
Appendix C 

Performance Indicator Definitions 

 

Customer Services 

KPI002 Maintain first time resolution – Revenues and Benefits Customer Contact above 80% through September 2025 

KPI003 Maintain first time resolution – Contact Centre/Switchboard – above 95% through September 2025 

KPI004 Maintain Customer satisfaction above 95% through September 2025 

PI001 Maintain emails responded to by the close of the next working day above 95% through September 2025 

PI002 Maintain % of calls answered in 20 seconds across the Contact Centre above 80% through September 2025 

PI003 Maintain % of hour of hours calls answered in 50 seconds above 80% through September 2025 

PI004 Maintain % of council tax and benefits related calls answered in 60 seconds above 80% through September 2025 

PI005 
Maintain % of visitors with appointments for in-scope services to be seen within 2 minutes at Customer Access points / Remote Offices above 80% 
through September 2025 

Land Charges 

PI002 Maintain local land charges registrations completed within 24 hours of receipt above 99% through September 2025 
PI003 Maintain complaints upheld relating to search below 0 complaints through September 2025 

KPI001 
Maintain % of all official and accepted requests for local authority searches returned within 5 working days of receipt above 50% through September 
2025 

PI001 
Maintain % of all official and accepted requests for local authority searches returned within 8 working days of receipt above 99.5% through December 
2025 

 

 



Revenues and Benefits 
KPI001 Maintain average speed of processing for new benefits claims below 13 Days through September 2025 
KPI002 Maintain average speed of processing for benefit changes on or below 6 Days through September 2025 
PI001 Maintain financial accuracy of benefits assessments above 96 % through September 2025 
PI002 Maintain collection of overpayments in year above 65% through September 2025 
PI004 Maintain council tax in year collection above targeted % through March 2025 
PI 005 Maintain business rates in year collection above 99 % through September 2025 
PI 007 Maintain housing subsidy claims accurately completed & submitted on a timely basis above 100 % through September 2025 
IT 
KPI01 Maintain availability of internal facing business critical services above 99.9% through September 2025 
KPI02 Maintain availability of external facing business critical services for core hours above 99.9% through September 2025 
KPI03 Maintain availability of external facing business critical services for non-core hours above 99% through September 2025 
KPI04 Maintain incident management - P1 (severity 1 service incident) above 90% through September 2025 
PI001 Maintain patch management above 90% through September 2025 
PI003 Maintain incident management of severity 2 - severity 4 service incidents above 90% through September 2025 
PI004 Maintain service requests above 90% through September 2025 
PI005 Maintain change requests above 90% through September 2025 
PI006 Maintain first time fixes above 60% through September 2025 

 


