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How to read this report 
 

This report provides an overview of the council’s performance in Quarter 3 of 2024/25 by 

Directorate and by Vision Priority. This report also contains an overview of the council’s 

performance in relation to its two inward looking portfolios ‘Our People and resources’ and 

‘Customer Experience and Review’, which sit outside of the Vision Priorities. Also included within 

this report are highlight reports detailing some of the support provided by the council to Lincoln’s 

communities during the past quarter, service updates and their impact. 

 

Detailed performance measure outturns for quarter 3 2024/25, performance measure commentary 

provided by service areas and corporate performance measure outturns can be found at Appendix 

B. 

 

Performance Key: 

 

For all performance measures, outturn data is presented using the following indicators: 

 At or above target  

 Acceptable performance - results are within target boundaries 

 Below target 

 Volumetric / contextual measures that support targeted measures 
 
 

 Performance has improved since last quarter / year 

 Performance has stayed the same since last quarter / year 
 

 Performance has deteriorated since last quarter / year 
 

 

 

Performance measure outturns by Vision Priority are categorised below and in Appendix B using 

the following codes: 

 

PR Our People and Resources 

RI Reducing Inequality 

CE Customer Experience & Review 

RP Remarkable Place 

QH Quality Housing 

EG Inclusive Economic Growth 

CC Addressing the challenge of Climate Change 

 

Corporate performance measures 

Corporate performance measures focus on the council’s performance overall and are not specific to 

service area performance. These corporate performance measures are split into the following 

categories and are presented at Appendix B: 

 Resource information  Sickness  

 Appraisals  Corporate complaints 

 Health & wellbeing 

 Communications 

 Compliments 

G 

A 

R 

V 



 

Page | 4 
 

Executive summary 
 

During quarter 3 2024/25 the council monitored performance against 87 quarterly performance 
measures and 4 annual measures. Of these measures 66 had targets allocated to them, of which 
54 (59.4%) were within or exceeding the targets set. The remaining 25 measures were volumetric 
(untargeted) measures reported for contextual purposes. 
 
The 2024/25 targets for each targeted performance measure were approved by Performance Scrutiny 
Committee and Executive in March 2024. 
 

Below provides a summary of the quarter 3 2024/25 performance measure outturns by status and 
by direction of travel. These are displayed by each Directorate and by Portfolio. 
 

Directorate Summary 

 
 Performance measure outturns by status 

Status Chief 
Executives 
Directorate 

Directorate of 
Communities & 

Environment 

Directorate of 
Housing 

Investment 

Directorate of 
Major 

Developments 

Total 

Below target 3 (11.5%) 5 (13.2%) 4 (22.2%) 0 (0.0%) 12 (13.2%) 

Acceptable 3 (11.5%) 12 (31.6%) 1 (5.6%) 0 (0.0%) 16 (17.6%) 

Above target 12 (46.2%) 13 (34.2%) 8 (44.4%) 5 (55.6%) 38 (41.8%) 

Volumetric 8 (30.8%) 8 (21.1%) 5 (27.8%) 4 (44.4%) 25 (27.5%) 

Data not available 0 (0.0%) 0 (0.0%) 0 (0.0%) 0 (0.0%) 0 (0.0%) 

Total 26 38 18 9 91 
 

 Performance measure outturns by direction of travel 

Status Chief 
Executives 
Directorate 

Directorate of 
Communities & 

Environment 

Directorate of 
Housing 

Investment 

Directorate of 
Major 

Developments 

Total 

Deteriorating 4 (15.4%) 13 (34.2%) 5 (27.8%) 0 (0.0%) 22 (24.2%) 

No change 3 (11.5%) 0 (0.0%) 0 (0.0%) 5 (55.6%) 8 (8.8%) 

Improving 11 (42.3%) 17 (44.7%) 8 (44.4%) 0 (0.0%) 36 (39.6%) 

Volumetric 8 (30.8%) 8 (21.1%) 5 (27.8%) 4 (44.4%) 25 (27.5%) 

Data not available 0 (0.0%) 0 (0.0%) 0 (0.0%) 0 (0.0%) 0 (0.0%) 

Total 26 38 18 9 91 

 

Priority Summary 

 
 Performance measure outturns by status 

 Our 
People 
and 
Resources 

Reducing 
Inequality 

Customer 
Experience 
& Review 

Remarkable 
Place 

Quality 
Housing 

Inclusive 
Economic 
Growth 

Addressing the 
challenge of 
Climate Change 

Below 
target 

0 (0.0%) 1 (10.0%) 3 (16.7%) 0 (0.0%) 7 (31.8%) 1 (5.0%) Currently no 
measures 

reported through 
the quarterly 
performance 

reporting 
process. 
Progress 

updates provided 

Acceptable  0 (0.0%) 0 (0.0%) 3 (16.7%) 8 (42.1%)  1 (4.5%) 4 (20.0%) 

Above 
target 

2 (100.0%) 4 (40.0%) 6 (33.3%) 7 (36.8%) 9 (40.9%) 10 
(50.0%) 

Volumetric 0 (0.0%) 5 (50.0%) 6 (33.3%) 4 (21.1%) 5 (22.7%) 5 (25.0%) 

Data not 
available 

0 (0.0%) 0 (0.0%) 0 (0.0%) 0 (0.0%) 0 (0.0%) 0 (0.0%) 

TOTAL 2 10 18 19 22 20 
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 Performance measure outturns by direction of travel 

 Our 
People 
and 
Resources 

Reducing 
Inequality 

Customer 
Experience 
& Review 

Remarkable 
Place 

Quality 
Housing 

Inclusive 
Economic 
Growth 

Addressing the 
challenge of 
Climate Change 

Deteriorating  0 (0.0%) 0 (0.0%) 4 (22.2%) 6 (31.6%)  8 (36.4%) 4 (20.0%) Currently no 
measures 

reported through 
the quarterly 
performance 

reporting 
process. 
Progress 

updates provided 

No change 1 (50.0%) 0 (0.0%) 2 (11.1%) 0 (0.0%) 0 (0.0%)  5 (25.0%) 

Improving 1 (50.0%) 5 (50.0%) 6 (33.3%) 9 (47.4%) 9 (40.9%) 6 (30.0%) 

Volumetric 0 (0.0%) 5 (50.0%) 6 (33.3%) 4 (21.1%) 5 (22.7%) 5 (25.0%) 

Data not 
available 

0 (0.0%) 0 (0.0%) 0 (0.0%) 0 (0.0%) 0 (0.0%) 0 (0.0%) 

TOTAL 2 10 18 19 22 20 

 

Factors such as resource pressures, recruitment challenges and the ongoing cost of living 
challenges have continued to have an impact on performance in quarter 3 2024/25. 
 

The following pages provide an overview of council performance by Vision Priority during 

quarter 3 2024/25. Also provided are highlight reports for quarter 3 2024/25.  
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Quarter 3 2024/25 performance measure outturns by status and direction of travel 

Measure status Total  Measure direction of travel Total 

Below target 0 (0.0%)  Deteriorating  0 (0.0%) 

Acceptable performance 0 (0.0%)  No change 1 (50.0%) 

Above target 2 (100.0%)  Improving 1 (50.0%) 

Volumetric 0 (0.0%)  Volumetric 0 (0.0%) 

Data not available 0 (0.0%)  Data not available 0 (0.0%) 

TOTAL 2  TOTAL 2 

 

Performance measure overview 

During quarter 3 2024/25, within the Our People and Resources theme, 2 performance outturns 

delivered above their high target, WBL 1 - Percentage of apprentices completing their qualification 

on time, and WBL 2 - Percentage of apprentices moving into Education, Employment or Training. 

The measure, WBL 1 - Percentage of apprentices completing their qualification on time, additionally 

delivered an improving direction of travel when compared to the previous quarter. 

WBL 2 - Percentage of apprentices moving into Education, Employment or Training has maintained 

its direction of travel while remaining above target.  

It is important to note that due to the small number of apprentices due to complete during each 

quarter, the impact on performance is much larger, with the year-to-date number of apprentices 

moving into Education, Employment or Training for 2024/25 being 7.  

Performance measure outturns and supporting commentary can be found at Appendix B. 
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Highlight Reports 

Within Our People and Resources theme, the Councils proactive approach to staff wellbeing has 

been positively welcomed in assessment feedback, achieving renewal as a recognised ‘Mindful 

Employer’ through the ‘Charter for Employers Positive About Mental Health’. The team have worked 

with colleagues and line managers to understand the range of factors that influence mental 

wellbeing, while additionally increasing the number of Mental Health First Aiders (MHFAs) and staff 

who are also Applied Suicide Intervention Skills (ASIST) trained.   

The results of the Staff Survey have been reviewed and shared, with feedback serving to help guide 

the Council in developing action plans to maintain and improve effectiveness and culture, develop 

communication between senior management and employees, identify areas of success, while 

ensuring residents are placed at the heart of service delivery.      

 

 



 

Page | 8 
 

 

 

 

Quarter 3 2024/25 performance measure outturns by status and direction of travel 

Measure status Total  Measure direction of travel Total 

Below target 1 (10.0%)  Deteriorating  0 (0.0%) 

Acceptable performance 0 (0.0%)  No change 0 (0.0%) 

Above target 4 (40.0%)  Improving 5 (50.0%) 

Volumetric 5 (50.0%)  Volumetric 5 (50.0%) 

Data not available 0 (0.0%)  Data not available 0 (0.0%) 

TOTAL 10  TOTAL 10 

 

Performance measure overview 

During quarter 3 2024/25, within the Reducing Inequality Vision Priority there were 4 performance 

outturns that delivered above their high targets, these include BE 1 - Average days to process new 

housing benefit claims from date received, BE 2 - Average days to process housing benefit claim 

changes of circumstances from date received, BE 3 - Number of Housing Benefits / Council Tax 

support customers awaiting assessment, BE 4 - Percentage of risk-based quality checks made 

where benefit entitlement is correct. 

All 4 of the measures performing above their high targets have further improved when compared to 

the same quarter of the previous year. 

During the quarter, 1 measure delivered below target, PPASB 3 - Number of live cases open at the 

end of the quarter (across full PPASB service). This outturn has improved in direction of travel when 

compared to the previous quarter and was as a result of the increase in case load that would be 

expected by the two additional ASB Officers who joined the team in 2024, as well as the complex 

ASB cases carried out through the proactive work of the team within the City Centre and 

surrounding area. 

5 measures within this Vision Priority report as a volumetric outturn, including CPT 1 - Number of 

internal safeguarding referrals received, BE 5 - Number of new benefit claims year to date (Housing 

Benefits/Council Tax Support), PPASB 1 - Number of cases received in the quarter (ASB cases 

only), PPASB 2 - Number of cases closed in the quarter (across full PPASB service) and CCTV 1 - 

Total number of incidents handled by CCTV operators.  

Performance measure outturns and supporting commentary can be found at Appendix B. 
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Highlight Reports 

Within the Reducing Inequality Vision Priority, throughout the quarter, support has been made 

available to residents of the city through the sixth wave of the Household Support Fund, made 

available to City of Lincoln Council through the UK Government, covering the period from 1 October 

2024 to 31 March 2025. 

Funds have been used to support individuals and households who are most in need, with a key part 

of this work focused on helping reduce reliance on foodbanks, instead enabling people to utilise the 

Lincoln Community Grocery.    

The Grocery not only provides low-cost, high-quality food, but members are able to access other 

wraparound support there, including debt advice, money management support, one on one support 

and life skills, practical support, and tools needed so seek and find work through job clubs and 

much more.  
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Quarter 3 2024/25 performance measure outturns by status and direction of travel 

Measure status Total  Measure direction of travel Total 

Below target 3 (16.7%)  Deteriorating  4 (22.2%) 

Acceptable performance 3 (16.7%)  No change 2 (11.1%) 

Above target 6 (33.3%)  Improving 6 (33.3%) 

Volumetric 6 (33.3%)  Volumetric 6 (33.3%) 

Data not available 0 (0.0%)  Data not available 0 (0.0%) 

TOTAL 18  TOTAL 18 

 

Performance measure overview 

During quarter 3 2024/25, within Customer Experience and Review, there were 6 performance 

outturns that performed above their high target, these include ACC 1 - Average return on 

investment portfolio, ACC 2 - Average interest rate on external borrowing, DCT 2 Percentage of 

invoices that have a Purchase Order completed, DCT 3 Average number of days to pay invoices, 

REV 2 Business Rates – in year collection rate for Lincoln (cumulative), and REV 3 - Number of 

outstanding customer changes in the Revenues Team. 

Of these 6 measures performing above their high targets, 3 measures (ACC 2, DCT 2 and REV 2) 

improved in performance when compared to the previous quarter. 1 measure (DCT 3) had no 

change in its direction of travel, and 2 measures (ACC 1 and REV 3), showed a slight deterioration 

in direction of travel, whilst continuing to perform above their target boundary. 

3 measures delivered below target during the reporting period, CS 3 - Average time taken to answer 

a call to customer services, CS 4 - Average customer feedback score (telephone, face to face and 

e-mail enquiries), and AUD 1 - Completion of the Internal Audit annual plan.  

Of the outturns performing below target, CS 3 and CS 4 showed an improvement in direction of 

travel, while AUD 1 had no change in its direction of travel, when compared to the previous quarter. 

6 measures within the portfolio report as a volumetric outturn, CS 2 - Number of telephone enquiries 

answered in Customer Services, CS 5 - Footfall into City Hall reception desk, ICT 1 - Number of 

calls logged to IT helpdesk, ICT 2 - Percentage of first time fixes, REV 4 - Number of accounts 

created for the My Lincoln Accounts system, and  DEM 1 The number of individuals registered on 

the electoral register as at 1st December (local elections), volumetric annual measure. 

Performance measure outturns and supporting commentary can be found at Appendix B. 
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Highlight Report 

Within Customer Experience and Review, the Councils Elections team successfully completed the 

ballot for the Lincoln Business Improvement Group (BIG). The Business Improvement District (BID) 

ballot required a successful collaboration between several teams across Lincoln BIG and the 

Council, to ensure that all eligible voters had the opportunity to participate, timely communications 

were provided, and any queries on the ballot process were answered, ensuing all statutory 

deadlines were met.  

A total of 846 ballot papers were issued during the voting process, with 85.6% of the votes cast in 

favour of Lincoln Big’s proposal.  
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Quarter 3 2024/25 performance measure outturns by status and direction of travel 

Measure status Total  Measure direction of travel Total 

Below target 0 (0.0%)  Deteriorating  6 (31.6%)  

Acceptable performance 8 (42.1%)  No change 0 (0.0%) 

Above target 7 (36.8%)  Improving 9 (47.4%) 

Volumetric 4 (21.1%)  Volumetric 4 (21.1%) 

Data not available 0 (0.0%)  Data not available 0 (0.0%) 

TOTAL 19  TOTAL 19 

 

Performance measure overview 

During quarter 3 2024/25, within the Remarkable Place Vision Priority there were 7 performance 

outturns that have delivered above their high targets, these include FHS 2 - Average time from 

actual date of inspection to achieving compliance, FHS 4 Percentage of Citizens' Panel respondents 

who are satisfied with the standard of hygiene in restaurants/cafes/ shops and takeaways in Lincoln, 

SP 2 - Artificial Grass Pitch usage at Yarborough Leisure Centre & Birchwood Leisure Centre, SP 

3a - Birchwood Leisure Centre - Number of net promoter score points above or below the average 

Net Promoter Score for England, SP 3b - Yarborough Leisure Centre - Number of net promoter 

score points above or below the average Net Promoter Score for England, AM 1 Percentage 

occupancy of allotment plots, and GM 1 Contractor points recorded against target standards 

specified in contract - Grounds Maintenance. 

4 measures within the Vision Priority report as a volumetric outturn, LIC 2 - Total number of active 

premises licences, LIC 3 - Total number of active private hire / hackney carriage licences 

(operators, vehicles and drivers), SP 1a - Quarterly visitor numbers to Birchwood Leisure Centre, 

which reported 2,864 additional visitors compared to the same quarter in the previous year, and SP 

1b - Quarterly visitor numbers to Yarborough Leisure Centre, which also reported an increase of 

8,084 visitors when compared to quarter 3 in 2023/24. 

Performance measure outturns and supporting commentary can be found at Appendix B. 
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Highlight Reports 

Within the Remarkable Place Vision Priority, the teams have been celebrating the milestone 

achievement in Air Quality Improvement across the city, achieved after years of progress, through 

the opening of the Lincoln Eastern bypass, natural renewal and improved vehicle technology, 

resulting in the removal of the Air Quality Management Area (AQMA).  

A new air quality plan will be created to keep a close watch and ensure Lincolns air remains clean 

for the future. 
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Quarter 3 2024/25 performance measure outturns by status and direction of travel 

Measure status Total  Measure direction of travel Total 

Below target 7 (31.8%)  Deteriorating  8 (36.4%) 

Acceptable performance 1 (4.5%)  No change 0 (0.0%) 

Above target 9 (40.9%)  Improving 9 (40.9%) 

Volumetric 5 (22.7%)  Volumetric 5 (22.7%) 

Data not available 0 (0.0%)  Data not available 0 (0.0%) 

TOTAL 22  TOTAL 22 

 

Performance measure overview 

During quarter 3 2024/25, within the Quality Housing Vision Priority there were 9 performance 

outturns that performed above their high targets, these include PH 3 - Number of empty homes 

brought back into use (cumulative), HI 1 - Percentage of council properties that are not at the 

'Decent Homes' standard (excluding refusals), HM 1a - Percentage of reactive repairs completed 

within target time (priority 1 day only), HM 2 - Percentage of repairs fixed first time (priority and 

urgent repairs) - HRS only, HM 4 - Appointments kept as a percentage of appointments made 

(priority and urgent repairs) - HRS only,CC1 - Percentage of customers satisfied with their new 

Lincare Housing Assistance service connection to the control centre, CC 2 - Percentage of Lincare 

Housing Assistance calls answered within 60 seconds, RC 1 - Rent collected as a proportion of rent 

owed and RC 2 - Current tenant arrears as a percentage of the annual rent debit. 

Of these 9 above target outturns, 6 have further improved since last quarter (HI 1, HM 1a, HM 4, CC 

2, RC 1 and RC 2) and 3 measures (PH 3, HM 2 and CC1) report a deterioration in direction of 

travel compared to the previous quarter, whilst continuing to perform well above target boundaries.  

During the quarter there were 7 measures that delivered below target, AH 1 - Number of affordable 

homes delivered (cumulative), PH 1 - Average time in weeks from occupational therapy notification 

to completion of works on site for a DFG grant (all DFG's exc. extensions), PH 2 - Average time 

from date of inspection of accommodation to removing a severe hazard to an acceptable level, HM 

1b - Percentage of reactive repairs completed within target time (urgent 3 day repairs only), HS 3 - 

Successful preventions and relief of homelessness against total number of homelessness 

approaches, HV 1 - Percentage of rent lost through dwelling being vacant, and HV 3 - Average re-

let time calendar days for all dwellings (including major works).  

Of the 7 outturns performing below target, PH 1, HS 3, and HV 3 showed an improvement in 

direction of travel, while AH 1, PH 2, HM 1b and HV1 deteriorated in direction of travel, when 

compared to the previous quarter. 

5 measures within the portfolio report as a volumetric outturn, these include HI 2 - Number of 

properties 'not decent' as a result of tenants’ refusal to allow work, HM 5 - Satisfaction with Repairs, 

HS 1 - The number of people currently on the Housing Register, HS 2 - The number of people 

approaching the council as homeless and HS 4 - Number of rough sleepers.  

Performance measure outturns and supporting commentary can be found at Appendix B. 

Vision Priority – Quality Housing QH 
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Highlight Report 

Within the Quality Housing Vision Priority, the jointly funded redevelopment by the council and 

Homes England has successfully completed the Hermit Mews Housing development, delivering 11 

high quality, energy efficient new family homes, five two-bed and six three-bed, built on an 

unattractive and underused garage site, meeting the housing needs of 22 households in the city. 

The Housing Repairs Service, jointly with the Customer Service team, have further developed 

teams’ knowledge and cross department working relationships, through effective, supportive job 

shadowing and improved communication across both City Hall and Hamilton House, driving 

efficiency, streamlined booking of appointments and first time resolutions for customers.  
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Quarter 3 2024/25 performance measure outturns by status and direction of travel 

Measure status Total  Measure direction of travel Total 

Below target 1 (5.0%)  Deteriorating  4 (20.0%) 

Acceptable performance 4 (20.0%)  No change 5 (25.0%) 

Above target 10 (50.0%)  Improving 6 (30.0%) 

Volumetric 5 (25.0%)  Volumetric 5 (25.0%) 

Data not available 0 (0.0%)  Data not available 0 (0.0%) 

TOTAL 20  TOTAL 20 

 

Performance measure overview 

During quarter 3 2024/25, within the Inclusive Economic Growth Vision Priority, 10 performance 

outturns performed above their high targets, these include DM 3 - Number of live planning 

applications open, DM 5 - Percentage of total decisions made in the quarter that have subsequently 

been overturned at appeal, DM 5a Number of decisions appealed in the quarter, DM 5b Number of 

appealed decisions in the quarter overturned by the inspectorate, PS 2 - Sessional car parking 

income as a percentage of budget requirement, DMD 1 - Percentage spend on Town Deal 

programme, DMD 2 - Percentage of Town Deal projects on target , DMD 3 - Percentage spend on 

UKSPF programme, DMD 4 – Percentage of UKSPF projects on target and DMD 5 - Number of 

businesses receiving business support utilising the UKSPF fund.  

During the quarter 1 measure delivered below target, DM 2 - End to end time to determine a 

planning application (Days), the outturn also reported a deteriorating direction of travel. 

6 measures, DM 3, DM 5, DM 5a, DM 5b and PS 1 and PS 2 reported an improving direction of 

travel compared to the previous quarter, 5 measures DMD 1, DMD 2, DMD 3, DMD 4 and DMD 5 

had no change, and 3 measures DM 4, DM 6 and DM, whilst deteriorating in direction of travel, 

continued to perform well within their target boundary. 

5 measures within the Inclusive Economic Growth Vision Priority report as a volumetric outturn, DM 

1 - Number of applications in the quarter, DMD 6 - Percentage occupancy of Greetwell Place, DMD 

7 - Percentage occupancy of The Terrace, DMD 8 - Unemployment rate within Lincoln, and DMD 9 - 

Average wage in Lincoln.  

Performance measure outturns and supporting commentary can be found at Appendix B. 
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Highlight Reports 

Within the Inclusive Economic Growth Vision Priority, Sudbrooke Drive Community Centre has seen 

significant improvement works carried out throughout the quarter, to modernise and enhance the 

well-used community space for the benefit of residents across the Ermine estate area and city, 

providing a welcoming environment with enhanced accessibility.  

Charterholme, formerly known as Western Growth Corridor, officially launched as a brand in 

December 2024, with the latest chapter in the development project underway, the construction of 

the first phase of 52 houses on the gateway site. Infrastructure to create the southern access to the 

site has been completed, further progressing what will be the largest development project to take 

place in Lincoln for decades. 
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Within the Addressing Climate Change Vision Priority, there are currently no strategic measures 

monitored through quarterly performance reporting.  A range of climate change performance 

measures are being considered for future reporting.  

Highlight Report 

Within the Addressing Climate Change Vision Priority, Yarborough Leisure Centre, through funding 

made available by Sport England, has taken a major step towards sustainability with the installation 

of a 284 high performance solar panel array on the leisure centres roof, with the initiative set to 

improve energy efficiency and reduce the facilities carbon footprint.  

The project will enable yarborough Leisure centre to make substantial financial savings on energy 

costs, which can then be reinvested into services and facilities for the local community, helping to 

ensure residents can continue to use the facilities, helping Sport England to meet its goal of getting 

3.5 million more people active by 2030.  

 

 

 

Vision Priority – Addressing Climate Change CC 


