
 
 

   
  

 
 
 

 
 

   

    

         
  

 
 
 
 
 
 
 
 
 
 
 

Delivering Our Outcomes – This highlights past performance as illustrated through our Key Performance 
Indicators (KPIs) 



 

 

 

   
        

  
    

  
  

      
    

      
     

     
   

  
        

        
 

    
  

 
   

  
 

 

 
 
 

  

 
 

 

DELIVERING OUR OUTCOMES – OUR KEY PERFORMANCE INDICATORS 
Indicator: CSS101_02 Increase public use of corporate social media sites on three categories of information: council news, 
community success and general use. 
Why measure this? We issue informative articles on Council services and achievements as well as the area overall. This supports the 
overall objective of attracting people to the area. 
Commentary: 
Facebook - We continue with our content mix of council news, community successes and general-use information. Issuing health 
information related to Covid is an on-going demand. 
Instagram -



 

 
   

      
   
  

      
        

    
     

       
  
 

 

  
 

 

 
 

 

  

 
 

 

 
 
 
 

 

DELIVERING OUR OUTCOMES – OUR KEY PERFORMANCE INDICATORS 
Indicator: CSS101_03 Increase the percentage of telephone service enquiries received by Customer Service Centres that are dealt 
with at the first point of contact by the Customer Service Centre. 
Why measure this? This illustrates how we aim to get every customer contact 'right first time' through our Customer Service Centre 
without having to transfer the query to officers within the specific service. 
Commentary: This figure is based on the number of calls made, answered and transferred. Total number of calls received = 31,168 with 
26,898 answered at first point of contact. First point of contact means that the customer service agent has sufficient information at 
hand to answer the question for the caller there and then without having to refer the service for the answer. 
This indicator is above target however performance has decreased slightly since the last reporting period 

TARGET FQ2 
82.0% 

ACTUAL FQ2 
94.9% 

G 
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DELIVERING OUR OUTCOMES – OUR KEY PERFORMANCE INDICATORS 
Indicator: CSS113_02 Maintain the average time to resolve ICT incidents. 
Why measure this? To support the Council to operate effectively and efficiently and any unforeseen ICT incidents are resolved as 
quickly as possible. 
Commentary: The average time to fix is measured and recorded on a monthly basis. This three month average is 2.4 hours, well within 
the reduced target of 4.3 hours for 2021/22 
This indicator is above target and performance has improved since the last reporting period (lowest is best). 

TARGET FQ2 
< 4.5 hours 

ACTUAL FQ2 
< 2.4 hours 
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BENCHMARK 
2020/21: < 3.0 hours 
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DELIVERING OUR OUTCOMES – OUR KEY PERFORMANCE INDICATORS 
Indicator: DEG103_02 The percentage of positive homeless prevention interventions (prevent 1). 
Why measure this? We personalise preventative measures to help people access a housing option that meets their needs. This 
statutory measure recognises the importance to prevent homelessness. 
Commentary: This target is focused on the effective prevention work carried out by Housing staff. During the pandemic the Housing 
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