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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).

The second annual benchmarking exercise has been completed for the most recent data available (2020-21), and includes CIPFA benchmarking charts and
revised Shire Districts’ median /top quartile lines. The 2021-22 benchmarking data will be released over the course of the new financial year, and generally
concludes around December time, ready for the 2022-23 Q4 performance report.

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 181 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, benchmarking data 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;;
● 2021/22 benchmarks are not yet available, so the previous year’s benchmarks have been used, and will be revised during each benchmarking

exercise.
● Where possible, from Quarter One 2023-24, additional benchmarking information will be included.

Note; some charts are missing data in this report as no data was collected at those variables.



KEY PERFORMANCE METRICS
At a glance…

Indicators with targets Status

Customer satisfaction - phones

Customer satisfaction - F2F

Satisfaction for Building Control service

CT collection rate

NNDR collection rate

Average days to process CTS new claims

Average days to process CTS change events

Average days to process HB change events

% HB overpayment

% major applications determined within time

% minor applications determined within time

% others applications determined within time

Total planning income

Pre-application advice income

% 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

Gym memberships

OVERALL PERFORMANCE
Overall, performance appears to be mixed. No indicators progressed to ‘Red’ from last quarter’s
status.
Over the last year, a number of services have highlighted the potential impact of the cost of living
crisis on households, businesses and the Council’s services in particular Revenues and Benefits,
Planning, Housing Support and Leisure. Some services such as Revenues and Benefits have
reported increased customer contact and workloads while Planning has reported a slow-down in
applications and potentially fewer applications for large developments due to a loss of confidence
in the housing market. The business rates collection rate has been depressed over the last couple
of years due to Covid and may now take longer to recover.
There are a number of improvement programmes in progress across services focussed on
improving customer communication and increasing automation and self-serve options for
customers which should help to reduce customer contact including repeat customer contact



CUSTOMER SERVICE

Customer satisfaction

What’s the trend?



Customer satisfaction for the Building Control service

Cotswold Target Cotswold Forest of Dean West Oxfordshire



Telephone calls - average waiting time

Cotswold Target Cotswold Forest of Dean West Oxfordshire



Revenues and Benefits

(Cumulative) Percentage of council tax collected at the end of the quarter & the difference between the % of council tax collected and the target

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



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

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



(Cumulative) Average number of days taken to process Council Tax Support new claims and change events

Cotswold Target Cotswold Forest of Dean West Oxfordshire



(Cumulative) Average number of days taken to process Housing Benefit changes of circumstances & % HB overpayments due to LA error /delay

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



Housing Support

(Snapshot) Number of households in B&B/hotel-type accommodation & Hostels (LA owned or managed); and Number of successful ‘Move On’ into
suitable independent/long-term accommodation from B&Bs/hotels/hostels

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

Cotswold 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

Cotswold 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

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

% of all applications completed within 8 weeks

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



(Cumulative) Planning income

Cotswold Target Cotswold Forest of Dean West Oxfordshire



(Cumulative) Percentage of planning appeals allowed

Cotswold Target Cotswold Forest of Dean West Oxfordshire



(Cumulative) Number of affordable homes delivered

Cotswold Target Cotswold Forest of Dean West Oxfordshire



Percentage of land charge searches despatched within 10 working days

Cotswold Target Cotswold Forest of Dean West Oxfordshire



Environmental and Regulatory

Number of fly tips collected & % 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

Cotswold Target Cotswold Forest of Dean West Oxfordshire

Percentage of high risk food premises inspected within target timescales



Waste Management

(Cumulative) Percentage of household waste recycled & Residual household waste per household (kg)

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



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



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

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

Waste &
Recycling

Green Waste Bin not collected Crew error/ reminders put in place for future collections Upheld 12

Assets of
Community
Value

Upset with speed of decision for asset of community
value status

Council accepts it did not respond within statutory
timescale. Does not accept prejudice in decision.

Partly
Upheld

30

Revenues &
Benefits

Wrong Banding on Council Tax, now rectified and
wants to be eligible for Rebate

Not continued as a complaint, dealt with by department
using appeals process

Upheld No response
sent


