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3C ICT Year One – Appendix C – Performance Metrics 

 

Executive Summary 

1. Status reports regarding the 3C ICT Shared Service are shared with the nominated 
3C Service Directors (Intelligent Clients) on a quarterly basis. 

2. The 3C Service Director for Cambridge City Council is the Chief Operating Officer 

3. Detail from the previous two status reports is presented to enable a transparent 
view of the current service to Members. 

KPIs 

Measure Target Q2 Score Q3 Score 

Customer satisfaction  90% 82.67% 84.6% 

Service Availability  100% 100% 

Service Desk Resolution  98.9% 99.8% 

Incident Resolution  90.6% 90.3% 

Service Requests  100% 95.1% 
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Future KPIs 

The following are the proposed KPIs to be introduced as of April 2026.  These are better 
aligned to Colleague Experience and will provide a better understanding of how the service 
feels to our user community, and any impacts on their work due to ICT issues. 
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Financials Q2 

Budget position 

What is the budget for the service area for the current financial year? £9,097,446 

What is the forecast outturn for the current financial year? £9,286,994 

Variance £189,548 

Budget Position by Authority 

 
  BUDGET FORECAST VARIANCE 
     

CCC  3,296,386 3,264,722 (31,664) 

HDC  3,089,816 3,194,588 104,772 

SCDC  2,711,244 2,827,684 116,440 
  9,097,446 9,286,994 189,548 

 
 

 
 

 

Financials Q3 

Budget position (Q3) 

What is the budget for the service area for the 
current financial year? 

£9,097,446 

What is the forecast outturn for the current 
financial year? 

£9,087,697 

Variance (£9,749) 

Budget Position by Authority 

 
  BUDGET FORECAST VARIANCE 
     

CCC  3,296,386 3,252,715 (43,671) 

HDC  3,089,816 3,118,378 28,562 

SCDC  2,711,244 2,716,604 5,361 
  9,097,446 9,087,697 (9,749) 

 
 

If a budget overspend is predicted, please provide a commentary below on the situation and the actions being taken to 
recover it. If there is variance, does it reflect a trend? If so, please provide further analysis. 

Figures above were updated to reflect Q3 forecast.  

• The service managed to secure efficiencies that decreased HDC’s forecast by £76k since 
Q2. Forecast has moved from £104.8k overspend to £28.6k overspend (improvement of 
£76.2k). 

• City’s forecast has improved by £12k, underspend increased from £31.7k to £43.7k. 

• SCDC’s forecast improved by moving from £116.4k overspend to £5.4k overspend. 
 

 


