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Narrative

Core measures

Sentiment of media coverage Website traffic

1. There was strong call performance through the final quarter of the year and including the start of PCRE.  
2. Email verbatim feedback indicates a lack of satisfaction around processes that are impacted by defects in mySRA – especially in the last two months of the year. 
3. Website visits reported for 2019/20 third and fourth quarters have been revised in line with an estimation approach adopted in 2020/21. We have also removed the ‘previous year’ reporting line as we now  

report six quarters as standard.

Social media engagements
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Email performance Call performance

Customer feedback on our Contact Centre calls and emails

% of satisfied responses 

Scale: 1 = not useful at all, 10 = extremely useful
Virtual events feedback – usefulness rating

17 events, 
33,125  
views

11events, 
6,894 
 views

5 events, 
2,420 
views

11 events, 
5,631 
views

5 events, 
2,007 
 views

11events,  
5,201
views

Note: Nil return previously reported for call performance in Q3/20

Topical measures



20%

40%

60%

80%

100%

Q3 Q4 Q1
20/21

Q2 Q3 Q4

Performance Target Trend

80%

85%

90%

95%

100%

Q3 Q4 Q1
20/21

Q2 Q3 Q4

Stage 1 Target 1&2 Stage 2

Trend stage 1 Trend stage 2

80%

85%

90%

95%

100%

Q3 Q4 Q1
20/21

Q2 Q3 Q4

Performance Target Trend

50%

60%

70%

80%

90%

100%

Q3 Q4 Q1
20/21

Q2 Q3 Q4

Performance Target Trend

80%

85%

90%

95%

100%

Q3 Q4 Q1
20/21

Q2 Q3 Q4

Performance Target Trend

80%

85%

90%

95%

100%

Q3 Q4 Q1
20/21

Q2 Q3 Q4

Performance Target Trend

Complaint handling
1. Our target is to handle stage 1 complaints within 10 days.
2. Our target is to handle stage 2 complaints within 20 days.
3. Stage 1 is the response from the team concerned. Stage 2 is the 

response from our Corporate Complaints team, where the matter 
is not resolved at stage 1.

D
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y Compensation Fund
90% of compensation claims completed in 12 months

Narrative

Contact Centre
70% of calls answered in 60 seconds

Firm based authorisation (FBA)

90% of high to medium risk applications dealt with in 3 months

Stage 1 and 2 complaint handling

Core measures

Individual based authorisation (IBA)

90% of high to medium risk applications dealt with in 3 months

Investigation and Supervision (I&S)

93% of all cases concluded within 12 months

1. Individual-based authorisation have worked hard over Q4 to recover performance and we achieved KPI in September and exceeded in 
October. 
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Gender pay gap

Core measures

Narrative

Number of training hours

Time lost to sickness

Topical measures

Voluntary staff turnover

1. Time lost to sickness in Q4 has increased slightly again as we continue to see an increase in those testing positive for Covid-19. 
2. We also see a slight increase in voluntary staff turnover. As the government roadmap out of the pandemic heads towards a return to workplaces, we believe this may be the reason for the increase in turnover. 
3. The benchmark for voluntary turnover is based on 2019 data. The source of the benchmark has recently explained that the current sample size is not large enough to provide a more up to date benchmark. 



Practising fees
95%

Other regulatory 
income

5%

Staff costs
55%

Legal fees
5%

Interventions
6%

Computing and 
digital
10%

Facilities and 
property
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Other non-staff 
costs
10%

Projects
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Narrative

Where our money comes from Where our money is spent

Core measures

Variance to forecast 2020/21 Q4

£m Actual Forecast Variance Variance %

Income 60.55 60.49 0.06 0.1%

Staff costs 34.74 35.00 0.26 0.7%

Other costs 20.63 21.88 1.25 5.7%

Variance to budget 2020/21 Q4

£m Actual Budget Variance Variance %

Income 60.55 57.99 2.56 4.4%

Staff costs 34.74 35.71 0.97 2.7%

Other costs 20.63 22.28 1.65 7.4%

1. Income for the full year was in excess of forecast and budget due to higher levels of practising certificate income. Expenditure was lower than forecast due to savings. 
2. Staff expenditure is lower than budget and forecast due to unfilled vacancies within the year. 
3. Non-staff expenditure is reduced due to lower property-related costs following continued homeworking and also delays in some activity around the financial year end. 


