Key Performance Indicators (KPI) – July to September 2011

	Key Indicator


	Mechanisms in Place
	National Standard
	Performance 
Rating

	KPI 1 – Events registered within statutory timeframe
% of births registered within 42 days

% of still-births registered within 42 days

% of deaths (excluding post mortem and inquest cases) registered within 5 days of occurrence

% of deaths after post mortem (excluding inquest cases) registered within 7 days of occurrence
	Yes – our business management system (FLARE) records every stage of the registration process, measures performance and generates reports.  Stockton on Tees was the first Registration Service to use the system for this purpose
	98%

98%

95%

95% 
	Compliant 98.79%*

Compliant 100%

Compliant 95.72%

Compliant 100% 

	KPI 2(a) – Waiting times for appointment

(i) Average interval between appointment request and appointment

Birth registration (or declaration)
Still-birth registration (or declaration)
Death registration or declaration
Marriage notice/Civil Partnership notice
(ii) % of customers seen within 10 minutes of their appointment time
	Yes – FLARE records waiting times and issues reports, enabling us to identify and respond quickly to customer demand
	95% within:
5 working days of request

2 working days of request

2 working days of request

5 working days of request
90%
	Compliant 99.49%
Compliant 100%
Compliant 100% 
Compliant 100%
Compliant 98.43%

	KPI 3 – Issue certificates 

% of applications dealt with within 7 days of application
	
	95%
	Compliant 99.75%

	KPI 4 – Customer Satisfaction

Evidence collected from returned surveys
	
	90% of satisfied customers
	100%

	KPI 5 – Compliments and Complaints

Total number of upheld complaints received (number as a % of all registrations)
	
	0.5%
	0.00%



*Small numbers of parents do not make an appointment to register a birth within the 42 days required by law, which affects our percentages.  In Q2 there are still some outstanding births to register, however some of these are still within the 42 day statutory timeframe 
**Delays in death registrations may be caused by delays in issuing the medical certificate or other circumstances. Once the relative has contacted the office in Q2 we have been able to offer 100% an appointment within 2 working days.  Flare currently includes weekends and Bank holidays when calculating these percentages
