Service

Reference

Description

Measurement
Period

Land Charges

KPI001

50% of all official and accepted requests for
local authority searches returned within 5

working days of receipt

Land Charges

KP1001 (Mendip
Only)

Quarterly

50% of all official and accepted requests for
local authority searches returned within 5

working days of receipt

Land Charges

PI001

Quarterly

99.5% of all official and accepted requests for
local authority searches returned within 8
working days of receipt

Land Charges

PI1002

Quarterly

99% of local land charges registrations

completed within 24 hours of receipt

Land Charges

PI003

Monthly

Accuracy — complaints upheld relating to
search results

Monthly

Licensing

P1002

Reduction in persistent complaints that are
relevant to one or more of the licensing
objectives’.

Annual

Licensing

PI003

Respond to complaints within 3 days of receipt

Quarterly

Licensing

KPI1001

All Licences
Process completed new applications &
renewals within 3 days

Monthly

Licensing

KP1002

Taxi / Hackney Carriages
Process & issue vehicle licence plates within 3
days

Monthly

Licensing

PI001

Improved business / customer satisfaction

Monthly

Accountancy

PI001

Draft statement of accounts produced on
timely basis

Annual

Accountancy

KPI1001

Unqualified audit opinion on financial
statements for all Authorities

Annual

Accountancy

P1004

External audit completed and draft ISA 260
produced each year in accordance with the
legislative deadline

Accountancy

PI005

Annual

User satisfaction - Percentage of users satisfied
(agree/strongly agree responses)

al - once baseline establl

Accountancy

PI1006

Budget setting - Budget timetable to be
prepared for client sign off by 15th July each
year

Annual

Accountancy

PI007

Budget setting - Budget templates to be
completed and submitted in accordance with
the guidance provided by the Authority and
within deadlines

Annual

Accountancy

PI015

Grants - All grant claims and returns managed
by At ing team ly I as
set out in the grant conditions and receive an

unqualified opinion

Quarterly

Accountancy

PI014

Returns - 100% of VAT claims and other tax
returns made within the statutory deadlines

Quarterly

Accountancy

KP1002

Budgets setting - budgets are reflected on the
accounting system by dates specified by the
Authority

Quarterly

Accountancy

PI1002

Budget monitoring - budget monitoring
information is available in line with agreed
timetable each montbh, after review and sign-
off by relevant budget holder, with formal
quarterly reporting as agreed between the
Parties

Monthly

Accountancy

PI003

Cashbook and banking - ensure bankings made
by Authority establishments are posted into
the relevant financial

system within the agreed timescale of 1
working day

Monthly

Accountancy

PI008

Budget monitoring - Budget monitoring reports
(salaries and cost/profit centre reports)
prepared and available to budget holders
within two (2) working days following the
period end

Monthly

Performance Level Current
period

Performance
Level Current

Period -1

Performance Level
Current Period -2

Performance Level
Current Period - 3
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Accountancy

PI009

Corporate reporting - monthly report for all
expenditure in accordance with the statutory
requirements provided for publication on
Authority website each month by the required
deadline. Initially target to provide all
expenditure over £250.00 in line with guidance.|

Monthly

Accountancy

PI010

Financial evaluation for procurement process/
supplier selection - Written conclusion of the
financial evaluation within 5 working days or
deadline agreed between the Parties

Monthly

Accountancy

PI011

Cashbook and Banking - 100% of bank
reconciliation carried out within ten (10)
working days of the period end — including
making the necessary corrections

Monthly

Accountancy

PI012

Cashbook and Banking - Stops to cheques
applied by 12 noon on the day in question if
instruction received before 11:30am on same
day, or applied by 12 noon following business
day if instruction received by Supplier after
11:30am

Monthly

Accountancy

PI013

Cashbook and Banking - Bank accounts do not
exceed agreed limits

Monthly

Exchequer

KPI1001

Accounts Payable - Payment of invoices within
5 working days or agreed payment terms

following approval

Monthly

Exchequer

PI001

Invoice association - invoices received are
matched to purchase orders within 2 working
days of receipt or are treated as exceptions
(sent to budget holder through workflow)
Non compliant invoices not on exceptions list
will be returned to issuer.

Monthly

Exchequer

KP1002

Accounts receivable - issue of invoices and
recovery documents in accordance with
Recovery Policy timetable

Exchequer

P1002

Monthly

Accounts receivable - issue aged debt report
within 7 days of period end

Monthly

Exchequer

PI003

Accounts receivable - issue legal report within
25 working days of period end

Exchequer

PI004

Monthly

Cash management - payments received banked
on day of receipt or next business day if
received after 12 noon

Monthly

Procurement

KPI1001

Proportion of spend under contract

6 monthly

Procurement

PI001

Proportion of off-contract spend

6 monthly

Procurement

P1002

Proportion of 3rd party providers having
“satisfactory” or higher ratings, as measured by
appropriate industry systems, e.g. EcoVardis,
Company Watch

6 monthly

Procurement

PI003

Proportion of 3rd party providers having
regular performance reviews

6 monthly

Procurement

PI004

Proportion of 3rd party providers where a
remedial plan is required and actions therein
taken within agreed timeframes

6 monthly

Procurement

KP1002

Proportion of sourcing exercises that are
completed within the agreed timeframes

Quarterly

HR & Payroll

PI013

Prepare & Submit Year End Returns — P60s

Annual

HR & Payroll

PI014

Prepare & Submit Year End Returns —P11Ds
(where applicable)

Annual

HR & Payroll

PI016

Deliver effective high quality training

6 monthly

HR & Payroll

PI015

Delivery of training in line with volumes and

ti within agreed training plans

Quarterly

HR & Payroll

PI005

Accuracy of interface files

Quarterly

HR & Payroll

PI006

Timeliness of interface files

Quarterly

HR & Payroll

P1007

Timely remittance payments (payments to
Third Parties such as HMRC, Pensions, etc.)

Monthly
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Ensure job vacancy is updated within

HR & Payroll PI008 applicable systems within 2 working days of Monthly
notification of vacancy being filled
Process short listing decisions and

HR & Payroll PI009 communications to applicants within 2 working Monthly
days
Communicate interview outcomes to

HR & Payroll PI010 applicants within 2 working days of a decision Monthly
received
Request standard employment references for

HR & Payroll PI011 new starters within 3 working days of Monthly
acceptance notification being received
Timely delivery of agreed standard report

HR & Payroll PI012 packs in line with agreed processing schedule Monthly
deadlines

HR & Payroll KP1001 Net Pay Calculation accuracy Monthly

HR & Payroll KP1002 Payroll timeliness of employee payments Monthly

HR & Payroll PI001 Timely submission of RTI FPS and EPS files Monthly

HR & Payroll P1002 Produce contracts of employment for new Monthly
starters and staff changes

HR & Payroll — New start.ers and changes updated o.n payroll Monthly
system prior to payroll cut-off deadline
Respond to Generalist HR and Employment

HR & Payroll PI004 Law advice requests from managers or Monthly
employees

Revenues & Benefits KPI1001 Beneﬁts' (HB/CTR) - av'erage speed of Annual
processing for new claims

Revenues & Benefits KP1002 Beneﬁts_ (HB/CTR) - average speed of Annual
processing for changes

Revenues & Benefits PIOO1 Benefits (HB/CTR) - financial accuracy of Annual
assessments

Revenues & Benefits P1002 Benefits (HB) — collection of overpayments Annual

Revenues & Benefits P1004 Council Tax - in year collection (BVPI 9) Annual

Revenues & Benefits PI005 Business Rates — in year collection (BVPI 10) Annual
Benefits, il Tax, Busi R |

Revenues & Benefits PI00G enefits, Council Tax, Business Rates annual Annual
customers surveys

Revenues & Benefits PI007 Grants - Housing Sub?ldy claim a}ccuratelyl Annual
completed and submitted on a timely basis

T KPIOL Se_r\.nce Aval_lablllty - Internal Facing Business Monthly
Critical Services

T KPI02 Ser\{lce Aval!ablllty - External Facing Business Monthly
Critical Services for Core Hours

T KPI03 Se@ce Ava|!ab|I|ty - External Facing Business Monthly
Critical Services for non-core hours

T KPI04 Inc!dent management - P1 (Severity 1 Service Monthly
Incident)

IT PI001 Patch management Monthly

IT P1002 Change management Monthly

T 1003 Incident management - P2 - P4 (Severity 2 Monthly

Service Incident - Severity 4 Service Incident)
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IT P1004 Service requests Monthly
IT P1005 Change requests Monthly
IT PI006 First time fixes Monthly
IT Pl007 Customer satisfaction Quarterly
N 50% reduction in telephony contact achieved
Customer Services KPI001 arter|
u ! by the end of Year 3 and maintained Qu u
Customer Services KP1004 Customer satisfaction Quarterly
Customer Services KPI002 First time resolution - Revenues and Benefits Monthly
Customer Contact
First ti lution - Contact Cent
Customer Services KP1003 "s. ime resolution - Contact Centre/ Monthly
Switchboard
Email response - 100% of emails responded to
Customer Services Pl001 by the close of the next working day Monthly
Calls answered - 80% of calls in 20 seconds
Customer Services PI002 across the Contact Centre Monthly
Customer Services PI003 Calls answered - 80% of calls in 50 seconds for Monthly
Out of Hours
Call: d - 80% of C il Tax and
Customer Services P1004 alls answere ot tound N X an Monthly
Benefits related calls answered in 60 seconds
Appointments - 80% of visitors with
inti its with in- Servi ill b
Customer Services PIO0S appointments With In-scope services will be Monthly

seen within 2 minutes at Customer Access
points / Remote Offices
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