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Key Performance Indicator Improvement Plan 2011/12 
 
 

KPI 30 - What percentage of the invoices we received were paid within 30 days? 
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KPI 30 - What percentage of the invoices we received were paid within 30 days? 
 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 30 - What percentage of the invoices we received were paid within 30 days? 

Responsible officer 
 

Bob Palmer 

Outturn 2008/09 
 

97% 

Outturn 2009/10 
 

98% 

Outturn 2010/11 
 

97% 

Target 2011/12 97% 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 
 
 

Reports are produced on a weekly basis listing invoices due for payment that have been registered but not input 
to the system. These reports are sent to directorates to assist them in identifying which invoices are due and 
need to be passed for payment.  
 
Housing Services in particular have fallen well short of the target. The Housing Repairs area sees high volumes of 
invoices often for quite small amounts of money from a number of different suppliers. This is a very labour 
intensive operation and the staffing difficulties experienced have made it difficult to keep on top of the invoice 
processing. It is proposed that the provision of building supplies be subject to a tendering process in an attempt 
to achieve better value for money and reduce the number of invoices. This should significantly reduce the 
administrative burden currently experienced with somewhat fewer invoices being processed.  
 
Additional work chasing payments can be carried out within Finance & ICT but will mean diverting resources 
from other functions. 
 

What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 
 

The quarter 1 performance (90%) suggests that whatever action is taken it will be difficult to turn the indicator 
round (91% month 4). The exercise referred to above will need to commence as soon as practically possible for it 
to have any positive effect on the indicator for 2011/12. 
 



 
What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  
 

Resources would need to be diverted from other functions in both Finance and other Directorates to these 
processes unless additional resources could be made available. This seems unlikely in the current climate. 

If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

By diverting resources from other areas. 

Management Board Comments/Approval 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KPI 30 - What percentage of the invoices we received were paid within 30 days? 







 
 
 
 
 
 
 
 

 

Key Performance Indicator Improvement Plan 2011/12 
 
 

KPI 32 - What percentage of the district's annual business rates was collected? 
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KPI 32 - What percentage of the district's annual business rates was collected? 
 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 32 - What percentage of the district's annual business rates was collected? 

Responsible officer 
 

Bob Palmer 

Outturn 2008/09 
 

97.58% 

Outturn 2009/10 
 

97.56% 

Outturn 2010/11 
 

97.47% 

Target 2011/12 98.00% 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 

To undertake all billing, collection and recovery procedures. A recovery timetable is in place throughout the year to 
ensure the collection of outstanding debts. Prompt identification of potential cases entitled to Small Business Rate 
relief and other reductions. Collection should also improve as the economy continues out of the downturn 
 
 
 

What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 
 
 
 

The collection rate at the end of March 2012. 
 
 
 
 
 

What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  
 

The provision of full staff resource to undertake the work required and the provision of appropriate IT systems with 
adequate support that produce accurate and timely data and processes 



KPI IMPROVEMENT PLAN 2011/12 
 
If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

 

Management Board Comments/Approval 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KPI 32 - What percentage of the district's annual business rates was collected? 





 
 
 
 
 
 
 
 

 

Key Performance Indicator Improvement Plan 2011/12 
 
 

KPI 33 - On average, how many days did it take us to process new benefit claims? 
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 KPI 33 - On average, how many days did it take us to process new benefit claims? 
 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 33 - On average, how many days did it take us to process new benefit claims? 

Responsible officer 
 

Bob Palmer 

Outturn 2008/09 
 

47.12 days 

Outturn 2009/10 
 

33.41 days 

Outturn 2010/11 
 

22.96 days 

Target 2011/12 23.00 days 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 

Performance is monitored on a weekly basis and improvements to processes have been made when appropriate.   
The section needs to be fully staffed in order to achieve the KPI. Currently there are two vacant posts which is 
having an impact but resources are being managed to target performance for the KPI’s, whilst activities not relating 
to performance improvement are not being prioritised.  
 

What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 
 
 
 

Regular monitoring on a weekly basis. If performance can be maintained at the current level, the target is likely to 
be achieved. 
Performance is reported to the Finance & Performance Management Scrutiny Panel on a quarterly basis. 
 
 

What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  
 

Performance improved throughout 2010/11 as agency staff were employed to cover for vacant posts, maternity 
leave and short periods of sickness absence and annual leave. This meant that there was little outstanding work at 
the start of 2011/12 and performance for the first quarter of 2011/12 is another improvement on the equivalent 
period in 2010/11. However, the section does need to be fully staffed in order to maintain these improvements but 
there are currently two vacant posts which we have been unable to fill at this time . 



KPI IMPROVEMENT PLAN 2011/12 
 
If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

Recruitment will be carried out once the recruitment freeze has been lifted. 

Management Board Comments/Approval 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KPI 33 - On average, how many days did it take us to process new benefit claims? 





 
 
 
 
 
 
 
 

 

Key Performance Indicator Improvement Plan 2011/12 
 
 

KPI 34 - On average, how many days did it take us to process notices of a change in a benefit claimant's 
circumstances? 
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KPI 34 - On average, how many days did it take us to process notices of a change in 
a benefit claimant's circumstances? 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 

KPI 34 - On average, how many days did it take us to process notices of a change in a benefit claimant's 
circumstances? 

Responsible officer 
 

Bob Palmer 

Outturn 2008/09 
 

6.05 days 

Outturn 2009/10 
 

4.85 days 

Outturn 2010/11 
 

4.67 days 

Target 2011/12 8.00 days 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 
 
 

Performance is monitored on a weekly basis and improvements to processes have been made when appropriate.   
The section needs to be fully staffed in order to achieve the KPI. Currently there are two vacant posts which is 
having an impact but resources are being managed to target performance for the KPI’s, whilst activities not relating 
to performance improvement are not being prioritised.  
The DWP is commencing a new project in July 2011 called ATLAS (Automated Transfer to Local Authority Systems). 
This entails changes to Tax Credits by the HMRC being automatically loaded into the Academy system. Customers 
will not then have to report the changes themselves which should reduce overpayments. Although these claims 
should produce a 1 day processing statistic, due to the timing of the file transfer by the DWP a 2 day processing 
statistic will be produced. This process will encompass other state benefits later in the year but processing times for 
changes in circumstances should improve by using this process. 

What are the timescales and milestones for 
improvement of the KPI in 2011/12? 

Regular monitoring on a weekly basis. If performance can be maintained at the current level, the target is likely to 
be achieved. Performance is reported to the Finance & Performance Management Scrutiny Panel on a quarterly 
basis. 

What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  
 

Performance improved throughout 2010/11 as agency staff were employed to cover for vacant posts, maternity 
leave and short periods of sickness absence and annual leave. This meant that there was little outstanding work at 
the start of 2011/12 and performance for the first quarter of 2011/12 is another improvement on the equivalent 
period in 2010/11. However, the section does need to be fully staffed in order to maintain these improvements but 
there are currently two vacant posts which we have been unable to fill at this time . 



KPI IMPROVEMENT PLAN 2011/12 
 
If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

Recruitment will be carried out once the recruitment freeze has been lifted. 

Management Board Comments/Approval 
 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KPI 34 - On average, how many days did it take us to process notices of a change in a benefit claimant's 
circumstances? 





 
 
 
 
 
 
 
 

 

Key Performance Indicator Improvement Plan 2011/12 
 
 

KPI 35 - How many benefits fraud investigations were completed by the Council? 
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KPI 35 - How many benefits fraud investigations were completed by the Council? 
 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 35 - How many benefits fraud investigations were completed by the Council? 

Responsible officer 
 

Bob Palmer 

Outturn 2008/09 
 

N/A 

Outturn 2009/10 
 

285 

Outturn 2010/11 
 

301 

Target 2011/12 500 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 

The target was set using the individual performance targets set for each of  the Investigation Officers. However, this 
does rely on the Investigation team being fully staffed during the year. There is a lack of experience within the team 
and training is ongoing for the officers in post with monthly monitoring of their work. The post of Senior 
Investigation & Prosecution Officer is currently vacant. This is being managed by directing resources towards 
completing investigations and stopping benefit, rather than undertaking sanction work (which includes prosecution 
work) which is very time consuming, resource intensive and costly. 
 
 

What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 
 
 

Regular monitoring on a monthly basis.  
 
Performance is reported to the Finance & Performance Management Scrutiny Panel on a quarterly basis 

What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  
 

The section needs to be fully staffed in order to achieve the KPI. Training is continuing  but the lack of a Senior 
Officer in the vacant post means that some of the day to day management and supervision is lacking and the 
Officers are not receiving the level of guidance and support that we would like. Even if the recruitment freeze was 
not in place, the employment of temporary Investigation Officers is not an attractive solution as they command 
high salary levels and can take time to become effective and produce results for the authority. 



KPI IMPROVEMENT PLAN 2011/12 
 
If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

Recruitment will be carried out for the vacant post once the recruitment freeze has been lifted. 

Management Board Comments/Approval 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KPI 35 - How many benefits fraud investigations were completed by the Council? 
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Key Performance Indicator Improvement Plan 2011/12 
 
 

KPI 41 - On average, how many days did it take us to re-let a Council property? 
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KPI 41 - On average, how many days did it take us to re-let a Council property? 
 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 41 - On average, how many days did it take us to re-let a Council property? 

Responsible officer 
 

Alan Hall 

Outturn 2008/09 
 

50 days 

Outturn 2009/10 
 

28 days 

Outturn 2010/11 
 

31 days 

Target 2011/12 30 days 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 
 
 

Now that Mears have commenced work as the Repairs Management Contractor, a change management plan is 
being prepared, which takes account of current practice and procedures and maps what needs to be done to 
improve performance against Repairs Response Targets. It is anticipated that the introduction of the new Repairs 
Management Workflow IT system, which was highlighted as a “Key Deliverable” as part of the contract will have a 
major impact on our ability to meet the target for void turnaround times. 
 
The proposed IT system (MCM) will link  the global repairs management functions with mobile working for 
operatives, appointments (including text messaging) and stores management, allowing more effective management 
of workflow, with key reports being available including jobs due within the next 1,3,5 days to ensure that jobs 
about to go out of time are managed pro-actively. 
 
A business case is being prepared by Mears, which identifies the issues that need to be resolved with such a major 
change such as interface and integration with the Council’s existing IT systems, IT security, training for staff and 
procurement of mobile working devices. 
 
 
In addition, in order to improve performance the following further actions will be undertaken: 
 



KPI IMPROVEMENT PLAN 2011/12 
 

• Continue the officer Voids Working Party 
• Following the appointment of the new Repairs Management Contractor new challenging targets have been set 

for void turn around times which will be closely monitored 
• In consultation with tenants, complete a new Voids Standard to set out the level of works that will be carried 

out in each void prior to the property being allocated  
• Improve the key management process for voids including the provision of key safes 
• Consider providing “Performance Output Specifications” to contractors to remove the need for a pre-

inspections 
• Consider a weekly CBL property list 
• Consider British Gas taking over energy supply management 
• Consider advertising difficult to let properties in private accommodation ads section of the local press  
• Continue the rent free week for tenants who sign up on a Thursday/Friday 
• Write regularly to all older people on the Housing Register, and those in lower Bands,  explaining the availability 

of difficult to let properties 
• Ensure that all properties which meet with CLG definition are taken out of charge 
• Write to all tenants who are under occupying accommodation 
• Undertake surveys of applicants who refuse accommodation  
• Consider incentives for difficult to let older people’s properties 
• Change the use of the “very sheltered housing scheme” at Jessopp Court, Waltham Abbey which historically has 

proved to be difficult to let to sheltered accommodation 
• Undertake multiple accompanied viewings on all difficult to let properties 
• Consider de-designating more properties on housing estates from older people’s use, as these  will be let more 

quickly as general needs housing 
 
Ensure that maximum amount of work required on void properties is being undertaken with the new tenant in 
occupation 

What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 
 
 
 

It is anticipated that the Mears Repairs Management Workflow IT System (known as MCM) will be installed and 
implemented (including training for staff) between September 2011 and November 2011. Performance against 
targets for Voids as well as all other performance targets will continue to be monitored throughout the process, 
and incentive payments will only be paid to the Repairs Management Contractor if all targets for Repairs are 
achieved. Jessopp Court will become sheltered accommodation by December 2011. 

What resources are required to achieve or 
maintain target performance for the KPI in 

There are a number of vacant posts within the Housing Repairs Service, which is having an impact of the delivery of 
the Repairs Service. Vacant posts that are most affecting our ability to meet targets include Electricians, Plumbers 



KPI IMPROVEMENT PLAN 2011/12 
 
2011/12? Are these existing or additional 
resources?  
 

and Carpenters. Where vacant posts exist, the work that cannot be undertaken by our own staff is being carried out 
by Contractors at a higher cost. 

If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

Without the ability to recruit tradesmen, the cost of achieving the target performance for Voids in 2011/12 through 
the use of sub-contractors is to be funded from the Housing Repairs Fund and the HRA Capital Programme. 
However, the need to appoint Contractors to undertake responsive repairs (and voids) so as to comply with 
Contract Standing Orders and EU Procurement legislation has been identified. It is anticipated that a tender 
exercise will be undertaken in 2012 once the demand is known. 
 

Management Board Comments/Approval 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KPI 41 - On average, how many days did it take us to re-let a Council property? 





 
 
 
 
 
 
 
 

 

Key Performance Indicator Improvement Plan 2011/12 
 
 

KPI 42 - What percentage of emergency repairs to our council properties were completed within 24 hours? 
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KPI 42 - What percentage of emergency repairs to our council properties were 
completed within 24 hours? 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 42 - What percentage of emergency repairs to our council properties were completed within 24 hours? 

Responsible officer 
 

Alan Hall 

Outturn 2008/09 
 

99% 

Outturn 2009/10 
 

97% 

Outturn 2010/11 
 

98% 

Target 2011/12 99% 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 
 
 

Now that Mears have commenced work as the Repairs Management Contractor, a change management plan is 
being  prepared, which takes account of current practice and procedures and maps what needs to be done to 
improve performance against Repairs Response Targets . It is anticipated that the introduction of the new 
Repairs Management Workflow IT system, which was highlighted as a “Key Deliverable” as part of the contract 
will have a major impact on our ability to meet the target for Emergency Repairs. 
 
The proposed IT system (MCM) will link  the global repairs management functions with mobile working for 
operatives, appointments (including text messaging) and stores management, allowing more effective 
management of workflow, with key reports being available including jobs due within the next 1,3,5 days to 
ensure that jobs about to go out of time are managed pro-actively. 
 
A business case is being prepared by Mears, which identifies the issues that need to be resolved with such a 
major change such as interface and integration with the Council’s existing IT systems, IT security, training for staff 
and procurement of mobile working devices. 
 
 
 
 



KPI IMPROVEMENT PLAN 2011/12 
 
What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 
 
 
 

It is anticipated that the Mears Repairs Management Workflow IT System (known as MCM) will be installed and 
implemented (including training for staff) between September 2011 and November 2011. 
 
Performance against the targets for Emergency Repairs as well as all other performance targets will continue to 
be monitored throughout the process, and incentive payments will only be paid to the Repairs Management 
Contractor if all targets for Repairs are achieved. 
 

What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  
 

There are a number of vacant posts within the Housing Repairs Service, which is having an impact of the delivery 
of the Repairs Service. Vacant posts that are most affecting our ability to meet targets include Electricians, 
Plumbers and Carpenters. Where vacant posts exist, the work that cannot be undertaken by our own staff is 
being carried out by Contractors at a higher cost. 

If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

Without the ability to recruit tradesmen, the cost of achieving the target performance for Emergency Repairs in 
2011/12 is to be funded from the Housing Repairs Fund. However, the need to appoint Contractors to undertake 
responsive repairs (and voids) so as to comply with Contract Standing Orders and EU Procurement legislation has 
been identified. It is anticipated that a tender exercise will be undertaken in 2012 once the demand is known. 

Management Board Comments/Approval 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
KPI 42 - What percentage of emergency repairs to our council properties were completed within 24 hours? 





 
 
 
 
 
 
 
 

 

Key Performance Indicator Improvement Plan 2011/12 
 
 
KPI 43 - What percentage of urgent repairs to our council properties were completed within five working days? 
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KPI 43 - What percentage of urgent repairs to our council properties were 
completed within five working days? 
 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 43 - What percentage of urgent repairs to our council properties were completed within five working days? 

Responsible officer 
 

Alan Hall 

Outturn 2008/09 
 

86% 

Outturn 2009/10 
 

93% 

Outturn 2010/11 
 

69% 

Target 2011/12 95% 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 
 
 

Now that Mears have commenced work as the Repairs Management Contractor, a change management plan is 
being prepared, which takes account of current practice and procedures and maps what needs to be done to 
improve performance against Repairs Response Targets. It is anticipated that the introduction of the new Repairs 
Management Workflow IT system, which was highlighted as a “Key Deliverable” as part of the contract will have a 
major impact on our ability to meet the target for Urgent Repairs. The proposed IT system (MCM) will link  the 
global repairs management functions with mobile working for operatives, appointments (including text messaging) 
and stores management, allowing more effective management of workflow, with key reports being available 
including jobs due within the next 1,3,5 days to ensure that jobs about to go out of time are managed pro-actively. 
A business case is being prepared by Mears, which identifies the issues that need to be resolved with such a major 
change such as interface and integration with the Council’s existing IT systems, IT security, training for staff and 
procurement of mobile working devices.  
 
Whilst there have been some operational difficulties (eg Recruitment following the restructure of the Repairs 
Service) that have affected our performance on Urgent Repairs during 2010/11,  it is felt that it would be more 
effective use of time to  work on implementing the new MCM Repairs Management Workflow IT System, which will 
provide more reliable performance data in the future. 



KPI IMPROVEMENT PLAN 2011/12 
 
What are the timescales and milestones for 
improvement of the KPI in 2011/12? 

It is anticipated that the Mears Repairs Management Workflow IT System (known as MCM) will be installed and 
implemented (including training for staff) between September 2011 and November 2011. 
 
Performance against targets for Urgent Repairs as well as all other performance targets will continue to be 
monitored throughout the process, and incentive payments will only be paid to the Repairs Management 
Contractor if all targets for Repairs are achieved. 
 

What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  

There are a number of vacant posts within the Housing Repairs Service, which is having an impact of the delivery of 
the Repairs Service. Vacant posts that are most affecting our ability to meet targets include Electricians, Plumbers 
and Carpenters. Where vacant posts exist, the work that cannot be undertaken by our own staff is being carried out 
by Contractors at a higher cost. 
 

If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

Without the ability to recruit tradesmen, the cost of achieving the target performance for Urgent Repairs through 
the appointment of sub-contractors in 2011/12 is to be funded from the Housing Repairs Fund. However, the need 
to appoint Contractors to undertake responsive repairs (and voids) so as to comply with Contract Standing Orders 
and EU Procurement legislation has been identified. It is anticipated that a tender exercise will be undertaken in 
2012 once the demand is known. 
 

Management Board Comments/Approval 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
KPI 43 - What percentage of urgent repairs to our council properties were completed within five working days? 
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KPI 46 - How many affordable homes were built in the District? 
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KPI 46 - How many affordable homes were built in the District? 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 46 - How many affordable homes were built in the District? 

Responsible officer 
 

Alan Hall 

Outturn 2008/09 
 

34 

Outturn 2009/10 
 

63 

Outturn 2010/11 
 

151 

Target 2011/12 112 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 
 
 

1)  Work in partnership with housing associations and developers to ensure that developments currently on site, 
with completions planned in 2011/12, do complete on time.  The following developments are currently on site: 
 

(a)  White Lodge, Waltham Abbey (Genesis/Hastoe) –  83 
(b)  Zinc (LD Scheme), Ongar (East Thames)                 -    9 
(c)  Station Approach, Ongar (East Thames)                 -    6 
 
2)  Work in partnership with housing associations and developers to facilitate the commencement of developments 
with planning permission.  The following developments currently have planning permission, but have not yet 
started on site: 
 

(a)  Jennikings Nursery, Chigwell (subject to S106)     -  54 
(b)  Manor Rd, Chigwell                                                    -  17 
(c)  14-30 Church Hill, Loughton                                      -  5 
 
3)  Finalise and sign the legal agreements with Broxbourne Housing Association for the Council’s new Open Market 
Shared Ownership Scheme, invite applications, and ensure that the property purchases for selected applicants are 
processed expeditiously to deliver the 8 shared ownership properties within Phase 1 
 
 



KPI IMPROVEMENT PLAN 2011/12 
 

4)  Review the success of Phase 1 of the Open Market Shared Ownership Scheme, and decide whether to 
implement Phase 2 – the delivery of a further 6 shared ownership properties. 
 
5)  Support Hastoe Housing Association with its planning application for the development of 4 houses at Millfield, 
High Ongar and, if planning permission is granted, agree terms and transfer the land expeditiously. 
 
6)  Support Hastoe Housing Association with the Planning for Real Exercise it is undertaking for Leader Lodge, North 
Weald, and report the recommendations from the Exercise to the Cabinet. 
 
7)  Resolve the issues relating to the right of way over the Council-owned site at Roundhills, Waltham Abbey, and 
invite competitive tenders for the transfer/development of the land from the Council’s Preferred Housing 
Association Partners. 

What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 
 
 
 

1)  Completion by 31st March 2012 
 

2)  Commence on site by 1st January 2012 
 
3)  Purchase all properties for Phase 1 by 31st March 2012 
 

4)  Complete review by 31st December 2011 
 

5)  Planning application to be submitted by Hastoe HA by 31st August 2011 
5)  Determine planning application by 31st October 2011 
5)  Transfer land by 31st December 2011 
 
6)  Complete Exercise by 30th November 2011 
6)  Cabinet to consider outcome of Exercise, and agree way forward by 31st January 2012 
 

7)  Resolve right of way issue by 31st July 2011 
7)  Invite tenders and select housing association by 30th November 2011 
7)  Planning application to be submitted by selected housing association by 28th February 2012 
7)  Determine planning application by 30th April 2012 
7)  Transfer land by 30th June 2012 
 

What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  

From within existing revenue resources. 
 
Housing Capital Programme (Existing budget provision): 
     Open Market Shared Ownership: Phase 1 – £435,000 
     Open Market Shared Ownership: Phase 2 -  £350,000 



KPI IMPROVEMENT PLAN 2011/12 
 
If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

None 

Management Board Comments/Approval 
 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KPI 46 - How many affordable homes were built in the District? 





 
 
 
 
 
 
 
 

 

Key Performance Indicator Improvement Plan 2011/12 
 
 

KPI 47 - How many households were housed in temporary accommodation? 
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KPI 47 - How many households were housed in temporary accommodation? 
 
 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 47 - How many households were housed in temporary accommodation? 

Responsible officer 
 

Alan Hall 

Outturn 2008/09 
 

60 

Outturn 2009/10 
 

46 

Outturn 2010/11 
 

47 

Target 2011/12 60 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 
 
 

The Council will continue with the following actions to improve performance. 
 

• Close monitoring of placements of homeless families in hostel accommodation to ensure that, generally, 
families stay in the hostel for no more than 6 months. 

• Under Choice Based Lettings, applicants living in the hostel can only “express an interest” for a limited time in 
properties. If they fail to find a property, following the Council expressing an interest on their behalf, they will 
be made one permanent offer.  Should they refuse, then the Council’s duty towards them will end.  This will 
result in a maximum stay in the hostel of 6 months for any applicant.   

• Continuation of the effective work by the Homelessness Prevention Team to ensure that placements in 
temporary accommodation are only made when all attempts to secure alternative accommodation have 
failed. 

• Increased emphasis on accessing the private rented sector and greater use of the Rent Deposit Guarantee 
Scheme, Rental Loan Scheme including the promotion of both schemes through meetings with lettings 
agents. 

• Ensure that Homelessness Officers complete their homelessness enquiries efficiently, to ensure that offers of 
permanent accommodation from the Hostel can be made at the earliest opportunity.  



KPI IMPROVEMENT PLAN 2011/12 
 

• Avoid unnecessary placements in Bed and Breakfast accommodation through the Homelessness Prevention 
Service, keeping numbers in B&B to the existing exceptionally low level 

• The Council will work with “Relate” in providing mediation to those who have been excluded from the family 
home in an attempt to resolve matters and avoid any homelessness presentations. 

• The Council will continue to provide accommodation in partnership with NACRO for single young persons. 
• Build on the work already undertaken and continue to promote and expand the Mortgage Rescue Scheme. 

 
What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 

All of the above actions are on-going 
 
 

What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  

Within existing resources 

If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

Not applicable 

Management Board Comments/Approval 
 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
KPI 47 - How many households were housed in temporary accommodation? 





Planning & Economic 
Development

KPI
50 53
51 54
52 55

2010 / 11 Key Performance Indicators









 
 
 
 
 
 
 
 

 

Key Performance Indicator Improvement Plan 2011/12 
 
 

KPI 52 - What percentage of minor planning applications were processed within 8 weeks? 
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KPI 52 - What percentage of minor planning applications were processed within 8 
weeks? 
 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 52 - What percentage of minor planning applications were processed within 8 weeks? 

Responsible officer 
 

John Preston 

Outturn 2008/09 
 

79.64% 

Outturn 2009/10 
 

79.67% 

Outturn 2010/11 
 

80.55% 

Target 2011/12 81.00% 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 
 
 

1. Principal Planning Officers need to monitor frequency and workload of individual case officers when 
allocating such applications and, at an early stage in the process, target any relevant committee date.  

2. Ensure Planning Validation checklist is adhered to at application deposit stage, so that there is no delay 
caused by requesting further information once the application is up and running.  

3. Resist negotiating with the applicant during the course of the application so as to achieve a decision in 
target time. However, this has the potential to adversely impact on LPI45 (Planning Appeals) target if more 
appeals are lodged as a result. 

4. In respect of any resubmission of a planning application following a refusal, assume same objections will be 
received that may trigger a committee case.    

5. Relevant Principal Planning Officer to monitor at 2 week interval the progress of the application with an 
update given by the case officer. 

6. Resist deferral by Members at planning related Committee meetings as this inevitably results in the target 
being missed. Chair/Vice-Chair meeting and Planning Services Scrutiny Standing Panel be used to encourage 
Members to seek, prior to a planning committee meeting, answers to queries they may have rather than 
raising them for the first time on the evening of the meeting, as well as carry out site visits beforehand to 
prevent deferral for this reason.  
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What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 
 
 
 

August 2011 Development Control Team Meeting : Officers to be reminded of this more formal procedure, 
particularly the deadline for committee meetings, given this is the target time even if subject to a later completion 
of a legal agreement.      
 
Area Committee Presenting Officer at agenda preparation stage to seek from officer any pre-application proposals 
in order to inform Members at pre-committee briefing. 
 

What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  
 

Existing - Full complement of staff required, particularly at planning application registration, assessment and 
recommendation, decision making stages.    
 
Unfortunately, Members have changed the planning committee cycle from 3 to 4 weeks, therefore there is now 
more pressure and likelihood of planning applications reported to committees missing their target. 
 

If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

Overtime, if necessary and agreed, although Officers do where necessary get in early and/or stay later to meet 
deadlines. 

Management Board Comments/Approval 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
KPI 52 - What percentage of minor planning applications were processed within 8 weeks? 
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KPI 53 - What percentage of other planning applications were processed within 8 weeks? 
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KPI 53 - What percentage of other planning applications were processed within 8 
weeks? 
 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 53 - What percentage of other planning applications were processed within 8 weeks? 

Responsible officer 
 

John Preston 

Outturn 2008/09 
 

89.88% 

Outturn 2009/10 
 

93.05% 

Outturn 2010/11 
 

92.21% 

Target 2011/12 93.00% 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 
 
 

1. Aim for all “Other” applications to be determined in target time under delegated powers. Principal Planning 
Officers continue to monitor frequency and workload of individual case officers in allocating such 
applications, ensuring early site visit and, at an early stage in the process, target where relevant the 
committee date.  

2. Ensure Planning Validation checklist is adhered to at application deposit stage, so that there is no delay 
caused by requesting further information once the application is up and running.  

3. Resist negotiating with the applicant during the course of the application so as to achieve a decision in target 
time. However, this has the potential to adversely impact on KPI 54 and 55 (Planning Appeals) target if more 
appeals are lodged as a result. 

4. Relevant Principal Planning Officer to monitor at 2 week interval the progress of the application with an 
update given by the case officer. 

5. Resist deferral by Members at planning related Committee meetings as this inevitably results in the target 
being missed. Chair/Vice-Chair meeting and Planning Services Scrutiny Standing Panel be used to encourage 
Members to seek, prior to a planning committee meeting, answers to queries they may have rather than 
raising them for the first time on the evening of the meeting, as well as carry out site visits beforehand to 
prevent deferral for this reason. 
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What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 
 
 
 

On-going and regular case load monitoring by Principal Planning Officer. 
 
August 2011 Development Control Team Meeting : Officers to be reminded of this more formal procedure, 
particularly the deadline for committee meetings, given this is the target time even if subject to a later completion 
of a legal agreement.      
  

What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  
 

Existing - Full complement of staff required, particularly at planning application registration, assessment and 
recommendation, decision making stages.    
 
Unfortunately, Members have changed the planning committee cycle from 3 to 4 weeks, therefore there is now 
more pressure and likelihood of planning applications reported to committees missing their target. 
 

If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 
 

Overtime, if necessary and agreed, although Officers do where necessary get in early and/or stay later to meet 
deadlines. 

Management Board Comments/Approval 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
KPI 53 Processing - What percentage of other planning applications were processed within 8 weeks? 





 
 
 
 
 
 
 
 

 

Key Performance Indicator Improvement Plan 2011/12 
 
 

KPI 54 - What percentage of planning applications recommended by planning officers for refusal were 
overturned and granted permission following an appeal (a lower figure is better)? 
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 KPI 54 - What percentage of planning applications recommended by planning 
officers for refusal were overturned and granted permission following an appeal  
(a lower figure is better)? 
 

KPI IMPROVEMENT PLAN 2011/12 
 
KPI reference and description 
 
 

KPI 54 - What percentage of planning applications recommended by planning officers for refusal were 
overturned and granted permission following an appeal (a lower figure is better)? 

Responsible officer 
 

John Preston 

Outturn 2008/09 
 

N/A (Performance against indicator LPI 45 - 40.30%) 

Outturn 2009/10 
 

N/A (Performance against indicator LPI 45 - 30.93%) 

Outturn 2010/11 
 

N/A (Performance against indicator LPI 45 - 35.80%) 

Target 2011/12 20% or less 
 

What actions are needed to achieve or 
maintain target performance for the KPI in 
2011/12? 
 
 
 
 
 
 
 

1. After the refusal of a planning permission, but only where there is potential for a more favourable 
recommendation, encourage resubmission of a revised, new planning application rather than the applicant 
necessarily going straight to appeal. This to be done by sending with the refused decision notice a copy of the 
planning officers report and a covering letter of suggested changes to the proposed development. The Planning 
Inspectorate is encouraging use of “mediation” to identify issues that could be overcome, before an appeal is 
lodged, which Planning Officers engage in.  

2. Recommendations and decisions to ensure that all material planning considerations are taken into account and 
not be swayed by objections if they do not outweigh the planning merits of the particular case. 

3.    Officer reports submitted to delegated decision stage, two weeks before target date so that any changes to 
recommendation takes place in good time. 

4.    Scrutiny of appeal decisions to be part of Development Control Team Meeting. 
 

What are the timescales and milestones for 
improvement of the KPI in 2011/12? 
 
 

The above actions will take place throughout the year. Officers have made use of external training over the last year 
in performing at appeal hearings and public inquiries and have gained further knowledge and skills in defending 
appeals against refusal of planning permission.   



KPI IMPROVEMENT PLAN 2011/12 
 
What resources are required to achieve or 
maintain target performance for the KPI in 
2011/12? Are these existing or additional 
resources?  
 

Existing staff, but now and again, workload time for some appeal hearings and public inquiries is high and/or 
require specialism. There is a budget put aside to employ external consultants now and again. 

If additional resources are required to 
achieve or maintain target performance for 
the KPI in 2011/12, how will these be 
secured? 

In the case of contentious appeals or appeals requiring specialist advice (i.e. gypsy and travellers), there is a budget 
allocation to use external appeal consultants, where necessary.   

Management Board Comments/Approval 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KPI 54 - What percentage of planning applications recommended by planning officers for refusal were 
overturned and granted permission following an appeal (a lower figure is better)? 




