
SOUTH HOLLAND DISTRICT COUNCIL

Report of: Executive Director Strategy and Governance

To: Performance Monitoring Panel – 30 August 2016

Author: Greg Pearson – Corporate Improvement and Performance Manager

Subject: Performance Overview Report – Quarter 1 2016/17

Purpose: To provide an update on Council performance for the period 1 April 
2016 to 31 June 2016

Recommendation: 

To note the content of the report

1.0 BACKGROUND

1.0.1 The Quarter 1 Performance Report 16/17 (Appendix A) aims to provide Members 
and residents with information about how the Council is delivering its services and 
how it is progressing against its Corporate Priorities.  The covering report presents a 
summary of the status of the Council’s key projects and indicators.

1.0.2 Areas where performance has improved since the previous period (Q4 2015/2016) 
are brought to Members’ attention, as are areas of concern where performance is 
below expected levels or is considered to be worsening.

1.1 Key Performance Indicators

The Covalent performance management system has now been in situ for long 
enough for a full year of corporate data to be collated.  This will mean that there will 
be data to project seasonality and baseline measurements into the performance 
framework.

1.1.1 Q1 saw similar levels of performance against indicators as had been experienced in 
Q4 last year as per the previous report submitted to the Performance Monitoring 
Panel.

The performance is rated as good with 56.25% of indicators being green which 
indicates good performance above the organisational expectation.
There are 2 amber indicators and 5 red indicators which in total make up the 
remaining 43.75% of indicators.

1.1.2 The current status of performance indicators (as represented by the returns of Q1) 
still represents good performance.

56.25% of “like for like” performance indicators are green which continue to indicate 
good performance within organisational guidelines, although they have fallen slightly 
from the 62.5% demonstrated at the previous out-turn (Q4 2015/16).
There are 2 amber indicators which represent 12.5% of indicators and 5 red 
indicators which make up the remaining 31%.
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1.2 Areas of Success

There has been good performance identified across various aspects of Council 
business:

1.2.1 Customer Service

Call waiting times stand 79 seconds against a tolerance of 86 seconds. It is worth 
noting however that this is portrayed against a 2015/16 Q4 performance of just under 
50 seconds.  It could be that this is purely down to a seasonal effect as the same 
quarter last year saw a wait time of 96 seconds which makes this years’ performance 
17% better than the same time last year.  There is also the impact of EU referendum 
queries that should be considered with would have considerable extra load over and 
above the load seen in the last quarter.

The amount of customer complaints that are upheld at both stage 1 and 2 are well 
within the corporate tolerance thresholds of 25%.

1.2.2 Commercial Property

Commercial Property Occupancy is performing exceptionally well with 100% 
occupancy across the portfolio.  This is contextualised against an occupancy rate of 
93.33% during the same period last year.

1.2.3 Staffing

Staff turnover stands at 1.33% against a tolerance of 2.5% which is an improvement 
and indicates that employees have a good level of satisfaction in the workplace.

1.2.4 Planning

Planning application determination is performing well with 87.7% of applications 
being determined within time frames.  This is well above the tolerance target of 70% 
and substantially better than the performance for the same period last year which 
was 50.6%



1.2.5 Revenues

Business Rate and Council Tax collections are both performing above their targets 
for the year so far.

1.3 Areas of Concern

The following areas of business are either not achieving minimum standards, or are 
experiencing a significant decline in performance:

1.3.1 Customer Service

Call abandonment rate has increased to 10.63% against a target of 10%.  Whilst this 
is not massively over the target, it reflects slippage against a score of 6.47% in the 
last quarter.  It is likely that this is directly attributable to the increase in call volume 
due to the EU referendum and the transition of the financial year.

1.3.2 Housing Re-Let Time

The performance of the re-letting of void properties, whilst still being over the 
tolerance threshold of 28 days, has seen considerable recent improvement.

Performance in Q1 16/17 has improved markedly from the last quarter and has 
dropped to just 31 days (representing a drop of 14 days since the last report).  This 
shows a positive direction of travel and indicates that process improvements are 
delivering against the objectives.  Additionally it is worth noting that the same period 
last year saw a performance of some 55 days for total key to key void times.  The 
performance this quarter is 44% better than the same time last year and 31% better 
than the last quarter.

The Place Directorate have monitored the elements of the void process closely and 
as part of the work to improve the total days taken to re-let properties, new 
performance measures have been implemented.
 
Since the Q4 report presented last time, performance is being measured in each 
element of the letting process and separated by tenure; general needs or sheltered 
housing. These are then broken down into:

 Time taken for contactor works to be completed (keys from outgoing tenant to 
back from contractor)

 Time taken to let (keys from contractor to keys given to new tenant)

By separately monitoring these elements we are able to see where the delay in the 
total time to re let a property is and work to understand how to rectify this. 

It is apparent that letting of sheltered property in Q1 is taking 8 times longer than the 
3 day target.  It is also notable that this element of the chain is also nearly double the 
length of time that was seen last year for the same measure.  This is a common 
feature in the housing sector where sheltered housing schemes are not the desired 
model for older people who prefer to live in their own dwellings for longer, or for 
people who require extra care which is over and above the provision that can be 
made available in sheltered housing.



2.0 OPTIONS

2.1 Members are asked to consider the information contained within the report.

2.2 To do nothing.

3.0 REASONS FOR RECOMMENDATION

3.1 Report for consideration, in order to fulfil the Performance Monitoring Panel’s remit.

4.0 EXPECTED BENEFITS

4.1 The Council’s performance is properly scrutinised.

5.0 IMPLICATIONS

5.1 Constitution & Legal

5.1.1 The report is made within the terms of reference of the Performance Monitoring 
Panel.

5.2 Corporate Priorities

5.2.1 The report presents progress monitoring of performance of the corporate priorities.

5.3 Financial

5.3.1 The report contains information on the Council’s performance which does convey 
some information relating to financial matters.

5.4 Reputation

5.4.1 Performance issues can cause some reputational consequence.  It is the purpose of 
this report to highlight performance issues at an early stage.

5.5 Risk Management

5.5.1 Performance issues may be subject to risk management measures to protect Council 
interests.

5.6 Staffing

5.6.1 The report contains information relating to staffing issues.

6.0     WARDS/COMMUNITIES AFFECTED 

6.1     No Wards or Communities are affected 

7.0     ACRONYMS 

7.1     EMT – Executive Management Team



Background papers:- None

Lead Contact Officer
Name and Post: Greg Pearson – Corporate Improvement & Performance 

Manager
Telephone Number: 01362 656866
Email: greg.pearson@breckland-sholland.gov.uk 

Director / Officer who will be attending the Meeting
Name and Post: Greg Pearson – Corporate Improvement & Performance 

Manager

Key Decision: No

Exempt Decision: No

Appendices attached to this report: 
Appendix A Quarter 1 Performance Report

file:///C:/Users/CharlottePaine/Democratic%20Services/Committee/Committee/Report%20Guide/2014/THE%20COMMITTEE%20REPORT%20GUIDE_JUNE%202014.doc
mailto:greg.pearson@breckland-sholland.gov.uk

