Appendix A - Directorate of Chief Executive - Quarterly Measures
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Service Area Code Measure Unit Low is Portfolio Holder Owner 23|183|833|823 93|ld3|ld3|a83 about this
Cum (Worst) (Best) g0|80|80|8o0 (Worst) (Best) g0|80|80| 80 Last Year
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Average return on investment High is Clir Ric Metcalfe - Portfolio Colleen Warren - Financial H Predicted small improvement. Our current investments are Increasin
5 Accountancy ACC1 g ortfolio % QTR Zo J Holder for Our People and Services Manader 0.75% 0.85% 0.45 0.18 0.09 0.20 0.12% 0.18% 0.10 0.13 0.14 (Increased 0.15% 0.25% on fixed rate terms, so we would not be able to achieve 5 g but not
P g Resources 9 Target) much change this financial year. returned
. i ClIr Ric Metcalfe - Portfolio " . @
A t t rat t | L Coll Wi - Fi | p=
5| Accountancy |accz|7Veregenterestrateonexteal o | qrg | FOWS 1 yolder for Our People and olieen Warren - Financid 4.75% 3.75% 2 | 369 | 364 | 3.25 4.75% 3.75% | 315 | 315 | 310 4.75% 3.75% No Change
borrowing good Services Manager S
Resources
Percentage of media enquiries o Clir Ric Metcalfe - Portfolio H " . . .
com High teve Welsby - N ly - Conti l king higher target
5| communications | ®V | responded to within four working | % | atR | ™97 | Hotder for our People and Steve Welsby 70.00% 85.00% | 89.00 | 86.00 | 84.00 | 87.00 | 70.00% 85.00% | 76.00 | 78.00 | 76.00 (Increased |  75.00% 90.00% | Vo reply - Continuously breaking higher target so increased
1 good Communications Manager lower and higher
hours Resources Target)
Average time taken to answer a |Second Low is Clir Chris Burke - Portfolio Holder Joanne Crookes - Customer
5 | Customer Services | CS3 & . QTR for Customer Experience and . 120 90 124 109 81 156 300 180 291 413 272 300 180 No Change
call to customer services s good X Services Manager
Review
L P L CliIr Ric Metcalfe - Portfolio i i
P hi High lleen Wi - Fi !
% | ebtors & creditors | pT 1 | PEreentage of invoices paid within | o | pp | HiGhis | e o Our eopleand | CONeen Warren - Financial - g¢ oo 97.00% 98.92 | 95.00% 97.00% 95.00% 97.00% No Change
30 days good Services Manager
Resources
L L Clir Ric Metcalfe - Portfolio . . H
P t that h High Colleen W -F I
S |Debtors & Creditors | DCT 2 e;f{;;z;zf OIZ;C:;m 7etezve % QTR lio: Holder for Our People and o ii’;vi;;r:;anam;nua 40.00% 50.00% 45.40 40.00% 50.00% (Increased 45.00% 55.00% Big push across CoLC on compliance with PO being used
P g Resources g Target)
Cllr Ric Metcalfe - Portfolio H
A f Low i lleen W -Fi ial | h i ing High
% | Debtors & Creditors| DCT 3 verage nur"nber of days to pay Days | QTR ow is Holder for Our People and Colleen / arren - Financia 8.00 30 27 (increased 30 15 Constantly smashed target‘ so increasing Higher target as
invoices good Resources Services Manager Target) lower 30 day is set as standard
Percentage of apprentices L Clir Ric Metcalfe - Portfolio i A Original target was 92% - 95% but moved to volumetric last Returned
Work Based WBL High Cl B - HR and . . L . .
5 Loefam;se 1 completing their qualification on % QTR Igo: Holder for Our People and alreW;[rlc\;;isa or an 92.00% 95.00% 100.00 | 100.00 | 75.00 |100.00 § Volumetric | Volumetric | 2100.00 | 0.00 0.00 (Adjusted 95.00% 100.00% year. These original values were not suitable. E.g. With 20 1 and
g time g Resources g Target) apprentices you could never have 92% of people. Adjusted
Percentage of apprentices moving L ClIr Ric Metcalfe - Portfolio i A Targets reintroduced after volumetric for 2021-22 year.
Work Based WBL High Cl B - HR and
5 Loefam;se 3 into Education, Employment or % QTR Igo: Holder for Our People and alreW;[rlc\;;isa or an 92.0% 95.0% 100.00 | 100.00 | 100.00 | 75.00 § Volumetric | Volumetric | 100.00 | 0.00 0.00 (Adjusted 90.00% 95.00% Lower and higher targets adjusted to be quantifiable and
g Training g Resources g Target) realistic. E.g. you cannot have 92% of 20 people
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Average (YTD) days to process Martin Walmsley - Head of 2 00 Q26,00 TR || @-fE0n G || @)l
Housing Benefit R . i Low is | ClIr Sue Burke - Portfolio Holder Q2 - 27.00 Q2 - 25.00 Q2 - 20.00 Q2-18.50 Q2 - 20.00 Q2-18.50 | Target was made harder in 2021-22 so kept the same for
5 BE1 h benefit cl fi D, CUM Shared R d 15.89 | 16.69 | 16.72 | 16.91 16.81 | 17.50 | 16.45
S| Administration new °”s('j”agte f;;i'vg da'ms rom | bays good for Reducing Inequality are Bei‘;?t‘s‘es an Q3-26.00 | Q3-24.00 Q3-19.50 | Q3-17.50 Q3-19.50 | Q3-17.50 this year
Q4-25.00 [ Q4-23.50 Q4-19.00 | Q4-17.00 Q4-19.00 | Q4-17.00
Average (YTD) days to process Martin Walmsley - Head of Q1-10.00 Q1-7.50 Q1-10.00 Q1-7.50 Q1-10.00 Q1-7.50
s | Housing Benefit BE2 housing benefit claim changes of Days | cum Low is | ClIr Sue Burke - Portfolio Holder Shared Reve:ues and Q2-9.00 Q2-7.00 422 463 427 3.00 Q2-9.00 Q2-7.00 488 5.49 537 Q2-9.00 Q2-7.00 |Verysmallchange made. Change of Q4 by 0.5 for lower and
1 Administration circumstances from date good for Reducing Inequality Benefits Q3-8.00 Q3-6.50 ' ) ' ' Q3-8.00 Q3-6.50 ' ' ' Q3-8.00 Q3-6.50 higher targets due to COVID impact
received Q4 - 6.00 Q4 -4.50 Q4 - 6.00 Q4 -4.50 Q4 - 6.50 Q4 -5.00
) ) . Q11250 Q11100 Q12000 Q11700 Q1 2000 Q1 2500 ) . ’
. " Number of Housing Benefits / . ) Martin Walmsley - Head of Amount of claims have continued to climb gtr. on gtr.
Housing Benefit R Numbe Low is | Clir Sue Burke - Portfolio Holder Q2 1200 Q2 1050 Q2 1750 Q2 1500 Q2 1800 Q2 2000 L X .
=
BE3 | C IT t cust Ccum Shared R d 1365 1338 1835 2123 2098 1411 1643 T, ts reduced to b | th last but tat 10
S| Administration °““:1Na;’;n5“§f;rs;r:’:n‘:mers r good for Reducing Inequality are B;‘;ef:'t:es an Q31150 | Q31000 Q31500 | Q31300 Q31600 | Q31750 | ECCTE “cfs cht if \';i”'gz :tl)ov:SIasyteaeraru expectation
& Q41100 | Q4950 Q41250 | Q41100 Q41400 | Q41500 year
. . . Q1-85.0% | Q1-88.0% Q1-86.0% | Q1-89.0% Q1-87.0% | Q1-90.0%
. . Percentage of risk based quality o . Martin Walmsley - Head of H .
Housing Benefit iy High is | Clir Sue Burke - Portfolio Holder Q2-86.0% | Q2-89.0% Q2-87.0% | Q2-90.0% Q2-88.0% | Q2-91.0% |Targets have been made harder 2 years in a row. Supported
3 BE4 heck: de where B it % cum Shared R d 94.03 | 91.52 | 92.31 | 92.87 95.94 | 95.26 | 96.40 11
S| Administration ¢ e:n:,_t';'r’n:n':’ise::”:::f ! e good for Reducing Inequality are B;‘;;;’tzes an Q3-87.0% | Q3-90.0% Q3-88.0% | Q3-91.0% ”’;Z’fg‘:ssd Q3-89.0% | Q3-92.0% by outturn
Q4-88.0% | Q4-91.0% Q4-89.0% | Q4-92.0% Q4-90.0% | Q4-93.0%
. ) ) Q1 - 26.50% | Q1 - 27.00% Q1 - 25.00% | Q1 - 27.00% Q1-25.00% (Q1-26.00%
; . L Clir Ric Metcalfe - Portfolio Martin Walmsley - Head of . .
Revenues Council Tax - In year collection High is Q2 -52.50% | Q2 - 53.00% Q2 - 50.00% | Q2 - 53.00% Q2 -50.00% |(Q2-51.50% | Very small change to Higher Target per gtr. Driven by no CT
3 REV 1 % cum Hold Our Peopl d Shared R d 25.90 | 50.53 | 76.20 | 94.78 25.10 | 49.58 | 75.82 6
S| administration rate for Lincoln ¢ good older f :;sol:;rrc:fp ean are B:n"e‘;;’tzes an Q3- 78.50% | Q3 - 79.00% Q3- 75.00% | Q3 - 79.00% Q3-75.00% |Q3-77.00% Hardship fund this year. Low targets maintained
Q4-96.75% | Q4 - 97.00% Q4 -95.00% | Q4 - 96.75% Q4 -95.00% |(Q4-96.00%
. X ) Q1-33.00% | Q1 - 34.50% Q1-33.50% | Q1-34.49% Q1-32.00% (Q1-29.00% L . .
. . . L Clir Ric Metcalfe - Portfolio Martin Walmsley - Head of Ongoing impacts of Covid-19 on revenues collections, also
Revenues Business Rates - in year collection High is Q2-58.00% | Q2 - 59.50% Q2-58.50% | Q2 - 59.58% Q2-54.00% (Q2-57.00% i . .
3 REV 2 % cum Hold Our Peopl d Shared R d 41.31 | 65.15 | 90.42 | 98.97 29.10 | 55.70 | 84.11 ! ti 2022/23. Th Il ch 7
S| administration rate for Lincoln ¢ good older f :;Soirrc::p ean are B;ZZZES an Q3 - 82.50% | Q3 - 84.50% Q3- 82.50% | Q3 - 83.39% Q3-81.00% |Q3-84.00%| "€ relef EJZ 5;}:? ;Z;’;m B C - GC'CSU’:;Z:{"” cnange
Q4 - 98.60% | Q4 - 99.00% Q4 - 98.50% | Q4 - 98.89% Q4-97.00% |Q4-98.00% glsvery ’
Targets lowered to take into account the longer term
. . . Ql-750 Q1l-600 Q1l-800 Q1-700 Q1 - 2000 Q1-1500 | outturn.COVID is continuing to have long term effects and
Clir Ric Metcalfe - Portfol Martin Walmsley - Head of
= Revenues REV 3 Number of outstanding customer |[Numbe UM Low is Hc:Id; foer (;?Jre;’eoo[e ;’nlg a;P:ZredaI::/ee:ues ::d ° Q2-750 Q2 - 600 249 685 963 1650 Q2-750 Q2 - 650 2665 | 3737 | 1738 Q2 - 1800 Q2 - 1400 | increased demand. New targets although lower (reduced) s
© Administration changes in the Revenues Team r good Resources P Benefits Q3 - 600 Q3-450 Q3-700 Q3 - 550 Q3 - 1400 Q3-1200 | are still predicting an improvement in service levels from
Q4 - 450 Q4 -300 Q4 - 650 Q4 - 450 Q4 - 1200 Q4 - 1100 the last financial year. E.g. Less cases open at the end of
each quarter.
. . Q1-3 Ql-5 Ql-3 Ql-5
L ClIr Ric Metcalfe - Portfolio . A
Work Based Numb f tart th Numb High cl B -HR and 2-8 2 -10 2-8 2 -10
5 Ifjerarnia:e WBL 2 un; e:zntri]:e\’;fi al;cehr:n:r; N ur:1 €l cum Iiocljs Holder for Our People and alreW;[r’\(;L;gnsa or an (;13 13 23 15 3 5 9 11 Volumetric | Volumetric 4 2 3 (Adjusted :3 13 83 15 Returned to cumulative measure from Vol. in 2021-22. 2 Returned
& PP P & Resources 8 Target)
Q4-18 Q4 - 20 Q4-18 Q4-20




Appendix A - Directorate of Chief Executive - Annual

Black Text - Qtrly Purple Text - Cumulative Blue Text - Annually Cumulative Target 2021-2022
High / wE|lNnE|[LE|NE Wh
igl A N2IN2IN2|IN 32 at
TR Low T High T ) ) ) D Reduced
Service Area Code Measure Unit QTR or Low is Portfolio Holder Owner ow Target | High Target o £ b} £ 4] £ S £ eeuce | about this
Cum (Worst) (Best) 80|80|80|80 Last Year
Good N | NN|SNm | 8o year
(=] (=] g g
Percentage value of the top 10 L ClIr Ric Metcalfe - Portfolio i .
Pi t A | High Heather C hael - Client
5 rocurement 1 ppo 2| spend contracts that have been | % |22 | 9B Hotder for Our People and eather tarmichael - lent § - 76 009 90.00% 24.00 70.00% 90.00% 23.60 70.00% 90.00% No Change
Services Q3 good Procurement Officer
sub Resources
Percentage spend on contracts . .
L ClIr Ric Metcalfe - Portfolio . .
Pi t that have b ded to "local" A I'| High Heather C hael - Client
5 rocurement | ppg 7 |19t Nave been awardedto ocalty o | ARNUGT FIGN IS | er for Our People and eather tormichael - lent § - 20,009 45.00% 35.00 20.00% 45.00% 45.00 20.00% 45.00% No Change
Services contractors (as the primary Q3 good Procurement Officer
Resources
contractor)
L Clir Ric Metcalfe - Portfolio . .
P t P t total contract A 1| High Heather C hael - Client
5 rocurement | ppn 3| Percentage of total contrac 9o |G TI9NIS L older for Our People and eather tormichael - ent § - 20,009 40.00% 40.00 20.00% 40.00% 42.10 20.00% 40.00% No Change
Services spend that is with an SME Q3 good Procurement Officer
Resources
Percentage of total contract L ClIr Ric Metcalfe - Portfolio . .
Pi A I'| High Heath: hael - Cli
5| Frocurement ppo4| spendthatis withan SMEwho | % || FON S otder for Our People and eather Carmichael - Client § 5, gos 40.00% 46.00 20.00% 40.00% 48.20 20.00% 40.00% No Change
Services p PP Q3 good Procurement Officer
meets the "local" definition Resources
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The number of new benefit Martin Walmsley - Head of
Housing Benefit Numb Clir Sue Burke - Portfolio Hold
5 ou5{ng en}e ' BES5 | claims PER QUARETR (Housing umboe QTR roue Bur e- ortiotio . olcer Shared Revenues and 973 1995 | 2966 Has always been volumetric
Administration . . r for Reducing Inequality "
Benefits/Council Tax Support) Benefits
Clir Chris Burke - Portfolio Holder
Number of face to f iries [Numb J Crookes - Cust
5 | Customer Services | CS1 um -er ortace to ace'enqwnes umboe QTR for Customer Experience and oanne |too €s - Lustomer 53.00 | 72.00 | 73.00 Has always been volumetric
in customer services r X Services Manager
Review
Number of teleph iri
anl;r;el'e;doin i::n::lesf\ir;?zlrr;?s Numbe Cllr Chris Burke - Portfolio Holder Joanne Crookes - Customer Has always been volumetric. Look at options to give more
5 | Customer Services | CS2 . QTR for Customer Experience and R 29980 | 31960 | 29692 Y o P &
(Rev & Bens, Housing & Env. r . Services Manager context in the future.
. Review
Service
. The number of individuals ClIr Chris Burke - Portfolio Holder | Cheryl Evans - Democratic . . .
) Democratic DEM . Numbe|Annual . . X Has always been volumetric. Look at options to give more
S ) registered on the electoral for Customer Experience and Services and Elections 62292 .
Services 1 . : r Q3 . context in the future.
register (local elections) Review Manager
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Service Area Code Measure Unit QTR or Low is Portfolio Holder Owner ow Targe leh large =] g =] g =] g o g educe about this
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g g g g
ClIr Chris Burke - Portfolio Hold A f turi t tisfaction is bei
< 5 Average customer feedback  [Numbe High is r&nris Burke - For .o o Holder Joanne Crookes - Customer lnew pfocessl or cap fmng customer satistaction I,S €ing
5 | Customer Services | CS 4 . QTR for Customer Experience and R 8 9.5 trialled in housing repairs. Once completed (by April 2022,
score (face to face enquiries r good X Services Manager L i
Review it will be rolled out to this measure also)
. 5 ) . .| Clir Chris Burke - Portfolio Holder A new process for capturing customer satisfaction is being
Custt t] ti ith th High Ji Crookes - Cust
5 | Customer Services | €S 5 BEieEr Sl 5 er % QTR ‘ghls for Customer Experience and oanne foo es - Lustomer 80.0% 95.0% 80.00% 95.00% | trialled in housing repairs. Once completed (by April 2022, it 4 ?
phone call to Customer Services good Services Manager ) 3
will be rolled out to this measure also)

Review




