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Key Performance Indicators – 2016 – 2020

KPI 1.1 Percentage of Council Tax collected

Comment:
The slight reduction in collection rates in 2017/18 were due to 
the impact of the cyber-attack. 

In 2019/20 the Council achieved an ‘in year collection rate’ of 
97.15%, this is above the target set for the year (locally) and 
above the national average ‘in year collection rate’ of 96.8%.

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 
compared 

to previous 
year

2016/17 97.70% 97.77% -.73%

2017/18 98.30% 94.49% -3.81%

2018/19 95.00% 97.05% 2.05%

2019/20 95.00% 97.15% 2.15%
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KPI 1.2 Number empty homes <6months brought back into use.

This KPI was introduced in 2017. 
84 homes were brought back into use across Copeland up to 
Q3 in 2019/20, bringing the total 195 homes over the three 
year period.
Figures for Q4 2019/20 are not available at the time of 
reporting due to prioritisation of critical service delivery and 
community resilience amidst the Covid 19 pandemic, however 
84 homes brought back into use is well above the target set for 
the year and shows a 133% increase on the number achieved in 
2017/18.

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 
compared to 
previous year

2017/18 35 36 1

2018/19 35 75 40

2019/20 50 84 34
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KPI 1.3  Number of new homes approved

Total new homes approved in 2019/20 is 280 against an 
annual target of 300, this is a provisional figure at the time 
of reporting.
If combined, a total of 1201 new homes were approved in 
Copeland across the three year period of 2017 to 2020, this 
is 371 more than the combined target, across the three 
years, of 830. 
Note: figure is gross and therefore includes both new builds 
and change of use e.g. a larger home that is split into two.

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 
compared 

to 
previous 

year

2017/18 230 478 248

2018/19 300 443 143

2019/20 300 280 -20
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KPI 1.4  Number of new homes built
Total of 512 new home completed in the period 2016-2020.  Planning permission has been granted for more homes than 
have been built. Council officers have worked to attract new developers into the borough and build on these sites.  It is 
expected that in the next few years these new house builders will start to build in the borough.
The target for 2020/21 will be to 140 new home built, this is based on the Copeland Strategic Housing Market 
Assessment that was carried out in 2019.

Did the 
KPI hit 
target?

Target Actual
Value 

vs 
Target

Trend 
compared 

to previous 
year

2016/17 230 129 -101

2017/18 230 112 -118

2018/19 300 120 -180

2019/20 300 151 -149
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KPI 1.5 Number of affordable homes built
This KPI is dependent upon external agents or their actions.  54 affordable homes were approved in 2018/19 so it is 
expected that those will progress to being built over the next couple of years.

Note: Affordable homes APPROVED 16/17=12, 17/18=2, 
18/19=54, 19/20=0

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 
compared 

to 
previous 

year

2016/17 35 4 -31

2017/18 35 17 -18

2018/19 45 0 -45

2019/20 45 4 -41
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KPI 1.6  Number of larger family and aspirational homes built

A total of 222 larger family home were built in the period 2016-
2020.  
67 larger family and aspirational homes built in 2019/20 is 22 
more than the target and represents an increase of 294% on 
the number built in 2016/17 (17)

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 
compared 
to 
previous 
year

2016/17 35 17 -18

2017/18 35 43 8

2018/19 45 45 0

2019/20 45 67 22
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KPI 1.7 External funding for Economic Development Secured

Since 2017/18 £10,498,737.00 external funding has been secured 
for the economic development of the Copeland.  This has been 
secured through many channels including the LEP Growth Deal, 
Well Whitehaven Programme, Coastal Development Fund, Work 
and Skills Partnership, Copeland Pride of Place Public Realms 
Scheme, Copeland Pride Of Place Keeping Copeland Clean, 
Cumbria’s Hidden Coast, Tourism Development, Enterprise 
Development, Beacon Virtual Museum.

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 
compared 
to 
previous 
year

2017/18 £750000.00 £5050000.00 £4300000.00

2018/19 £500000.00 £2863828.00 £2363828.00

2019/20 £500000.00 £2584909.00 £2084909.00
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KPI 2.1 Additional income generated through Commercial activity

Did 
the KPI 

hit 
target?

Target Actual Value vs 
Target

Trend 
compared 

to 
previous 

year

2017/18 £139000.00 £43104.00 -£95896.00

2018/19 £139000.00 £110938.00 -£28062.00

2019/20 £139000.00

KPI 2.1 Additional income generated through Commercial activity
This was an early year’s commercial target introduced in 2017/18 which shows the net increase in income of 6 cost 
centres, namely Trade Waste, Advertising and Sponsorship, Parks Parishes and Small Works, Markets and Car Parks.   The 
target was set and remained at £139000.00 throughout the period 2017/18 to 2019/20.  At the time of reporting the it is 
annual outturn for these cost centres is not available due to impact of the covid19 pandemic on officer time, however it is 
expected that the £139000 target has been met through the listed cost centres and increased income from our expanded 
Bereavement Services offer.  Any other anticipated or known loss of commercial income as a result of the pandemic has 
been highlighted in financial returns to MHCLG.
 
Over the period 2016/17 and 2019/20 much has been achieved towards our ambition to become a commercial council, 
starting with the recruitment of key and specialised lead officers and the refresh and launch of the Commercial Strategy.  
There has been a focus on embedding a commercial culture across the whole organisation including identifying 
commercial opportunities, partnership delivery and cost savings as part of the annual service planning process.   
Commercial culture and behaviours has been reinforced with a focus on increased productivity through the 5 Ps 
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Personnel Development Programme, and a proactive approach to achieving contact savings via the Contract 
Management and Procurement Strategy.   Officers and Members have attended training provided by CIPFA on creating a 
commercial culture, commercial delivery models and risk management. The ‘my bright ideas’ commercial suggestions 
schemes and monthly commercial newsletter were launched and a number of cost saving, process efficiency and income 
generating ideas were submitted by officer and members. The Commercial Engagement Group and Board were 
established and governance arrangements put in place and prior to the Covid19 pandemic a number of business cases 
were being reviewed. 
During the period 2016-2020 commercial activity has also been increase through improved digital payment options on 
our website, expansion of our Trade Waste customer base, progression of the Bereavement Services Investment 
programme and the launched a Pest Control Service. Opportunity for shared service procurement and delivery are also 
being explored.
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KPI 3.1 Percentage of Non-domestic Rates Collected.
In 2019/20 the council  achieved an ‘in year collection rate of 99.2% of, this was above our target of 98.7% and above the 
national average for all local authorities which was 98%

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 
compared 
to 
previous 
year

2016/17 30.39%

2017/18 99.30% 98.68% -.62%

2018/19 98.70% 89.19% -9.51%

2019/20 98.70% 99.20% .50%

KPI 3.2 Local people supported with employability and skills 

Did the KPI hit 
target?

Target Actual Value vs Target

2019/20 65 83 18
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KPI 3.5 a_ Speed of processing new Housing Benefit claims  

The average time taken to process a new Housing Benefit claim for 
during quarter Q4 of 2019/20 was 8.71 days, this is a reduction of 15 
days from the 2016/17 figure.  This is also 8 days quicker than the 
national average for all local authorities which was 16 calendar days in 
2019/20

Did the KPI 
hit target?

Target Actual Value vs 
Target

Trend 
compared 

to previous 
year

2016/17 20 23.66 3.66

2017/18 22 37.3 15.3

2018/19 22 20.42 -1.58

2019/20 18 8.71 -9.29
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KPI 3.5 b_ Speed of processing - new CTR claims

The average time taken to process and new Council Tax 
reduction claim was 17.12 days in Q4 of 2019/29, this is a 
below the current target of 18 days and a significant reduction 
from 37 days in 2017/18 when processing times were impacted 
greatly by the cyber-attack.  

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 
compare
d to 
previous 
year

2016/17 20 23.66 3.66

2017/18 22 37.3 15.3

2018/19 22 27.39 5.39

2019/20 18 17.12 -0.88
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KPI 3.6 a_ Speed of processing - changes of circumstances for HB claims

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 
compared 
to 
previous 
year

2016/17 10 9.31 -0.69

2017/18 10 22.61 12.61

2018/19 10 7.84 -2.16

2019/20 10 3.26 -6.74

The average time taken to process a housing benefits change 
of circumstances at the end of Q4 2019/20 was 3.26 days, this 
is below the target of 10 days, and below the national average 
for all local authorities which was 6 days in 2019/20.  

As a result of the cyber-attack and welfare reforms in 2017/18 
the time to process housing benefits change of circumstances 
reached a high of 22 days, current processing times represent a 
reduction of 19 days.
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KPI 3.6 b_ Speed of processing - changes of circumstances for Council Tax Reduction claims

Current speed of processing for changes of circumstances for 
Council Tax Reduction claims is 6.11 days, this is below target 
and the lowest it has been since 2016/17

As a result of the cyber-attack and welfare reforms in 2017/18 
the time to process changes of circumstances for Council Tax 
Reduction claims reached a high of 22 days, current processing 
times represent a reduction of 16 days.

Did the KPI 
hit target?

Target Actual Value vs 
Target

Trend compared 
to previous year

2016/17 10 9.31 -0.69

2017/18 10 22.61 12.61

2018/19 10 10.52 0.52

2019/20 10 6.11 -3.89
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KPI 3.9 Domestic Abuse Project

This project offers support and signposting for people 
experiencing domestic violence and abuse.  Working discretely 
with clients and closely with other support organisations.  
In 2019/20 100% of those that engaged with the service said 
they were glad that they did and gain appropriate advice and 
support.

Did the KPI 
hit target

Target Actual Value vs 
Target

Trend 

2018/19 95:% 99:% 4:%

2019/20 90:% 100:% 10:%

KPI 3.8 Homeless relief cases

% of homeless relief cases resolved within target timeframe of 
56 days was introduced as a statutory measure following the 
introduction of the Homelessness Reduction Act 2017.  Figures 
at the end of Q4 2019/20 show that homelessness duty is 
carried out within the statutory 52 days in 92.8% of cases, this 
is below the above the target of 90%

Did the KPI 
hit target?

Target Actual Value vs 
Target

Trend 

2018/19 90% 91.9% 1.9%

2019/20 90% 92.8% 2.8%
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KPI 4.1 Percentage of complaints resolved at stage one  

95% of complaints were resolved at stage 1 in 
2019/20, this is above the target of 90% and has 
been consistently so since 2017/28

Did the 
KPI hit 
target?

Target Actual Value 
vs 
Target

Trend 

2016/17 90.00% 89.50% -.50%

2017/18 90.00% 92.00% 2.00%

2018/19 90.00% 96.25% 6.25%

2019/20 90.00% 95.75% 5.75%
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KPI 4.2 Percentage of Freedom of information requests resolved within timescale  

The annual average percentage of FOI requests resolved 
within the 20 day timescale is 86.7%%, however 
performance in Q4 was 94.4% which was above target.  

Response time increased year on year between 2016/17 
and 2018/19, these were then impacted by a period in 
2019/20 where the DPO post was waiting to be filled and 
FOIs were being actioned by existing staff members in 
addition to their own duties.  Quarterly FOI response times 
in 2019/20 have exceeded target in since Sept 2019 when 
the DPO post was filled.

Did the 
KPI hit 
target?

Target Actual Value 
vs 

Target

Trend Total 
FOIs 

received 

2016/17 90.00% 85.50% -4.50% 684

2017/18 90.00% 86.75% -3.25% 772

2018/19 90.00% 87.92% -2.08% 904

2019/20 90.00% 86.71% -3.29% 817



Appendix B

KPI 4.3 a_ Percentage of household waste sent for reuse, recycling and composting

This KPI is impacted by the cessation of the garden waste 
collection from October to March, therefor reducing the 
amount of waste that can be diverted from landfill in quarters 
three and four each year. Although the average target of 35% 
was not for the year, it was met in the first two quarters of the 
year.

Did the KPI 
hit target?

Target Actual Value vs 
Target

Trend 

2016/17 35.00% 32.48% -2.52%

2017/18 35.00% 32.64% -2.36%

2018/19 40.00% 36.60% -3.40%

2019/20 43.00% 36.10% -6.90%
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KPI 4.3 b_ Percentage reduction in residual household waste

This KPI currently measures tonnage of residual household 
waste, however the figures recorded do not take into account 
the number of new homes built and serviced.  Of which we 
know there were 84 brought back into use and 151 built in 
2019/20 alone.  For the financial year 2020/21 onwards this KPI 
will be replaced by one that measures % reduction of residual 
household waste collected per household.

Did the KPI 
hit target?

Target Actual Value vs 
Target

Trend 

2018/19 6% 6.28% 0.28%

2019/20 5% -1.25%

Following the launch of the kerbside recycling scheme in 
2018/19 there was a marked reduction in the amount of 
residual household waste collected (tonnes), as expected 
this has now levelled and in Quarter three an increase 
was recorded in the amount of residual household waste 
collected. 
This KPI is dependent on the behaviour of others, 
however for our part, Copeland continue to actively 
promote waste minimisation and reuse schemes across 
the borough in line with local and central government 
policy.

KPI 4.4b Percentage CTAX payed using DDeb payment method

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 

2018/19 60% 61.85% 1.85%

2019/20 60% 62.47% 2.47%
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KPI 5.1 Percentage of 'major' planning applications determined within 13 weeks

Did the 
KPI hit 
target?

Target Actual Value 
vs 

Target

Trend 

2016/17 80.00% 88.75% 8.75%

2017/18 65.00% 100.00% 35.00%

2018/19 65.00% 100.00% 35.00%

2019/20 65.00% 100.00% 35.00%  

KPI 5.2 Percentage of planning 'minor' planning applications determined within 8 weeks

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 

2016/17 80.00% 87.78% 7.78%

2017/18 80.00% 96.46% 16.46%

2018/19 80.00% 97.77% 17.77%

2019/20 80.00% 98.31% 18.31%
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KPI 5.3 Percentage of 'other' applications determined within 8 weeks

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 

2016/17 80.00% 100.00% 20.00%

2017/18 80.00% 95.70% 15.71%

2018/19 80.00% 97.63% 17.63%

2019/20 80.00% 98.91% 18.91%

KPI 5.4 Percentage of planning appeals dismissed 

Did the 
KPI hit 
target?

Target Actual Value vs 
Target

Trend 

2016/17

2017/18 70.00% 100.00% 30.00%

2018/19 100.00% 100.00% .00%

2019/20 80.00% 86.00% 6.00%


