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Service Plan – Annual Performance Indicators Report. 

Annual Outturn Figures For 2021 / 22 

Corporate Plan - Key to symbols used within report

	STATUS
	TREND COMPARED TO SAME PERIOD LAST YEAR
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	Greater than the tolerance levels set
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	Higher than corresponding period
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	Between the upper and lower tolerance levels set
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	No change from corresponding period
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	Above, on or within 1% of target
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	Lower than corresponding period
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	No actual, no target or neither
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	No comparative data
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	No target set – monitoring only
	
	


	Service Plan - All Indicators 



	MDC SP -  Housing


	
	This Year To Date
	Trend Compared To Last Quarter

	Ref & Description
	2021/22
	Q1 2021/22
	Q2 2021/22
	Q3 2021/22
	Q4 2021/22

	
	Target
	Value
	Status
	Note
	Short Trend
	Short Trend
	Short Trend
	Short Trend

	MDC SP HSG 1.001 Average re-let time in days (Standard)
	39
	58
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	MDC SP HSG 1.003 Number of people presenting themselves as homeless
	N/A
	2,103
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	MDC SP HSG 1.004 % of homeless applications prevented
	75%
	81.75%
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	MDC SP HSG 1.005 % of homeless applications relieved
	75%
	81.25%
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	MDC SP HSG 1.006 Rent & service charges collected from current and former tenants as a percentage of rent owed (excluding arrears b/f)
	98.8%
	99.43%
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	MDC SP HSG 1.007 % of responsive repairs completed right first time (across all priorities)
	95%
	96.9%
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	MDC SP HSG 1.008 Average number of working days to complete repairs (across all priorities)
	10
	17.18
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	MDC SP HSG 1.009 Appointments kept as a % of appointments made
	90%
	81.15%
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	MDC SP HSG 1.010 % of dwellings with a valid gas safety certificate
	100%
	99.24%
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	MDC SP HSG 1.011 % of stage 1 complaints responded to within timescale
	100%
	68.5%
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	MDC SP HSG 1.012 Number of stage 1 complaints received
	N/A
	142
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	MDC SP HSG 1.013 Number of Private Sector properties where hazards have been removed or reduced to a safe level through enforcement
	N/A
	98
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	MDC SP HSG 1.014 Number of Private Sector households receiving assistance for affordable warmth measures
	N/A
	57
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	MDC SP HSG 1.015 Number of stage 2 complaints received
	N/A
	5
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	MDC SP HSG 1.016 % of stage 2 complaints responded to within timescale
	100%
	41.75%
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	MDC SP HSG 1.030 % of Homeless applications under the prevention duty where the outcome is "remained in own home"
	25%
	95%
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	MDC SP - Finance


	
	This Year To Date
	Trend Compared To Last Quarter

	Ref & Description
	2021/22
	Q1
 2021/22
	Q2 2021/22
	Q3 2021/22
	Q4 2021/22

	
	Target
	Value
	Status
	Note
	Short Trend
	Short Trend
	Short Trend
	Short Trend

	MDC SP FIN 1.001 % of stage 1 complaints responded to within timescale
	100%
	70.75%
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	MDC SP FIN 1.002 Number of stage 1 complaints received
	N/A
	45
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	MDC SP FIN 1.003 Time taken (in days) to process HB / CT benefit new claims and change events
	10
	7.79
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	MDC SP FIN 1.004 % of CT collected during the year it should have been collected
	97.4%
	96.3%
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	MDC SP FIN 1.005 % of national non domestic rates collected during the year it should have been collected
	98.4%
	98.8%
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	MDC SP FIN 1.006 Number of stage 2 complaints received
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	MDC SP FIN 1.007 % of stage 2 complaints responded to within timescale
	0%
	0%
	[image: image120.png]



	
	[image: image121.png]



	[image: image122.png]



	[image: image123.png]



	[image: image124.png]




	MDC SP FIN 1.009 % of undisputed invoices paid within 30 days
	94%
	95.99%
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	MDC SP FIN 1.010 Rental Income - Commercial
	£200,376.00
	£195,830.78
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	MDC SP FIN 1.011 Rental Income - Retail
	£201,140.00
	£206,596.49
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	MDC SP FIN 1.012 Rental Income – Industrial
	£316,616.00
	£338,690.80
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	MDC SP FIN 1.013 Rental Income – UK Investments
	£5,630,117.00
	£5,341,486.69
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	MDC SP - Health and Communities


	
	This Year To Date
	Trend Compared To Last Quarter

	Ref & Description
	2021/22
	Q1 2021/22
	Q2 2021/22
	Q3 2021/22
	Q4 2021/22

	
	Target
	Value
	Status
	Note
	Short Trend
	Short Trend
	Short Trend
	Short Trend

	MDC SP HC 1.002 % of stage 1 complaints responded to within timescale
	100%
	28%
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	MDC SP HC 1.003 Number of stage 1 complaints received
	N/A
	31
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	MDC SP HC 1.013 Number of stage 2 complaints received
	N/A
	1
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	MDC SP HC 1.014 % of food hygiene inspections and complaints resulting in enforcement action
	N/A
	1.3%
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	MDC SP HC 1.015 Average time taken (number of days) for food hygiene complaints to be closed
	10
	8
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	MDC SP HC 1.016 % of all Health and Safety inspections and complaints resulting in enforcement action
	N/A
	1%
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	MDC SP HC 1.018 Average time taken (number of days) for Health and Safety complaints to be closed
	10
	5.25
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	MDC SP HC 1.019 % of flytipping reports responded to within 24 Hours
	N/A
	17%
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	MDC SP HC 1.020 % of flytipping reports resulting in enforcement action
	N/A
	30.67%
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	MDC SP HC 1.021 % of ASB cases resulting in enforcement action
	N/A
	27.9%
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	MDC SP HC 1.022 Average time taken (number of days) for ASB cases to be closed
	N/A
	43.75
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	MDC SP HC 1.023 Average time taken (number of days) for noise nuisance cases to be closed
	50
	29.5
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	MDC SP HC 1.024 % of waste on land cases resulting in enforcement action
	N/A
	2%
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	MDC SP HC 1.025 Average time taken (number of days) for waste on land cases to be closed
	50
	24.25
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	MDC SP HC 1.026 % of stray dogs returned to their owners
	75%
	80%
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	MDC SP HC 1.027 % of stage 2 complaints responded to within timescale
	100%
	100%
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	MDC SP HC 1.029 Number of ASB incidents reported
	N/A
	200
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	MDC SP HC 1.030 Number of Flytipping incidents reported
	N/A
	130
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	MDC SP HC 1.031 Earned income – Total income earned (performances; exhibitions; trading; corporate; membership; donations; grants)
	N/A
	£1,054,373.00
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	MDC SP HC 1.032 Activity – Total number of activities (productions; performances; film screenings; festivals/events; commissions; loans)
	N/A
	459
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	MDC SP HC 1.033 Audiences – Total number of attendances (performances; exhibitions; film screenings; festivals/events)
	N/A
	73,170
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	MDC SP HC 1.034 Learning & Participation – Total numbers of attendances and participations on formal and non-formal learning activity
	N/A
	7,414
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	MDC SP HC 1.036 % of new DPS visits to be conducted within 15 working days
	N/A
	73.67%
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	MDC SP HC 1.037 Number of annual Licensing audits completed town centre licensed premises
	N/A
	55
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	MDC SP HC 1.038 Percentage of Licensing service requests responded to with 2 working days
	95
	97.5
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	MDC SP HC 1.039 Percentage of taxi PHV applications acknowledged and the initial process started with 5 working days
	95%
	93.75%
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	MDC SP HC 1.040 Percentage of Licensing Act applications that processed in line with legislative requirements and timeframes
	100%
	100%
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	MDC SP HC 1.041 Number of annual checks to scrap metal dealers, taxi operators and Gambling premises
	N/A
	0
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	MDC SP HC 1.042 Number of food hygiene inspections completed
	N/A
	244
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	MDC SP HC 1.043 Number of food hygiene complaints received
	N/A
	174
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	MDC SP HC 1.044 Number of health and safety inspections completed
	N/A
	43
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	MDC SP HC 1.045 Number of Health and safety complaints received
	N/A
	111
	[image: image305.png]



	
	[image: image306.png]



	[image: image307.png]



	[image: image308.png]



	[image: image309.png]




	MDC SP HC 1.046 Number of Noise nuisance cases reported
	N/A
	236
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	MDC SP HC 1.047 Number of waste on land cases reported
	N/A
	318
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	MDC SP HC 1.048 % of noise nuisance cases resulting in enforcement action
	N/A
	0.75%
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	MDC SP HC 1.049 % of businesses in the food hygiene rating scheme rated as 3,4,or 5
	94%
	68%
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	MDC SP HC 1.001b Percentage of High Risk Food Inspections (Cat A & Cat B) completed
	95.00%
	91%
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	MDC SP - Law and Governance


	
	This Year To Date
	Trend Compared To Last Quarter

	Ref & Description
	2021/22
	Q1 2021/22
	Q2 2021/22
	Q3 2021/22
	Q4 2021/22

	
	Target
	Value
	Status
	Note
	Short Trend
	Short Trend
	Short Trend
	Short Trend

	MDC SP LG 1.002 Number of legal cases not dealt with in house quarterly
	N/A
	11
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	MDC SP LG 1.003 Amount of legal income generated / legal costs recovered quarterly
	N/A
	£40,000.00
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	MDC SP LG 1.006 Amount of health & safety training delivered to MDC employees
	N/A
	385
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	384 Employees trained from April 1 2021 to March 31 2022
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	MDC SP LG 1.008 Number of accidents occurring in the workplace (non-reportable to HSE) quarterly
	N/A
	2
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	MDC SP LG 1.009 Number of accidents occurring in the workplace (reportable to HSE) quarterly
	N/A
	2
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	MDC SP LG 1.010 Number of days lost due to accidents occurring in the workplace quarterly
	N/A
	26
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	MDC SP - Neighbourhood Services


	
	This Year To Date
	Trend Compared To Last Quarter

	Ref & Description
	2021/22
	Q1 2021/22
	Q2 2021/22
	Q3 2021/22
	Q4 2021/22

	
	Target
	Value
	Status
	Note
	Short Trend
	Short Trend
	Short Trend
	Short Trend

	MDC SP NS 1.005 Total tonnage of glass recycling collected per annum
	2,000
	2,560.97
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	MDC SP NS 1.007 % of vehicles serviced within 5 days of schedule
	100%
	98.75%
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	MDC SP NS 1.008 % of parks retaining green flag status
	100%
	100%
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	MDC SP NS 1.010 % of stage 1 complaints responded to within timescale
	100%
	59%
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	MDC SP NS 1.012 Number of stage 1 complaints received
	N/A
	383
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	MDC SP NS 1.013 % of sampled streets achieving grade A or grade B for litter and detritus
	92%
	80.5%
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	MDC SP NS 1.014 Number of stage 2 complaints received
	N/A
	15
	[image: image395.png]



	
	[image: image396.png]



	[image: image397.png]



	[image: image398.png]



	[image: image399.png]




	MDC SP NS 1.015 % of stage 2 complaints responded to within timescale
	100%
	80%
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	MDC SP NS 1.016 Number of tree surveys completed
	73
	80
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	MDC SP NS 1.017 Volume of litter bin waste collected
	N/A
	792.53
	[image: image410.png]



	
	[image: image411.png]



	[image: image412.png]



	[image: image413.png]



	[image: image414.png]




	MDC SP NS 1.018 Volume of Fly-tipping collected
	N/A
	1,317
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	MDC SP NS 1.019 Number of reported incidents of graffiti
	N/A
	27
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	MDC SP NS 1.021 Memorial sales and renewals (Crematorium)
	N/A
	875
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	MDC SP NS 1.022 Number of Cremations
	N/A
	2,299
	[image: image430.png]



	
	[image: image431.png]



	[image: image432.png]



	[image: image433.png]



	[image: image434.png]




	MDC SP NS 1.023 Number of burials (including cremated remains burials)
	N/A
	348
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	MDC SP NS 1.024 Number of Public Health Funerals
	N/A
	4
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	MDC SP NS 1.026 % of missed domestic bins reported
	0.1%
	0.12%
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	MDC SP NS 1.027 Number of driver incidents recorded
	N/A
	112
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	MDC SP - People and Transformation


	
	This Year To Date
	Trend Compared To Last Quarter

	Ref & Description
	2021/22
	Q1 2021/22
	Q2 2021/22
	Q3 2021/22
	Q4 2021/22

	
	Target
	Value
	Status
	Note
	Short Trend
	Short Trend
	Short Trend
	Short Trend

	MDC SP PT 1.001 % of stage 1 complaints responded to within timescale
	100%
	71.25%
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	MDC SP PT 1.002 Number of stage 1 complaints received
	N/A
	18
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	MDC SP PT 1.003 Number of stage 2 complaints received
	N/A
	0
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	MDC SP PT 1.004 % of service reviews completed within timescale
	100%
	100%
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	MDC SP PT 1.005 % of Process Redesigns completed within timescale
	100%
	100%
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	MDC SP PT 1.006 % of Desktop Reviews completed within timescale
	0%
	100%
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	MDC SP PT 1.007 % of employees completing mandatory e-learning training modules
	0%
	0%
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	MDC SP PT 1.009 Number of digital transactions completed
	N/A
	10,971
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	MDC SP PT 1.010 Number of customer accounts created
	N/A
	6,900
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	MDC SP PT 1.011 Civic Centre footfall (customer contact)
	N/A
	12,955
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	MDC SP PT 1.012 Number of employees referred to Occupational Health
	N/A
	54
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	MDC SP PT 1.013 % of Occupational Health referrals seen within timescale
	90%
	61.95%
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	MDC SP PT 1.014 Number of major ICT system outages with> 30% of users affected
	8
	5
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	MDC SP PT 1.015 Back up success rate
	100%
	96.25%
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	MDC SP PT 1.016 % of ICT calls resolved within 24 hours
	80%
	78.5%
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	MDC SP PT 1.017 Average number of hours to complete Service Desk requests
	48h 00m 00s
	36h 57m 30s
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	MDC SP PT 1.020 % of stage 2 complaints responded to within timescale
	0%
	0%
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	MDC SP PT 1.025 GAWP branded campaigns created and delivered
	4
	3.75
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	MDC SP PT 1.028 Average number of visits to website each month
	N/A
	274,766
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	MDC SP PT 1.029 Average number of web users each month
	N/A
	76,409
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	MDC SP PT 1.031 Email subscribers (all channels)
	N/A
	24,549
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	MDC SP PT 1.032 Social media followers each month (All channels)
	N/A
	362,518
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	MDC SP PT 1.008 Average days lost to sickness (FTE) (non cumulative)
	8.7
	9.49
	[image: image565.png]



	
	[image: image566.png]



	[image: image567.png]



	[image: image568.png]



	[image: image569.png]





	MDC SP - Planning and Regeneration


	
	This Year To Date
	Trend Compared To Last Quarter

	Ref & Description
	2021/22
	Q1 2021/22
	Q2 2021/22
	Q3 2021/22
	Q4 2021/22

	
	Target
	Value
	Status
	Note
	Short Trend
	Short Trend
	Short Trend
	Short Trend

	MDC SP PR 1.001a Processing planning applications (Major)
	74%
	90.5%
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	MDC SP PR 1.001b Processing planning applications (Minor)
	84%
	80.17%
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	MDC SP PR 1.001c Processing planning applications (Other)
	90%
	90.42%
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	MDC SP PR 1.002 The number of Council housing scheme starts on site
	3
	2
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	MDC SP PR 1.005 % of stage 1 complaints responded to within timescale
	100%
	57.5%
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	MDC SP PR 1.005a Number of  stage 1 complaints received
	N/A
	18
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	MDC SP PR 1.007 Number of stage 2 complaints received
	N/A
	5
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	MDC SP PR 1.008 % of stage 2 complaints responded to within timescale
	100%
	16.75%
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	MDC SP PR 1.014 % of capital projects* completing within +/- 15% of the contractual programme
	N/A
	33%
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	MDC SP PR 1.015 % of capital projects* where social value targets have been achieved
	N/A
	0%
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	MDC SP PR 1.016 % of capital projects* where final costs*do not exceed 10% of contract value
	90%
	100%
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Service Plan Performance Indicators
 List of annual indicators reported on at year end

	 Annual Indicators, if any 



	MDC SP -  Housing


	
	Annual Target 21 - 22 (1 April)

	Ref & Description
	2021/22

	
	Value
	Target
	Status
	Short Trend
	Note

	MDC SP HSG 1.002 % of rent lost through vacant dwellings (all voids, including major works)
	2.86%
	3%
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	MDC SP HSG 1.020 Number of tenants evicted due to rent arrears as a % of all units
	0.08%
	N/A
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	MDC SP HSG 1.021 % of rent paid by Housing Benefit
	42.43%
	N/A
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	lower figure each year as people transfer from legacy benefits to Universal Credit


	MDC SP - Health and Communities


	
	Annual Target 21 - 22 (1 April)

	Ref & Description
	2021/22

	
	Value
	Target
	Status
	Short Trend
	Note

	MDC SP HC 1.035 Priority Neighbourhood Engagement -  Total number of engagements (audiences; participants; activities delivered)
	239
	N/A
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	MDC SP - Law and Governance


	
	Annual Target 21 - 22 (1 April)

	Ref & Description
	2021/22

	
	Value
	Target
	Status
	Short Trend
	Note

	MDC SP LG 1.001 Levels of satisfaction with service provided by Legal Shared Service (annual survey)
	0%
	0%
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	No survey undertaken this financial year

	MDC SP LG 1.004 Number of training events delivered by the Legal Service (providing added Value)
	
	N/A
	[image: image635.png]



	[image: image636.png]



	procurement training to all MDC staff provided by NCC procurement, MDC audit and Legal Services

	MDC SP LG 1.005 Levels of satisfaction with Health & Safety Service provided (annual survey)
	0%
	0%
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	No survey undertaken this financial year

	MDC SP LG 1.011 Levels of satisfaction with Procurement Service (annual survey)
	0%
	0%
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	MDC SP LG 1.012 Levels of Social Value accrued annually
	
	N/A
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	MDC SP LG 1.013 Annual levels of satisfaction with audit reviews completed (audit review debrief)
	0%
	0%
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	No survey undertaken this financial year

	MDC SP LG 1.016 Levels of satisfaction with service provided by Democratic Services (annual survey)
	0%
	0%
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	No survey undertaken this financial year

	MDC SP LG 1.017 Number of Member Personal Development Plans undertaken
	22
	N/A
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	MDC SP LG 1.018 Number of Member Training Events Delivered annually
	134
	N/A
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	MDC SP - Neighbourhood Services


	
	Annual Target 21 - 22 (1 April)

	Ref & Description
	2021/22

	
	Value
	Target
	Status
	Short Trend
	Note

	MDC SP NS 1.001 The number of electric recharging points within the district accessible to the public
	3
	3
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	A further 8 car park are currently undergoing feasibility studies to see if EVC's can be installed at those locations.

	MDC SP NS 1.004 Residual household waste per household (tonnage)
	399.91
	N/A
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	MDC SP NS 1.006 Household waste sent for reuse, recycling and composted per annum
	11,465.33
	N/A
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	MDC SP NS 1.009 % of allotments that are currently let
	99%
	100%
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	540 plots let out of 550.  10 plots ready to be let 

540 plots are currently let out of 550.  10 are ready to to be let.


	MDC SP - People and Transformation


	
	Annual Target 21 - 22 (1 April)

	Ref & Description
	2021/22

	
	Value
	Target
	Status
	Short Trend
	Note

	MDC SP PT 1.021 % of customers (internal) satisfied with the ICT service provided
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	No survey undertaken this financial year

	MDC SP PT 1.022 % of customers (internal) satisfied with the Customer Services service provided
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	No survey undertaken this financial year

	MDC SP PT 1.023 % of customers (internal) satisfied with the Human Resources service provided
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	No survey undertaken this financial year

	MDC SP PT 1.024 % of customers (internal) satisfied with the Marketing and Communications service provided
	No survey undertaken this financial year

	MDC SP PT 1.026 % of residents who feel well informed about council services
	
	85%
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	No survey undertaken this financial year

	MDC SP PT 1.027 % of employees who feel well informed about council services
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	No survey undertaken this financial year

	MDC SP PT 1.030 % of customers (internal) satisfied with the Business Transformation Unit service provided
	
	
	
	
	No survey undertaken this financial year


	MDC SP - Planning and Regeneration


	
	Annual Target 21 - 22 (1 April)

	Ref & Description
	2021/22

	
	Value
	Target
	Status
	Short Trend
	Note

	MDC SP PR 1.003 The number of Council housing schemes completed
	0
	0
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	As documented within Service Plan there are no council housing schemes programmed for completion in 2021/22 financial year. 

	MDC SP PR 1.004 The number of new build Council owned dwellings completed
	0
	0
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	As documented within Service Plan there are no new build council owned dwellings programmed for completion in 2021/22 financial year. 

	MDC SP PR 1.009 Number of businesses advised, provided access to business startup and growth support. 
	154
	50
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	MDC SP PR 1.010 Number of Business grants start ups, growth fund and access to finance provided
	26
	20
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	MDC SP PR 1.011 Number of businesses supported in accessing commercial property and land search within the district
	15
	15
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	MDC SP PR 1.012 Number of businesses supported in gaining access to Brexit readiness support, information and training
	467
	15
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	Please provide a note for the following Includes direct delivery of event in partnership with providers = 467 delegates Practical website guidance to help you reach and sell to your customers during the recovery  social media and digital marketing to rebuild your business after COVID Visual Merchandising - A guide to good retail Re-opening Focus group Launch of the Procurement strategy at 2020 Breakfast network Developer Forum event - relaunch of the business rate relief scheme Local Gov procurement event Procurement workshop x 2  

	MDC SP PR 1.021 Number of subscribers to the  business newsletter
	2,300
	2,000
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