
  

  
  

Delivering   great   services   locally   
  

PERFORMANCE   REPORT:   
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KEY   PERFORMANCE   METRICS     

At   a   glance…   
  

            

  

  

  

  

Indicator   Status   
Customer   satisfaction   -   phones     
Customer   satisfaction   -   F2F   n/a   
Customer   satisfaction   -   website     
Customer   satisfaction   -   email   no   target   set   
%   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   Accommodation   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)     
%   combined   recycling   rate     
Missed   bins   per   100,000     
Leisure   visits   no   target   set   
Gym   memberships   no   target   set   
Parking   enforcement   hours     

OVERALL   PERFORMANCE   

Due   to   Covid-19,   some   services   were   unable   to   operate   in   Q1.   Following   the   lifting   of   
restrictions   in   July,   all   services   are   now   operational   including   the   leisure   centres,   food   
safety,   and   parking   enforcement.     

Overall,   services   are   performing   well   and   have   adapted   to   a   new   way   of   working,   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?   

 

  

  

  

  

  



  
  

Telephone   calls   -   response   and   abandonment   

  

   

   

  

  

  

  

  

  

   Target       Cotswold       Forest   of   Dean       West   Oxfordshire   



  
  

Revenues   and   Benefits   

(Cumulative)   Percentage   of   council   tax   collected     
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(Cumulative)   Percentage   of   business   rates   collected   
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(Cumulative)   Average   number   of   days   taken   to   process   new   housing   benefit   claims     
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(Cumulative)   Average   number   of   days   taken   to   process   housing   benefit   change   of   circumstances     
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(Cumulative)     Percentage   of   housing   benefit   overpayment   due   to   LA   error/Admin   delay     
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Housing   Support   

(Snapshot)   Number   of   households   living   in   emergency   accommodation   for   under   28   days   
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(Snapshot)   Number   of   households   living   in   emergency   accommodation   for   over   28   days   
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(Snapshot)   Number   of   Long   Term   Empty   properties   (six   months   and   over)   
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Planning   and   Strategic   Housing   

(Cumulative)   Percentage   of   major   planning   applications   determined     

%   of   all   applications   completed   within   an   agreed   timeframe   

  
%   of   all   application   completed   within   13   weeks     
                                                               -------------     Cotswold                                    -----------    Forest   of   Dean                               -----------     West   Oxfordshire     
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(Cumulative)   Percentage   of   minor   planning   applications   determined     

%   of   all   applications   completed   within   agreed   timescales   

  
%   of   all   applications   completed   within   8   weeks     
  

                                                               -------------     Cotswold                                    -----------    Forest   of   Dean                               -----------     West   Oxfordshire     
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(Cumulative)   Percentage   of   other   planning   applications   determined     

%   of   all   applications   completed   within   agreed   timescales   

  

  
%   of   all   applications   completed   within   8   weeks   
  

                                                               -------------     Cotswold                                    -----------    Forest   of   Dean                               -----------     West   Oxfordshire     
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(Cumulative)   Percentage   of   planning   appeals   allowed   
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(Cumulative)   Number   of   affordable   homes   delivered   
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Percentage   of   land   charge   searches   dispatched   within   10   working   days   
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Environmental   and   Regulatory     

Number   of   fly   tips   collected   
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Percentage   of   fly   tips   that   result   in   an   enforcement   action   taking   place   (defined   as   a   warning   letter,   fixed   penalty   notice,   simple   caution   or   prosecution)  
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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   
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Percentage   of   high   risk   food   premises   inspected   within   target   timescales   
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Residual   household   waste   per   household   (kg)   
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(Cumulative)   Percentage   of   household   waste   recycled     
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Number   of   missed   bin   per   100,000   scheduled   collections   
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Leisure   

Number   of   visits   to   the   three   leisure   centres   &   (Snapshot)   Number   of   gym   memberships   
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Parking     

Total   hours   spent   undertaking   on   and   off-street   parking   enforcement   visits   
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   COMPLAINTS   -   ARE   WE   DOING   THE   ‘DAY   JOB’   REALLY   WELL   FOR   OUR   COUNCILS?  

   

  

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

  

Revenues   &   
Benefits   

Complainant   felt   insulted   by   the   way   they   had   been   
communicated   with   on   two   separate   occasions.     

An   apology   was   issued   for   the   first   incidence,   and   the   
service   leader   assured   the   complainant   that   further   staff   
training   would   be   organised   to   ensure   similar   issues   are   
handled   sensitively   should   they   arise   in   the   future.   A   set   
statement   that   caused   offence   in   email   communications   
between   the   complainant   and   the   Council   has   also   been  
reviewed   and   revised   

I    Upheld    3   days   

ERS    Complainant   felt   inaccurate   information   had   been  
given,   and   felt   that   the   issuing   of   a   community   

A   miscommunication   on   the   part   of   the   Council   meant   that   
the   complainant   was   given   incorrect   information.   An   

I    Partly   
upheld  

1   day   



  
  

  

  

   

protection   warning   letter   presented   a   legal   conflict    apology   was   given,   and   further   training   is   being   arranged   for   
customer   service   advisors   to   ensure   this   does   not   happen   
again.   However,   the   Council   was   unable   to   consider   the   
matter   of   a   legal   conflict   and   suggested   it   was   raised   with   
Bromford   

Waste   &   
Recycling   

The   Council   website   was   displaying   inaccurate   
information   about   the   waste   service,   resulting   in   what   
the   complainant   deemed   ‘service   failure’.   The   
complainant   was   disappointed   by   the   Council’s   
subsequent   failure   to   respond   when   the   issue   was   
raised   

The   information   has   been   revised   and   an   apology   given.   The   
complainant   was   advised   of   their   options   on   waste   
collections.     
  

The   Council   had   not   failed   to   respond   to   emails   from   the   
complainant   

I    Partly   
upheld  

6   days   

Sustainability    No   response   to   complainant’s   Tree   Preservation   Order   
request   

Due   to   high   workloads   and   the   complex   nature   of   the   
request,   the   response   took   longer   than   it   would   normally   
have   done.   An   apology   was   given.   

I    Upheld    10   days   

Housing    The   Council   had   not   followed   the   correct   procedure   
when   issuing   a   Notice   to   Vacate   

It   was   found   that   the   Council   followed   the   correct   
procedure   and   gave   the   complainant   adequate   notice.   
However,   it   was   decided   that   the   Council   could   have   kept   
the   complainant   better   informed   of   procedure   during   their   
time   in   temporary   accommodation,   and   for   this   the   Council   
offered   an   apology   

I    Partly   
upheld  

10   days   

Development   
Management   

Complainant   unhappy   with   the   handling   of   a   planning   
application.   

It   was   acknowledged   that   there   had   been   an   error   in   the   
handling   of   the   planning   application,   and   an   apology   was   
issued.   The   complaint   has   now   been   escalated   to   Stage   II.   

II    Upheld   at   
Stage   1   

10   days   at   Stage   
1   



  
  

  
  

  

  

  

  

  


