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A note on performance benchmarking

Benchmarking can be a useful tool for driving improvement; by comparing our performance with other similar organisations, we can start a discussion about
what good performance might look like, and why there might be variations, as well as learning from other organisations about how they operate (process
benchmarking).

A selection of readily available benchmarking data has been included in the 2020-21 Q4 performance report on a trial basis. Two comparator groups that are
commonly used to benchmark Councils’ performance are: all shire district councils and CIPFA Nearest Neighbours (NN). The CIPFA NN Model is based on
family groups; it adopts a scientific approach to measuring the similarity between councils taking into account a range of demographic and socio-economic
characteristics. The standard model provides the 15 nearest neighbours to each council. In contrast, the all shire districts comparator group is a much larger
dataset of 192 councils, and there will inevitably be a much greater variation between the councils in this group.

When we embark on performance benchmarking, it is important to understand that we are often looking at one aspect of performance i.e. the level of
performance achieved. Although the CIPFA NN Model groups councils on the basis of similarity, these factors are external and based on ‘place’. The model
does not take into account how services are resourced or compare in terms of quality or level of service delivered, for example, how satisfied are residents
and customers?  Furthermore, each council is unique with its own vision, aim and priorities, and services operate within this context.

Therefore, the benchmarking data provided in this report should be viewed as a ‘guide’ and as a starting point for discussion. It is important to understand
performance within context, and there will be a variety of internal factors that determine performance including costs, workloads and quality.

Note

The data has been extracted from LG Inform, a benchmarking tool, which contains a range of routinely published data. It should be noted that:

● the extracted data may differ from the Council’s own data;
● the median and top (best 25%) quartile lines are based on annual outturns but applied to the quarterly data;;
● 2020/21 benchmarks are not yet available, so the previous year’s benchmarks have been used



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
The majority of staff continue to work from home as the nation entered its third lockdown on 5
January 2021.  Although some services are accessing external resources to help manage
workloads, overall, performance has dipped in Q4 reflecting the significant impact of Covid-19 on
some services. The Council’s leisure facilities have been closed for a large part of the year; some
services such as housing, planning land charges and customer services have experienced higher
workloads to meet customer demand, and other services such as food safety and planning have
had to find new ways of working or have been severely restricted in the way the service can be
delivered creating backlogs of work.

In addition, many services including revenues and benefit, and community well-being have not just
been doing the ‘day job’; they have been supporting communities and businesses through the
pandemic with the help of ICT and finance working in the background, as well as delivering the
Council’s priorities



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 & the difference between the percentage of council tax collected and the target

Target Cotswold Forest of Dean West Oxfordshire



(Cumulative) Percentage of business rates collected & the difference between the percentage of business rates collected and the target

Target Cotswold Forest of Dean West Oxfordshire



Benchmarks against all Shire Districts and Cipfa nearest neighbours for council tax collection rates and business rates collection rates

Percentage of council tax collected

Percentage of business rates collected



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

Target Cotswold Forest of Dean West Oxfordshire Shire Districts’ Median

   



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

Target Cotswold Forest of Dean West Oxfordshire Shire Districts’ Median



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

Target Cotswold Forest of Dean West Oxfordshire



Housing Support

(Snapshot) Number of households living in emergency accommodation for under 28 days & over 28 days

Target Cotswold Forest of Dean West Oxfordshire



(Snapshot) Number of Long Term Empty properties (six months and over)

Cotswold Forest of Dean West Oxfordshire



Planning and Strategic Housing

(Cumulative) Percentage of major planning applications determined

% of all applications completed within 13 weeks or an agreed timeframe

Target Cotswold Forest of Dean West Oxfordshire Shire Districts’ Median

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



(Cumulative) Percentage of minor planning applications determined

% of all applications completed within 8 weeks or an agreed timescale

Target Cotswold Forest of Dean West Oxfordshire Shire Districts’ Median

% of all applications completed within 8 weeks

------------- Cotswold ----------- Forest of Dean ----------- West Oxfordshire



(Cumulative) Percentage of other planning applications determined

% of all applications completed within 8 weeks or an agreed timescale

Target Cotswold Forest of Dean West Oxfordshire Shire Districts’ Median

% of all applications completed within 8 weeks

------------- Cotswold ----------- Forest of Dean ----------- West Oxfordshire



Benchmarks against Cipfa nearest neighbours for % of planning application determined within agreed timescales



(Cumulative) Percentage of planning appeals allowed

Target Cotswold Forest of Dean West Oxfordshire



(Cumulative) Number of affordable homes delivered

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 Top Quartile Shire Districts’ Median



Cumulative) Percentage of household waste recycled

Target Cotswold Forest of Dean West Oxfordshire Top Quartile Shire Districts’ Median



(Cumulative) Percentage of household waste recycled by waste stream

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

Target Cotswold Forest of Dean 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 &
Benefits

Complainant unhappy with the Council Tax advice
received, and the issuing of another Council Tax bill
after the Council had been made aware that the house
in question was under new ownership.

The refund in Council Tax refund was not issued within
10 working days as stated in the communication with
the complainant.

The investigation concluded that the Council had given the
correct advice about the Council Tax query. However, the
subsequent delay to proceedings due to the recent
implementation of the new Revenues and Benefits system as
well as the closure of offices over Christmas resulted in the
issue of another Council Tax bill;  an apology was offered.

It was also acknowledged that there had been a delay in
refunding the complainant due to the implementation of the
new system; an apology was also offered. The refund has
now been issued.

II Upheld 10

Development
Management

Complainant unhappy with significant delay in obtaining
a response to Freedom of Information (FOI) request.

It was found that the Council had failed to provide the
required information within an acceptable time frame. The

II Upheld 3



initial request was not processed by the Planning Technical
and Enforcement Teams.  It was acknowledged that this was
an oversight due to home working. The Enforcement
Officer provided the information when requested a second
time, however it was further delayed due to advice being
sought on data protection/confidentiality issues without any
explanation given to the complainant. An apology was given
and a payment of £75 was offered.

To ensure there are no further occurrences, the Planning
Technical Team has been advised of the correct procedure
and monitoring controls

Revenues &
Benefits

Complainant contacted the Council on several
occasions to ask when they would receive Covid
Business Grant payments, but received no response

An apology was offered for the lack of response, and
payment was made to the complainant’s account by the end
of the following week

II Upheld 11

Revenues &
Benefits

Complainant had not received any acknowledgement of
Council Tax support claim

There has been a significant increase in claims due to the
pandemic which has resulted in a backlog of work and all
applications have been taking significantly longer to process
than normal. However, it was acknowledged that the
amount of time that the complainant had been waiting was
unacceptable

II Upheld 9

Revenues &
Benefits

Complainant unable to get a response from the
Business Grant Team

An apology was offered; the complainant’s case has been
referred to the Business Manager for Operational Services
for resolution

II Upheld 2




