PERFORMANCE MANAGEMENT FRAMEWORK
Results for six-months ending 31 December 2020

Performance Management Framework
The focus of a non-financial performance framework is to track progress of the Long-term
Plan from a service delivery aspect.

• current framework was developed from the LTP 2018-2028
• under review leading into the LTP 2021-2031
A performance management framework serves to:
• Set the “level of service” the community can expect from us within the
funding envelope the Council adopts.
• Measure the progress by setting “targets” seeking to be achieved
• Use results to set about improvement plans for services delivery into
the next year

RLC’s Performance Measures
Rotorua Lakes Council performance management is based on the 10 activity groups as follows:
•
•
•
•
•
•
•
•
•
•

Arts & Culture
Community Leadership
Planning & Regulatory
District Development
Sports, Recreation & Environment
Roads & Footpaths
Sewerage & Sewage
Stormwater & Land Drainage
Waste management
Water Supplies

Total of 62-measures across the 10 activity groups.

How are we doing?
•

Of the 62 set KPI, we have a measurable framework of 59 KPI with 3 KPI that will not be able to be
measured this financial year. The 3 KPI that will remain not measured are as a result of changes to
legislation and the availability of the data source.

•

At the end of the first six months a total of 55 KPIs have been measured and reported on with 4 KPI not
measured. Of those that have been measured, 54% are on track with 24% needing attention and 15% will
not be met by year end.

•

Comparatively, we are in a similar position to same period last financial year where 52% were on track to
meeting the year-end targets.

•

Differing circumstances support the KPIs not measured. 4 KPI will be able to be reported on in Q3/Q4
following the availability of results.

•

The COVID-19 pandemic is still affecting the world around us and as a result of changing
Alert Levels, there has been interruption to some business areas particularly through the
Q1 period with Auckland at Level-3 and rest of NZ at Level-2 in August 2020.

•

The COVID-19 pandemic and the effects will still be felt for some time, and there
are some measures that are tracking to not be achieved this year.

How did we do?
Performance Targets Summary
On Track

Needs Attention

9
15%

Will Not Be Met

Not Measured

4
7%

32
54%

14
24%

•
•
•
•
•

55 KPI measured
4 KPI not measured
54% on track
24% need attention
15% will not be met

Arts & Culture
5 measures
Utilisation
Customer Satisfaction

• Energy Events Centre utilisation (community
hire days): tracking to be achieved despite Alert
Level-2 restrictions in Q1 resulting in
cancellations and postponements.
• Utilisation - (Library, Museum Tours, SHMPAC &
EEC): result is reduced given the Alert Level-2
restrictions in Q1 but still looking likely positive to
be achieved.
• Satisfaction with arts and cultural offerings –
Library only – exceeded target

Community Leadership
8 measures
Satisfaction
Residents confidence & engagement
Bilingual Rotorua
Reliability/Quality

•

Māori culture and te reo is appropriately recognised and visible in
the city– result just below target. Still a pleasing result. We are
committed to being a bicultural city and organisation and this is
noticable in our community. The lower result this quarter may indicate
that for our local community Māori culture and te reo is now so
recognisable and visible in the city that it has become expected and
common place, therefore it less noticeable as it is normal practice.

•

Council information is easy to access - Council provides a number of
ways people can access information and continually is looking at ways
to provide information to people in a form they wish to receive it be it
via social media, print or the web. Anecdotally, we are receiving more
complaints in regard to ease of access to of information on council's
website. The council website platform is reaching its end of useful life
and a project is underway to redevelop and refresh this platform.

•

Exceeded target: Emergency Operation Centre staff capacity and
capability is developed as measured through the professional
capability matrix. An intermediate level course held in Rotorua in
November (Q1) assisted with raising the overall level of training and
capability of the EOC Incident Management Team and other
supporting staffing.

Planning & Regulatory
8 measures
Compliance
Customer satisfaction
Timeliness

•

100% of known dogs registered or served with a notice to register by 30
June annually. 11,748 dogs registered or notice served at 31 December
based on 11,963 dogs listed in the RLC dog database. This has resulted
from staff continuing to follow up any remaining unregistered dogs from
the previous quarter.

•

Not measured: 100% of all licensed premises in the high risk category
are inspected under the Food Act twice annually: A change to the Food
Act legislation means the methodology behind this measure is no longer
required. We are currently preparing a more suitable replacement for
subsequent approval.

•

Satisfaction - noise control complainants - The main reasons why
people may have been unsatisfied were the length of time responding to
complaints and perceived that limited action seen to be taken.

District Development
5 measures
Utilisation
Prosperity
Satisfaction

•

Utilisation Rotorua Airport: Slight increase in passenger numbers for Q2
compared to Q1. During Q1 the Alert Level-3 restriction placed on the
Auckland area in August 2020 affected domestic travel. The YTD result
remains low and not tracking to be achieved due to COVID-19 and the loss
of international tourism.

•

GDP - GDP is measured quarterly. The Infometrics GDP data for Q2 will be
available late February and reported on during Q3. For Q1, the result was
Rotorua 's economic growth was down 4.6% for the year to September
2020. Growth was lower than in New Zealand (-3.3%). Of note is that the
method for measuring GDP has been changed which has resulted in
showing the GDP in Rotorua being lower than the national average. The
method of measurement has changed nationally as a result of the
Infometric model being changed across all local authorities. A new
measure for distinguishing prosperity will need to be developed.

•

Not measured: Number of electronic transactions in the CBD. Data for
this measure needs to be purchased externally and is now cost prohibitive
compared Current work is underway to look at other measures for
commercial/retail utilisation/activity.

Sports, Recreation & Environment
•

Utilisation of Gardens, Reserves & Sportsgrounds:
28% increase in comparison to same period last year
and this can be attributed to an extended sporting
season due to COVID-19 restrictions. Also higher
bookings for Q2 than 2018 and 2019. Expected to
exceed target by Q3.

•

Visitors to Aquatic Centre: Attendance similar for this
period last year, the normal summer increase has been
lower than previous years which is likely due to 50m
pool being closed for refurbishment. Despite this, on
track to be achieved.

•

Number of lessons in Learn to Swim School
programmes per term: Target well exceeded for the
quarter with the learn to swim numbers increasing
across all swim programmes. Numbers of students
attending the classes and programmes offered has
increased to their highest levels.

6 measures
Utilisation
Customer Satisfaction

Roads & Footpaths
6 measures
Safety
Condition
Maintenance
Response Time
Utilisation

•

Safety – lower number of fatalities and serious injuries to date.
Police records have not identified road condition as a
contributing factor.

•

Sealed local road network that is resurfaced.– 41% of our
target reseals programme has been completed.

•

Utilisation – cycleways usage slightly below target. There
has been an above level of rainfall recorded for this period.

Sewerage and Sewage
5 measures
System & adequacy
Discharge compliance
Fault response times
Customer satisfaction

•

Discharge compliance – No abatement or infringement
notices, enforcement orders or convictions were received
during the period.

•

Fault response time: from the time that the territorial
authority receives notification to the time that service
personnel reach the site – 30 minutes.

Stormwater & Land Drainage
5 measures
System adequacy
Compliance
Response times
Customer satisfaction

•

No flooding events reported.

•

No habitable buildings flooded.

•

No abatement or infringement notices,
enforcement orders or convictions were received
during the period.

Waste Management
6 measures
Sustainability
Customer satisfaction
Compliance

•

Compliance: New leachate management programme
has been implemented at the landfill to improve
compliance with resource consent.

•

Satisfaction - There has been a lot of confusion and
frustration nationally regarding recycling which has been
highlighted by the media and perhaps influenced public
perception. Recent bin auditing for contamination
commenced and has been very unpopular given this
resulted in some bins been rejected and customers
having to remove contaminants and bring clean
recyclables to the recycling centre.

•

Sustainability - Rubbish is comparable to 2019/20
levels. This can be considered a new normal and could
be a result of changes in consumption or disposal habits.
Change is required e.g. organic waste collection as
described in the 2021-31 LTP along with a vigorous waste
education/awareness and compliance programmes.

Water Supplies
8 measures
Safety of drinking water
Miantenance of the reticulation network
Fault response times
Customer satisfaction
Demand management

•

All water supplies are fully compliant with the
Drinking Water Standards for NZ.

•

Demand management average consumption of
drinking water per day per resident – 275 litres per
person per day.

