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Executive Summary 

 
As part of the drive to build and sustain confidence in LeO through its recovery period, 
LeO has taken a full transparency approach to its data reporting to LSB and MOJ via a 
Commonly Agreed Data Set (ADS). Since 2021, reporting has included a detailed look at 
66 metrics, many have provided a detailed view of operational reporting and progress 
across a range of agreed indicators. This has been reported on a monthly reporting cycle.  
 
In light of LeO’s improved stakeholder confidence and performance position, and as we 
move into the new 2024-2027 strategic period, LeO has reviewed its internal and external 
reporting. This review aligns this with discussions on more strategic reporting and 
assurance through the OLC Board effectiveness review and development of a strategic 
balanced scorecard approach to reporting LeO’s performance to the OLC Board.  
 
The Executive have reviewed indicators to identify those that are either not at the level 
required to give the necessary strategic oversight or duplicate the assurance provided. 
The review found that many of the current metrics remained fit for purpose and should 
remain, but in some areas assurance was too granular. 
 
The Executive are also of the view that the timetable of reporting monthly on the ADS is 
unnecessary to providing the required assurance on the strategic performance position 
and should be replaced with a quarterly approach. The current monthly cycle is also a 
resource intensive process with one FTE analyst required to produce and contextualise 
monthly data and resource across the organisation required to test, assure and prepare 
summary narratives, a resource that would be better used delivering analytics aligned to 
future business needs.  
 
The proposed indicators follow on from and align with the balanced scorecard approach to 
performance reporting to the OLC Board implemented over the course of 2023/24. 
Subject to OLC Board approval, they will be used as the basis to inform discussions on 
our future approach to reporting assurance to the LSB and MOJ as our key governance 
stakeholders.  
 
This paper outlines a summary of what changes proposed to LeO’s performance 
indicators, the format of the Strategic Scorecard and the frequency of the performance 
reporting. Under the terms of the Tripartite Protocol between the OLC, LSB and MOJ, the 
OLC Board are required to formally approve the indicators.  
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Recommendation or action required 

Board is asked to approve the new Strategic Scorecard and all indicators proposed, 

including the proposed changes to revised reporting format and frequency with regard to 

the LSB and OLC. 

Equality Diversity and Inclusion 

EDI implications Yes 

The Strategic Scorecard provides a summary of reporting and performance across LeO, 

including in relation to LeO’s customers and people. It therefore covers a wide range of 

areas with the potential to impact from an EDI perspective. These are considered routinely 

across business areas as appropriate.  

Freedom of Information Act 2000 (FoI) 

Paragraph reference 
FoI exemption and summary 

N/A N/A 
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Strategic Scorecard 
 

 

 

LeO’s Executive have developed a set of strategic metrics and amended reporting 

cycle for the Agreed Data Set provided to OLC, LSB and MOJ on a monthly basis. A 

new, quarterly Strategic Scorecard is proposed, moving LeO’s high level reporting into 

a more strategic space. This will continue to meet the needs of LeO’s key 

stakeholders and ensure full transparency in LeO’s remains paramount.  

The proposed approach builds on the Balanced Scorecard that has been widely 

discussed and used in recent OLC Board reporting. For OLC Board, each quadrant 

will continue to be accompanied with an summary narrative alongside the Chief 

Ombudsman’s report, pulling together overall quarterly progress against targets and 

agreed tolerance levels. 

For Q1 performance reporting, we will continue to use a PowerPoint version of the 

balanced scorecard, albeit with the new strategic measures included where possible. 

From Q2, this will be delivered through PowerBi, allowing users to ‘drill through’ for 

more detail, with PDF functionality if required. A mock-up of how PowerBi reporting 

will look has been included for reference (appendix 2 a, b, c).  

A Strategic Scorecard delivers one reporting style for OLC Board, LSB and MOJ, 

aligning the three reporting schedules. The Executive remain in contact with external 

stakeholders, to ensure their needs are met and that the transition to quarterly 

strategic reporting completes as expected.  

Attached is a full list of metrics that are to be retained from the previous Agreed Data 

Set, metrics that are being removed and the suite of new metrics that are being 

developed to ensure delivery of strategic oversight. (appendix 1)
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Appendix 1 
 
Shows which ADS measures have been removed and what has been added to the 
Strategic Scorecard 

 People  

Retained Sickness, lost days per head 

Retained Staff Attrition 

Retained Staff Turnover 

New Investigator Attrition 

New Promotion Pathway 

New Pulse Survey 

 Operational Performance and Efficiency 

Retained Unallocated Investigations 

Retained Established Investigator Productivity 

Retained Complaints Resolved 

New New Customer Complaints Received 

New Percentage of new customer complaints received that are premature 

New Percentage of investigations that found poor Tier-1 Complaints 
Handling 

 Customer Experience 

Retained Customer Satisfaction: complainant - Satisfied with outcome, satisfied 
with service 

Retained Customer Satisfaction: complainant - Dissatisfied with outcome, 
satisfied with service 

Retained Customer Satisfaction: service provider - Satisfied with outcome, 
satisfied with service  

Retained Customer Satisfaction: service provider - Dissatisfied with outcome, 
satisfied with service  

Retained Quality - Reasonable outcome - Early Resolution 

Retained Quality - Reasonable service - Early Resolution 

Retained Quality - Reasonable outcome - Investigation 

Retained Quality - Reasonable service - Investigation 

Retained Quality - Reasonable outcome - Ombudsman 

Retained Quality - Reasonable service - Ombudsman 

Retained Customer Journey Time - Combined 

Retained Combined wait times for unallocated investigations 

New Combined “touchpoints" 

New Customer Journey Time - resolved in less than 60 days 

New Customer Journey Time - resolved in less than 90 days 

New Customer Journey Time - resolved in less than 180 days 

New Customer Journey Time - resolved in more than 180 days 

 Resource and Governance 

Retained Total Unit Cost       

Retained Percentage of Strategic risks rated critical/high 

New Forecast year end position 

New Cost per early resolution outcome 

New Cost per investigation outcome 

New Number of Strategic risks out of tolerance  
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Agreed Data Set measures, removed from Strategic Scorecard 

Removed Productive Established FTE  This metric is not required at a strategic level, but has been retailed in business level 
reporting to inform day to day business decisions  

Removed 

 
Percentage of established / 
developing Investigators 

This metric is not required at a strategic level, but has been retailed in business level 
reporting to inform day to day business decisions 

Removed 

 
Staff retention - average length of 
service 

Replaced with Promotion Pathway measure 

Removed 

 
Monthly and rolling turnover rate 
by cohort 

This metric covers several cohorts and is captured in Staff Turnover measure  

Removed 
 

Employee engagement - staff 
survey / engagement index. 

Current metric derives from annual Civil Service People Survey. Proposal to use a 
quarterly pulse survey for more timely data. 

Removed 

 
Cases accepted for investigation 
(BAU only) 

These are business unit measures not required at the strategic level, all will be 
retained at the business unit level to inform day to day business decisions and 
planning. 

Removed 

 
Productivity per (established) 
investigator  

Removed - Combined figure gives better insight into LeO’s performance, reflecting 
substantial contribution of early resolution to LeO’s output and customers’ experience. 
 Removed 

 
Productivity per Front End Team 
investigator  

Removed 

 
Cases taken from the PAP to 
Investigation.  

Customer Journey time is a measure of customer experience and has been moved to 
reflect this. Strategic measure gives a combined view of customer experience by age 
banding. All measures will be retained in business unit reporting to inform day to day 
planning and decisions. 

Removed 

 
Average wait time for written 
contact to be responded to 

Removed 

 
Current average wait time in pre-
assessment pool - Low 

Removed 

 
Current average wait time in pre-
assessment pool - Medium 

Removed 

 
Current average wait time in pre-
assessment pool - High 

Removed 

 
Average time in PAP for cases 
taken out - Low 

Removed 

 
Average time in PAP for cases 
taken out - Medium 
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Removed 

 
Average time in PAP for cases 
taken out - High 

Removed 

 
Average time in PAP for cases 
taken out - All cases 

Removed 

 
Average age of open WIP by stage  

Removed 

 
Volume of open cases in open 
WIP by stage 

Not required at strategic level, retained as a business unit measure. 
  

Removed 

 
Cases closed prior to investigation 

Removed 

 
Early Proportionality Queue WIP 

Removed 

 
Cases Triaged by GET 

Removed 

 
Service Level - General Enquiries 
Team 

No Average case-holding per 
investigator 

Removed 

 
Customer Journey Time - High Customer Journey time has been replaced with the percentage of cases resolved in 

time bandings as per the new measures above. This removes a granularity of detail 
not required at the strategic level. All measures will be retained in business unit 
reporting to inform day to day business planning and decisions. 
 

Removed 

 
Customer Journey Time - Medium 

Removed 

 
Customer Journey Time - Low 

Removed 

 
Customer Journey Time - ER 

Removed Customer journey - Investigation 
time - Low 

Removed 

 
Customer journey - Investigation 
time - Medium 

Removed 

 
Customer journey - Investigation 
time - High 
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Removed 

 
Customer journey - Investigation 
time - All Investigations 

Removed 

 
Customer journey - Investigation 
time - ER 

Removed 

 
Customer journey - Investigation 
time - Combined 

Removed 

 
Number of professional learning 
courses per year 

Current metrics are not strategically meaningful and do not speak to confidence in 
LeO or impact of insight-sharing and engagement. Metrics to support reporting 
against LeO’s impact objectives are to be developed in coming months. 
 

Removed 

 
Number of Best practice 
engagement activities 

Removed 

 
Average written time for written 
contact to be responded to 

Removed 

 
Service complaints (total 
remedies)  

Removed 

 
Percentage service providers 
agree that LeO provides useful 
GUIDANCE - RELEVANT 

Removed 

 
Percentage service providers 
agree that LeO provides useful 
GUIDANCE - USEFUL 

Removed 

 
Percentage service providers 
agree that LeO provides 
TRAINING - RELEVANT 

Removed 

 
Percentage service providers 
agree that LeO provides useful 
TRAINING USEFUL 

Removed 

 
Stakeholder satisfaction - Effective 
Learning with Stakeholders 

Removed 

 
Stakeholder satisfaction - Effective 
Learning with Service Providers 



8 
 

Removed Direct cost per contact and cost 
per case - Advice & Support GET 

Replaced with cost per investigation and cost per early resolution. These have been 
calculated to better represent the true operational cost of both key areas, to include a 
portion of Team Leader, Operations Manager and Ombudsman costs. 

Removed Direct cost per contact and cost per 
case - Investigations 

Changed to cost per investigation 

Removed Percentage of business unit risks 
rated critical/high 

A number of these are reported at ARAC and to OLC board via that forum. New risk 
metrics better represent risk tolerance reporting. 

Removed Number of completed internal 
audits rated moderate or 
substantial  

5 audits a year – limited data and progress is reported at every ARAC meeting. 

Removed Strategic Issues Changed to Risks out of Tolerance 
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Appendix 2  
 
Shows Strategic Scorecard ‘Mock Up’ all measures. (This is dummy data and not actuals) 
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Appendix 2 a – Shows Strategic Scorecard with Phase 1 measures. 
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Appendix 2 b – Shows Strategic Scorecard with Executive Summary example. 
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Appendix 2 c – Shows Strategic Scorecard with 4 Quadrant narratives example. 
 

 


