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SE RVI C ES 
[PSIF] - PROTECTIVE 

1. Introduction 

The purpose of this report is to inform Members of the outcome of the Protective Services 
externally validated Public Service Improvement Framework [PSIF] evaluation exercise, which 
commenced in November 2009. 

2. Background 

Members will be aware of the council’s commitment to self assessment as a key element of 
our business planning process and a requirement of the BV2 arrangements announced by 
Audit Scotland. 

In April, 2008 the council joined a number of other Scottish local authorities and public sector 
organisations in adopting PSlF as the preferred self assessment model to be used across 
council services where no statutory self assessment model was in place (e.g. VSE for 
Learning and Leisure and SWlA for Social Work). 

PSlF is a self-evaluation framework which encourages organisations to conduct a 
comprehensive review of their services by looking closely at activities around Leadership, 
Service Planning, People Resources, Partners and Other Resources and Service Processes. 

Engagement with Customers, People and the Community are measured via results, together 
with Key Performance information. 

In May 2009 a two year rolling programme at Head of Service level was agreed for PSIF. The 
programme has progressed on target with year two assessments currently taking place. 

Monitoring and scrutiny arrangements for all PSlF action plans were recently agreed by the 
council’s Transformation Board with the first step being a review at service committees. 
Further developments during 201 1 will introduce Peer Reviews to the arrangements through 
the PSlF network. 

3. External evaluation process 

An assessment team was created with a range of officers from various roles within the service 
which is tasked with evaluating how well the service is performing against each of the criterion 
parts mentioned in point 2 above. The structure of the assessment team is critical to ensuring 
a true self evaluation is conducted on the reality of practices within the service. 

This assessment was facilitated by a member of the Corporate Service Improvement Team 
and support was provided by the Service Business Intelligence Team, full details of the 
assessment team for Protective Services are attached at Appendix 1 
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The service has had the PSlF exercise fully assessed by Quality Scotland (a team of 6 EFQM 
assessors) and was granted a Silver Award, which reflects the very high quality of service 
provided by this division. 

4. Action Plan 

As a result of the PSlF evaluation the service assessment team compiled an action plan to 
prioritise and progress specific areas of improvement highlighted during the process. The 
action plan is attached at Appendix 2. 

In summary, the key areas from the PSlF exercise include- 

Key Strengths 

Leadership 
Focus on leading and supporting change within the service 

0 Clear lines of accountability for performance in services 
0 Management system is well established and uses many sound structures 

Service Planning 
0 Well integrated structure and a sound approach within Protective Services that ensures 

managers at each level are required to align their service and operational plans to the 
Corporate Plan and SOA 

0 Good processes in place to ensure annual service/operational plans are published 

People Management 
Clear processes established with a systematic approach to people development 

0 Investors in People (IIP) 
0 There is a range of development activities within Protective Services that can be 

accessed by staff at any level 

Partnerships 
0 Good evidence of regular dialogue and negotiation with partners 
0 Systematic approach to delivering a co-ordinated service with key partners 

Service Processes 
0 Structures are in place and these are evident across all the service teams and have been 

validated by external IS0 assessment 
0 Linkages from the SOA to service planning on key objectives 

Customer Results 
0 Robust target setting, good performance sustained. 
0 Chartermark / Customer Service Excellence achieved 

People Results 
0 Robust PRD process for tracking and measurement in place. 
0 Wide range of results data 

Key Results 
0 Comprehensive set of measures showing positive trends and sustained good 

performance. 
0 Demonstrating good performance comparison with others 
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Key Areas for Improvement 

0 Extension of benchmarking activity 
0 

0 

Improvement of linkages between results, feedback and planned improvement 
Establish targets for community and people results 

The outcomes from the PSlF self-evaluation will provide further improvement direction within 
the service and inform the strategic improvement agenda. 

5. Recommendation 

It is recommended that Members note the content of this report. 

CRAWFORD MORGAN 
HEAD OF PROTECTIVE SERVICES 
Local Government Access to Information Act: For further information on this report please contact 
Crawford Morgan on 01236 616402 
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Appendix 1 

Facilitation Team 

Kathleen McLoughlin, Corporate Service Improvement Team 
Jean Douglas, Business Service Manager (People & Performance Solutions) 
Shirley Gregg, Business Intelligence Assistant 

Assessment Team 

Crawford Morgan, Head of Protective Services 
Gordon Cunningham, Business Regulation Manager 
Brian Whitelaw, Food Hygiene Regulation Manager 
Dougie Calder, Food Standards Regulation Manager 
Neil McGeachy, Health and Safety Regulation Manager 
Andrew McPherson, Environmental Health Manager 
Charles Penman, Pollution Control Manager 
Gordon McNeill, Senior Environmental Health Officer 
Mark Findlay, Senior Environmental Health Officer 
Dave Roderick, Trading Standards Manager 
Eammon McCarron, Advisory Services Manager 
Paul Bannister, Trading Standards Officer 
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PROTECTIVE SERVICES 
PSlF Improvement Action Plan 
NOVEMBER 2009 

Action 
Identify ideas from other 
high performing 
organisations that the 
service may wish to develop 
Establish Peer Benchmarking 
Group with Clyde Valley 
authorities 

Agree key performance 
measures with peer group 
and measure and compare 
these via the peer group 
annuallv 
Finalise customer 
consultation plan and 
timetable in conjunction with 
Business Intelligence 

Expected Outcome 
Establish top 
performers and best 
practice 

Establish top 
performers 

Agreed objectives 
and standard 
approach to 
measuring customer 
satisfaction 

Milestones 
Contact other Local 
Authorities 

Establish Peer 
Group 

Identify key 
measures, first 
data comparison 
July 11 

Prepare agreed 

0 Agree objectives 
frequency 

for surveys and 
redesign if 
required 
Design satisfaction 
surveys' around 
new Customer 
Satisfaction 
Measurement Tool 

0 Segment data 
0 

Frequency 
Annual 

Annual 

I n  line with 
consultation plan 

PSI F 

Timescale 
Commence Dec 
2010 

December 2010 

July 2011 

0 March 2011 for 

0 Consultation 
plan 

carried out in 
line with plan 
thereafter 
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Lead Officer 
Service 
Managers 

Andrew 
McPherson 

Business 
Intelligence 
Team/Busi ness 
Manager 

Destination 
Operational 
Plan 

Operational 
Plan 

0 pera t i ona I 
Plan 
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Action 
Prepare proposed 
actions/follow up plan in 
relation to IS0 audit 
recommendations 
Revise the management 

A Appendix2 ' 

Expected Outcome 
To ensure continuous 
improvement 

Ensure that there is 

< j  

PSI F 

Review and, if necessary, 
amend key operational 
indicators that will be used 
to measure performance 

review process a prescriptive review 
process in place, 
which is revised and 
amended to include 
other continuous 
improvement models 
and tools 
Ensure key 
operational 
measures are being 
monitored 

trends and establish targets 
Set targets for improvement 
in People Results 
Set targets for improvement 
in Community Results 
Minutes to be taken of 
Budget meetings with 
finance colleagues 

Milestones 
Consider 
reco m menda t ions 

To ensure continuous 
improvement 
To ensure continuous 
improvement 

Review in 
conjunction with 
Business 
Intelligence 

Annual 

Annual 

0 Review key 
measures 

April 2011 D Roderick 

December 2010 G Cunningham 

Set targets 

Commence Sept 
2010 

Set targets 

C Morgan 

Timescale 
6 monthly 

Business 
Intel I ig ence 
Team 

6 monthly March 2011 Business 
Intelligence 
Team/Business 

Annual April 2011 

Operational I 

0 pe ra tiona I 

0 pe ra t iona I 

0 pe ra t io n a I 
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