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	Trading Standards

Performance Standards - Targets and Results


	Staffing

	Number of employees at the start of the year. 
[Full time equivalents, 

excl. admin staff]
	Result
	8.8
	7.9
	7.9
plus one vacant post
	8.9
	7.3
	7.2
	

	Statutory Performance Indicators (SPIs)

	Percentage of consumer complaints completed within 14 days
	Target


	65%
	70%
	70%
	72%
	70%
	70%
	

	
	Result


	64.4%
	65.2%
	68.9%
	71.3%
	71.3%
	
	

	Percentage of business advice requests completed within 14 days
	Target


	97%
	97%
	97%
	97%
	97%
	97%
	

	
	Result


	97.6%
	100%
	100%
	100%
	100%
	
	

	First response times

	Percentage of consumer complaints first responded to within two working days
	Target
	90%


	90%
	92%
	92%
	92%
	92%
	

	
	Result

	90%
	92%
	92%
	89%
	85%
	
	

	Percentage of business advice requests first responded to within two working days
	Target


	90%
	90%
	95%
	95%
	95%
	95%
	

	
	Result


	80%
	98%
	98%
	97%
	95%
	
	

	Customer satisfaction

	Percentage of customers* who, overall, are satisfied with our service.
[*service users, consumers, and businesses which have sought advice]
	Target

	N/A
	N/A
	N/A
	N/A
	90%
	90%
	We changed the way we carry out satisfaction surveys in 2011/12. For comparison, the data for previous years is shown at the end of this table.

	
	Result

	N/A
	N/A
	N/A
	N/A
	91%
	
	

	Percentage of businesses* which, overall, are satisfied with the way we treated them.

[*those businesses which have been inspected or investigated, but excluding businesses which have sought advice]
	Target

	N/A
	N/A
	N/A
	N/A
	90%
	90%
	We changed the way we carry out satisfaction surveys in 2011/12. For comparison, the data for previous years is shown at the end of this table.

	
	Result

	N/A
	N/A
	N/A
	N/A
	100%
	
	

	Redress for consumers

	Minimum amount of redress won for consumers each year.
	Result
	£67,500
	£57,612
	£89,612
	N/K
	£41954
	
	

	
	
	
	
	
	
	
	
	

	Inspections

	Percentage of high risk inspections carried out by target date.
	Target


	100%
	100%
	100%
	100%
	100%
	100%
	

	
	Result


	100%
	100%
	100%
	100%
	100%
	
	

	Percentage of medium risk inspections carried out by target date.
	Target


	100%
	100%
	100%
	N/A
	100%
	100%
	

	
	Result


	97.7%
	100%
	100%
	N/A
	97.7%
	
	

	Business compliance

	Percentage of high risk businesses inspected during the year which are fully compliant by the end of the year.
[Businesses inspected late in the year are allowed to comply by 30 June] 
	Target

	95%
	100%
	100%
	100%
	100%
	100%
	

	
	Result


	100%
	100%
	100%
	100%
	100%
	
	

	Percentage of medium risk businesses inspected during the year which are fully compliant by the end of the year. 
[Businesses inspected late in the year are allowed to comply by 30 June]
	Target

	95%
	100%
	100%
	N/A
	100%
	100%
	

	
	Result


	100%
	100%
	100%
	N/A
	100%
	
	


	Historical customer satisfaction data

	Percentage of consumers who were ‘very’ or ‘fairly’ satisfied with our overall service.
	Target

	90%
	90%
	90%
	90%
	N/A
	N/A
	For 2011/12 onwards, refer to the new satisfaction measures in the table above.


	
	Result
	97.7%
	88.4%
	95.1%
	94.6%
	N/A
	N/A
	

	Percentage of businesses which are ‘very’ or ‘fairly’ satisfied with our overall advice service.
	Target

	90%
	90%
	90%
	90%
	N/A
	N/A
	

	
	Result
	No data
	No data
	100%
	100%
	N/A
	N/A
	

	Percentage of businesses which are ‘very’ or ‘fairly’ satisfied with how we investigate complaints about them.
	Target


	90%
	90%
	90%
	90%
	N/A
	N/A
	

	
	Result


	90.9%
	100%
	85.7%
	100%
	N/A
	N/A
	

	Percentage of businesses which are ‘very’ or ‘fairly’ satisfied with the way we carry out inspections.
	Target

	95%
	95%
	100%
	100%
	N/A
	N/A
	

	
	Result
	100%
	100%
	100%
	100%
	N/A
	N/A
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