 226 reported last quarter. This 
can be attributed partially to seasonal trends, 
as the number reported in December tends to 
be lower than average. 
 
As a result of the decrease in reported 
incidents, the overall tonnage of fly tips also 
dropped compared to last quarter. 
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Food Businesses Rated 
'Generally Satisfactory' 
or above 

Bigger 98.8% 98.8% 98.8% 0% 0% N/A Q3 saw no overall change in the number of 
businesses achieving a 3-star or above rating. 
In total, 1,174 food businesses were registered 
in the district as of the time of writing. The 
breakdown of those rated 3 to 5 at the end of 
this quarter are as below.  The figures do not 
match overall as some premises have changed 
owners, therefore, pending inspections and 
some have closed permanently. 
 
5 – Very Good = 944 (up by 26) 
4 – Good= 176 (down by 9) 
3 – Generally Satisfactory= 40 (down by 9) 
 
A full breakdown of food business and their 
rating within Breckland can be found at 
https://ratings.food.gov.uk/authority-search-
landing/en-gb/227 

% of planned work 
completed according 
to agreed timescales 

Bigger 100% 83.33% 80% -20% -3.33% N/A This indicator is in relation to the % of planned 
works related to health and safety intervention 
programmes that are completed or resolved 
within their agreed timescales. 5 cases are still 
in progress from those received for this 
reporting period.  All of these require further 
investigation or inspections to be carried out. 
20 cases were completed during this period.  
 
All of the work is H&S general work, with 
Safety Event Awareness, Advice, Complaints, 
Skin Piercing and request for information.   

 

https://ratings.food.gov.uk/authority-search-landing/en-gb/227
https://ratings.food.gov.uk/authority-search-landing/en-gb/227
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Breckland 2035- Key Performance Indicators- 22/23  

 Bigger is 
better/Smaller 
is better 

Q3 
21/22 

Q2 22/23 Q3 
22/23 

Change 
against 
Q3 21/22 

Change 
against 
Q2 22/23 

Target Comments 

Gas usage (kWh) Smaller 105,903 30,330 159,542 +53,639 +129,212 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 303,441 227,009 280,684 -22,757 +53,639 N/A 

Water usage 
(Cubic m3) 

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

Number of 
enforcement 
actions taken  

N/A 21 41 7 -14 -34 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 
including but not limited to fly-tipping. 
 
These seven actions are included amongst 
general activity which is broken down below- 
 
Abandoned Vehicle/ Day Warning letters- 12 
Fly-tipping/littering FPN- 9 
 
Whilst there has been a drop compared to last 
quarter, 5 Abandoned Vehicles cases are still 
under investigation, along with 6 Fly Tipping 
investigations. 
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Working Smarter- Key Performance Indicators- 22/23  

 Bigger is 
better/Smaller 
is better 

Q3 
21/22 

Q2 
22/23 

Q3 
22/23 

Change 
against 
Q3 21/22 

Change 
against 
Q2 22/23 

Target Comments 

% of reports sent 
within deadlines 

Smaller 100% 100% 100% 0% 0% 100% During Q3, all committee reports were sent 
within their deadline. 



Appendix A 
 

BDC Performance and Business Intelligence Report 
Q3 22-23 

 

Days lost to 
sickness per FTE 

Smaller 2.7 1.5 2.5 -0.2 +1 1.35 Staff sicknesses rose significantly in Q3, with an 
increase of 1 day. Whilst this is a notable 
change compared to Q2 22/23, it remains in line 
with seasonal trends seen in previous years. 
Whilst there was a wide range of sickness 
overall, a rise in colds and flu was notable in 
driving this rate above target.  
 
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 44 days/ 
63 days 

32 days/ 
64 days 

15 days/ 
63 days 

-29 days - N/A Q3 saw continued improved performance in 
relation to the number of days where customer 
contact successfully answered 92% of incoming 
phone calls. There was a marked improvement 
in the number of days where an answer rate of 
90%+ was achieved compared to last quarter 
and Q3 21/22. 
 
During this period, both wait time and the 
abandonment as well. For Q3, the average wait 
time was 176 seconds against a target of 150 
seconds. This included one month where wait 
times were under the 150 seconds target. The 
abandonment rate was 7.76% against a 10% 
target. This is the first-time abandonment rates 
have been within target tolerance since Q3 
20/21  
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Whilst this improvement should be noted, 
December tends to be a low point in the year in 
terms of calls received and can therefore be 
misleading in terms of the level of success for 
the quarter. Whilst successive quarters of 
improvement have been demonstrated, the 
customer team needs to continue to deliver 
these levels for a sustained period at or below 
target.  

% of automated 
customer web 
chats 

Bigger 81% 82% 84% +3% +2% N/A Q3 saw a slight rise in the % of automated web 
chats. 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 
limit (20 days or 
extension) 

Bigger 100% 93% 94% -6% +1% 100% During, Q3 the council successfully responded 
to 77/82 FOI requests within their agreed time 
limit. For 22/23, the council has responded to 
233/245 within their agreed timescale. In 
December, it responded to 100% of FOIs within 
their timescale. The average time to close a 
freedom of information request was 9 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 8 received during Q3. 

% of Complaint 
requests 
responded to 

Bigger 98% 91% 73% -25% -18% 100% The council had a very disappointing Q3 in 
relation to complaints responded to within 
timescales. At the end of Q3, the council 
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within the time 
limit 

suffered a dip in relation to responses. Whilst 
fixes were put in place for these specific factors, 
further issues have emerged which have 
resulted in a challenging quarter.  
 
The majority of these delays have resulted from 
an increase in high-demand services receiving 
an above-normal number of complaints. 
Despite this increase, the overall number of 
complaints either fully or partially upheld by the 
council has fallen 15% between Q2 and Q3 and 
now sits at 20%.  
 
As a result, only 38/52 complaints received 
were responded to within their agreed 
timescales. This is compared to 62/68 in Q2. Of 
the 52 complaints received, 16 were escalated 
from stage one to stage two. The average time 
to close a complaint in Q3, was 10.6 days, 
compared to 9.5 days in Q2. 
 
Work continues with the services to improve 
responses along with demand and expectation 
management.  

 

Not included in the Q3 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 
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 Trees planted (Climate)- Measure is reported seasonally (Q3/Q4)- Due to reporting delays, this will be reported jointly in the Q4 performance 
report. 

 Vexatious customer registrations- Measure is reported annually in Q4. 

 Commercial Property debt- Measure is reported by exception 


