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KEY PERFORMANCE METRICS  

At a glance… 
 

          

 
Indicator Status 
Customer satisfaction - phones  
Customer satisfaction - F2F n/a 
Customer satisfaction - website  
% calls responded within 20 secs  
% abandoned calls  
CT collection rate  
NNDR collection rate  
Average days to process HB new claims  
Average days to process HB change events  
% HB overpayment  
Households in Emergency Accomodation under 28 days  
Households in Emergency Accommodation over 28 days  
% major applications determined within time  
% minor applications determined within time  
% others applications determined within time  
% appeals allowed  
Affordable homes delivered  
% land charge searches dispatched within time  
% high risk notifications assessed within time  
% high risk food premises inspected within time  
Residual waste per household (kg) awaiting data 
% overall recycling rate awaiting data 
Missed bins per 100,000  
Leisure visits  
Parking enforcement hours  
 
 
 

 

OVERALL PERFORMANCE 

Overall those services that have been able to continue service delivery have performed 
well, despite the impact of Covid-19 on resources and workloads. Some services have 
had to cease operation and / or implement new ways of working in order to deliver 
their services. All the indicators which are ‘red’ have been affected wholly or partly by 
Covid-19. 

There does not appear to be a significant detriment to limiting the delivery of services 
to online, virtual or phone; and customer satisfaction for services delivered by phone 
remains high. 

 



 
 

CUSTOMER SERVICE 

Customer satisfaction   

           

What’s the trend? 

                       

 

 

 



 
 

Percentage of calls responded to within 20 seconds 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

Percentage of telephone calls abandoned by the customer before being answered 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

Revenues and Benefit 

Percentage of council tax collected (cumulative) 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 



 
 

Percentage of business rates collected (cumulative) 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

Average number of days taken to process new housing benefit claims (cumulative) 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

    

 

 



 
 

Average number of days taken to process housing benefit change of circumstances (cumulative) 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

  

 

 

 



 
 

Percentage of housing benefit overpayment due to LA error/Admin delay (cumulative) 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

Housing Support 

Number of households living in emergency accommodation for under 28 days 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 



 
 

Number of households living in emergency accommodation for over 28 days 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

Number of Long Term Empty properties 

 

  Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

Planning and Strategic Housing 

Percentage of major planning applications determined  

% of all applications completed within an agreed timeframe 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 
% of all application completed within 13 weeks  
                                                             -------------  Cotswold                                 ----------- Forest of Dean                            -----------  West Oxfordshire  
 

 

 



 
 

Percentage of minor planning applications determined  

% of all applications completed within agreed timescales 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 
% of all applications completed within 8 weeks  
 
                                                             -------------  Cotswold                                 ----------- Forest of Dean                            -----------  West Oxfordshire  
 
 

 



 
 

Percentage of other planning applications determined  

% of all applications completed within agreed timescales 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 
% of all applications completed within 8 weeks 
 
                                                             -------------  Cotswold                                 ----------- Forest of Dean                            -----------  West Oxfordshire  

 



 
 

Percentage of appeals allowed 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

   



 
 

Number of affordable homes delivered (cumulative) 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 
 

 

 

 



 
 

Percentage of land charge searches dispatched within 10 working days 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

Environmental and Regulatory  

Number of fly tips collected 

 

  Cotswold    Forest of Dean    West Oxfordshire 
 

 

 



 
 

Percentage of fly tips that result in an enforcement action taking place (defined as a warning letter, fixed penalty notice, simple caution or prosecution) 

 

    Cotswold    Forest of Dean    West Oxfordshire 
 

 

   

 



 
 

Percentage of high risk notifications (including food poisoning outbreaks, anti-social behaviour, contaminated private water supplies, workplace fatalities 
or multiple serious injuries) risk assessed within 1 working day 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

Percentage of high risk food premises inspected within target timescales 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

   



 
 

Residual household waste per household (kg) 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

Percentage of household waste recycled (cumulative) 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 

 



 
 

Number of missed bin per 100,000 scheduled collections 

 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

Leisure 

Number of visits to leisure centres 

  Target    Cotswold    West Oxfordshire 
 

 

 

 



 
 

Parking  

Total hours spent undertaking on and off-street parking enforcement visits 

  Target    Cotswold    Forest of Dean    West Oxfordshire 
 

 

 

 



 
 

COMPLAINTS - ARE WE DOING THE ‘DAY JOB’ REALLY WELL FOR OUR COUNCILS? 

 

Service area  Description  Outcome/learning  Stage  Decision  Response 
time (days) 

 

Revenues  Complainant was unhappy that property was made 
liable for council tax before its completion. 

The legal council tax process was followed.  1  Not 
upheld 

10 days 

ERS, Planning  Complainant unhappy about the operating hours at 
Westington Quarry. 

The operating hours at the site are the agreed and stated 
operating hours  

1  Not 
upheld 

15 days 

Housing  Complaint regarding lack of contact with a vulnerable 
client. 

Numerous attempts to contact the client had been made by 
both the Council and other agencies. Contact has since 
been made and the issue resolved 

1  Not 
upheld 

10 days 

 

 

 



 
 

 
 

 

 

 

 

 


