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Purpose of Report 

The purpose of this report is to provide the committee with details of the background to the 
2014/15 Service Plan and to request approval of the attached plan for Regeneration & 
Environmental (Appendix A). 

Service Planning Process 201 4/15 

Whilst forward financial and service planning continues to take place against a challenging 
public sector spending environment, the absence over recent years of firm three-year funding 
figures prevents the Council from considering service’s revenue budgets and service plans 
within a single committee report. The impact of the Local Government Financial Settlement 
201 4-201 6 alongside the service’s approved 2014-1 5 budget savings and unavoidable cost 
pressures will therefore be submitted to a future meeting of the Environmental Services 
committee for information and noting. 

Regeneration & Environmental Services : Service Plan 2014/15 

Service plans continue to focus on the key contributions each service makes to the council’s 
overarching priorities and outcomes, and capture the key improvements planned for the 
forthcoming year. The format of the Service Plan comprises the following three elements: 

Introduction bv the Executive Director 

This comprises of a brief introduction from the Executive Director, giving an overview of the 
service, the key challenges facing the service, and the planned improvements planned for 
201 4/15. 

Deliverv of Corporate & Communitv Plan / SOA Outcomes 

This comprises the key service actions and activities which contribute to the delivery of the 
council’s corporate outcomes and priorities, as outlined in the Corporate and Community Plans 
and Single Outcome Agreement. 

Service & People First 

This section identifies key service actions, indicators and targets which contribute to the four 
key aims of the Service & People First programme: More Customer Focus, Workforce 
Development, Greater Efficiency and Improved Performance. 

A copy of the Service Plan for Regeneration & Environmental Services is attached as 
Appendix A to this report. Service Plans will continue to be reported to Committee by 
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exception on a six monthly basis and Performance Indicators will be reported by exception on 
a quarterly basis. 

4 Recommendation 

4.1 The Environmental Services Committee is requested to: 

i. approve the Service Plan 2014/15 for Regeneration & Environmental Services is 
attached as Appendix A 

ii. note the content of the report 

PAUL JUKES 
EXECUTIVE DIRECTOR OF REGENERATION AND ENVIRONMENTAL SERVICES 
Local Government Access to Information Act: For further information regarding this report please 
contact Jack Daly, Business Intelligence Manager on 01 236 632426 
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INTRODUCTION 

North Lanarkshire Council’s Regeneration & Environmental Services is responsible for a wide range of services delivered by our employees on the Council’s behalf. The key 
aim of the service is to provide an integrated approach to the delivery of its front line services by identifying and responding to the needs of our customers and the Community. 
The Service Plan outlines the main priorities that we will address over the period 2014-15. It sets out the issues affecting services, taking account of the Council’s priorities, 
and identifies the key actions for the Service in response to these. 

During 2013/14 Regeneration & Environmental Services was restructured to take into account financial savings to be met. This included new reporting lines for Regeneration 
& Infrastructure and Commercial property. We also externalised Commercial Property disposal through an arms length company which returned a capital receipt off45million. 
Each of the services presented below has a pivotal role in providing all aspects of information and service delivery to our customers. 

Facility Support Services are responsible for the cleaning of schools and council buildings, janitorial services and also provide cleaning services for PPP schools to Balfour 
Beatty Workplace under contract. We are also responsible for catering and cleaning services for day care and residential homes for social work services. Catering Services 
provides breakfast, snacks and lunches for schools and make an important contribution to the health and wellbeing of children and vulnerable members of the COIrtmUnity 
through the provision of nutritionally balanced meals. Business Intelligence and Safety & Occupational Health provide strategic and technical support to Regeneration & 
Environmental Services operations. Their work is driven by the Duty of Best Value under the Local Government in Scotland Act 2003 and Health & Safety Act 1974. 

Environment and Estates Services are responsible for the waste management strategy, collection, treatment and disposal of residual and recyclable waste, maintenance 
and development of environmental resources and open spaces including the street environment and for cemeteries service management, the council’s fleet and plant assets, 
the delivery of country parks and outdoor events facilities within these and for the development of greenspace and woodlands enhancement. We are also responsible for 
property disposals and development, cartographic and mapping services, and the Council’s arms length organisation Campsies Centre Cumbernauld Ltd. 

Planning and Regeneration are responsible for Planning, Building Standards, Regeneration Services, Business Intelligence and Health & Safety. Activities include planning 
and building standards applications, warrants and completion certificates; prioritisation of future development of land and buildings delivering a range of physical, economic 
and social regeneration initiatives across North Lanarkshire in partnership with other public sector agencies, local communities, the voluntary sector and the business 
community. The delivery of North Lanarkshire’s Working Employability Service; managing the Lanarkshire Business Gateway and co-ordinating external funding activity. 
Through Council arms length organisations Routes to Work, Town Centre Activities, Fusion Assets and Campsies Centre Cumbernauld Ltd the Service delivers a range of 
initiatives and projects in support of corporate objectives. 

Protective Services are responsible for a range of regulatory services which provide public protection. These include occupational health and safety, consumer and money 
advice, food safety, public health, trading standards, pollution control, environmental health, pest control and animal welfare. The service also has the strategic lead for the 
council’s contingencies planning. 

Roads and Transportation are responsible for strategic transport policy planning; maintenance of roads and street lighting assets; winter services; traffic management; road 
safety and accident reduction and the promotion of road safety education. Roads and Structures Design provides an in-house consultancy (at corporate as well as service 
level) delivering the design of roads and structures, structures asset management, flood risk management functions and geotechnical advice. 

Roads services are delivered by Amey Public Services, an LLP partnership between NLC and Amey Local Government, and a broad range of private contractors. 
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Regeneration & Environmental Services is required to deliver a savings package of approximately €4.158 million during 2014/15. This service plan has taken into account the 
budgetary reductions to be achieved over 2014/15 when setting key service actions and performance results to be achieved through the plan. Focusing on service delivery We 
have revised current working, service establishment arrangements and funding to our partners. 

During 2014/15 examples of challenges include: 

Regeneration & Environmental Services will continue to lead initiatives, including targeted initiatives where appropriate, and share best practice with the aim to reduce sickness 
absence levels. 

In line with good practice and the corporate risk management strategy Regeneration & Environmental Services will review risk management arrangements and registers, 6 
monthly in line with our reporting monitoring milestones. 

Delivering on the Commonwealth Games 
The introduction of alternative working patterns to front line refuse workers 
Reduction of garden waste collection frequency from 18 to 16 
Further progression of the waste diversions project 
The restructuring of services in Planning & Regeneration, Protective Services and Roads & Transportation 
A reduction in analytical fee costs (Protective Services) 
Delivery of the Clyde Valley residual procurement process. 

During 2013/14 some of our key improvements were: 
On track to deliver 94.58% of 2013/14 savings 
Externalised our commercial property and generated a capital receipt of €45 million 
Implemented the pilot on the Social Transport Initiative 
Commenced implementation of the 5yr capital investment to increase town centre car parking spaces, we plan to deliver an additional 200 spaces by the end of 2013/14. 
Within Roads & Transportation we have halved the office footprint by relocating all staff to Fleming House 
Completed improvement works to deliver the Commonwealth Games cycle time trial route 
Upgraded Strathclyde Park infrastructure for the Commonwealth Games Triathlon Events 
Successfully rolled out food waste across all non multi occupancy properties throughout North Lanarkshire, resulting in the anticipated diversion of around 6800 tonnes Of 

food waste from the residual waste bins as well as saving on disposal costs and increasing the Council’s Recycling rate 
Extended pool car usage by a further 50 cars bringing the total to 113 
Progressed the Clyde Valley Shared Services Waste Treatment and Disposal project forward into the competitive dialogue stage 
During 12113 we supported 1,836 people back into work and are on track to support a further 2,000 people back into work by March 13/14 
Review of the council’s Diet & Nutrition Policy which was approved at Environmental Service Committee in August 2013 
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We have developed a new North Lanarkshire Employability Strategy our plan for growth 
Launched a new Social Enterprise Framework 
Following on from Lanarkshire's Business Week, we have seen a significant rise in the number of business support enquiries. To date we have received 657 enquiries an 
increase of almost 300 for the same period last year 
Following extensive consultation we revised the traffic order waiting and loading restrictions in Bellshill, Motherwell and Wishaw, and 
For the second year the Scottish Roads Commissioner has written to the Chief Executive advising him that she considers North Lanarkshire Council to be one of the best 
performing organisations. 

During 2014115 our strategic priorities include: 

0 

Continuing to work on our social transport initiative 
Continue to reduce carbon by completing street lighting energy savings in residential roads, introduce a further recycling initiatives and roll out phase 3 of the pool car 
scheme 
Supporting a further 1666 people back to work and continue to support the work of the Inter Service Working Group 
Identify work and experience opportunities within Regeneration & Environmental Services for looked after and accommodated young people 
Assist 600 businesses to set up in North Lanarkshire and continue to support 1000 existing businesses 
Assist on the progression of the Clyde Valley Infrastructure Investment Fund (CVIIF) 
Deliver our Roads service by Amey Public Services, an LLP partnership between NLC and Amey Local Government, and a broad range of private contractors 
Deliver a range of initiatives and projects through the Council's arms length organisations Routes to Work, Town Centre Activities, Fusion Assets and Campsies Centre 
Cumbernauld Ltd 
Progressing the development of Ravenscraig and Gartcosh and town centre regeneration 
Continuing to work with Transport Scotland to deliver; Raith Interchange Improvements as part of the M8/M74/M73 project and with the Edinburgh to Glasgow Rail 
Improvement Team to deliver national infrastructure in North Lanarkshire 
Progress phase 1 (rail bridge )of the A723 upgrade and promote transport improvements to support Ravenscraig including the Holytown bypass (A723) and North 
Lanarkshire bus service 
Conclude bridge agreement with Network Rail regarding access over West Coast mainline 
Improving water quality at Strathclyde Park 
Developing opportunities and providing support to the delivery of the Commonwealth Games 
Continuing to invest in Town Centre car parks and working towards the introduction of the parking attendants to replace traffic wardens 
Implement improvements to disabled access routes to meet the client's need 
Implement a new Diet & Nutrition four year action plan for the council 
Continue to raise awareness and support implementation of the Scottish Government's Preventing Overweight and Obesity in Scotland. A Route Map Towards Healthy 
Weight 
Continue with the development of the Forum for the dietary and nutritional need of children and young people with additional support needs 
Continue to improve levels of air quality throughout the Council area, though the co-ordination and achievement of the measures within the Councils Air Quality Action 
Plan. 
Focus resources on high risk food premises to ensure legal requirements are met 
Continue to extend the Money and Consumer Advice (MACA) programme to visit further schools and young people through Restorative Justice Services 
Food Hygiene information scheme launched providing information to the public on Food Hygiene Standards in food businesses, and 
Produce and adopt Strategic Development Framework for South Cumbernauld, Gartcosh and Glenboig to encourage and facilitate development. 
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Regeneration & Environmental Services customers are residents and businesses within North Lanarkshire. Each year to assist in identifying service improvements we Consult 
with our customers using a variety of methods such as the citizen’s panel, focus groups, face to face interfaces, postaVelectronic surveys, STANDpoint self service survey 
devices, Click Pad real time voting devices, local area teams and targeting specific user groups. During 201 3/14 we implemented customer measures. 

Throughout 2014/15 we will strive to maintain high levels of customer satisfaction and implement improvements, but it has to be recognised that maintaining high levels of 
satisfaction with less resources is an improvement. In a further review and analysis of customer engagement we recognised that our consultation plan mainly focuses on 
residents of North Lanarkshire that have made contact with us to request a service and for some services the methodology used is returning statistically invalid response rates 
which could result in some customer satisfaction measures not being met. For this reason and based on current projections we have revised some customer measure targets 
to more realistic outcomes. To improve this and capture a wider range of users and gauge a more realistic representation of our services we will make further use of our 
STANDpoints continuing to place them in sports centres, town centres and first stop shops. In addition to this we are investigating further use of the citizen’s panel. 
Information gathered from all consultation is used to assist in identifying service improvements. 

A sample of improvements includes: 
The introduction of the pre order service at Clarkston Primary School, resulting in increased school meal uptake and reduced cost of food ingredients to prepare the meal 
The introduction of a Construction Compliance and Notification Plan as part of the drive for greater compliance for construction work, and we now have courtesy contact 
with all of our customers to raise awareness of our inspection regime 
In response to feedback we have delivered an additional 1,300 grit bins across North Lanarkshire 
Building Standards, Catering School Meals Service and Cemeteries have retained Customer Service Excellence at compliance plus levels 
Developed Sharepoint (a Microsoft 365 product) as a partnership tool for sharing information on community safety issues in the localities allowing customer 
concernslinformation and issues from other sources to be acted upon in a more co-coordinated and efficient manner 
As part of a project in Craigneuk, Wishaw to address issues arising from the area’s poor ranking in the Scottish Index of Multiple Deprivation community groups have been 
consulted and are working in partnership with North Lanarkshire Partnership to develop an Action Plan. There have been initial successes in delivering short term actions 
and the overall model is to be developed as a way of dealing with issues in particular areas. 
Provided cycling and walking infrastructure to link areas of deprivation to job opportunities 
Results from the Keeping Scotland Beautiful North Lanarkshire report show that the impact from dog fouling has reduced significantly and that graffiti, vandalism and fly 
posting did not appear to be a problem in North Lanarkshire. It also highlighted that although the audit did not improve the index score, the majority of streets were found 
to be well serviced in litter and removal 
The replacement of bikes for the disabled at Strathclyde Park 
Provided disabled persons parking places 
Access ability audits undertaken at our town centres and nature reserves 
Following extensive consultation with the public we replaced the foot bridge in Salisbury 
Our latest customer measure figures published during 2012/13 demonstrated that satisfaction levels of 90% plus were achieved by janitorial services, catering school 
meals service, business regulation, environmental health, business services and employability services. 

We will continue to engage with the residents of North Lanarkshire to help identify service improvements, during 2014/15 our main priorities are: 

0 

Capturing a wider audience across North Lanarkshire 
Focusing on what the consultation tells us about the customer journey 
Reviewing response rates to ensure that they are statistically valid; and 
Implementing actions that arise from the PSlF self assessment process. 
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Another challenge for Regeneration & Environmental Services is to continue to support and develop staff through this time of change. We will do this by ensuring our staff feel 
valued and understand how they contribute to the wider picture and that appropriate succession planning is implemented by ensuring that knowledge and skills are developed 
efficiently and effectively to guarantee service delivery is maintained. We will continue to engage with our employees and trade unions on change programmes. Current 
methods of communication include the effective use of the PRD process, team meetings, operational planning days, newsletters, one to one’s, employee/management forums 
and open door policy. During 2013 we analysed the 2012 staff survey outcomes against the 2009 outcomes. Below details examples where staff perception has improved 
along with areas of good practice identified within the lip report; 

An increase on awareness of the Council’s Performance Review and Development (PRD) scheme 
The level of understanding how individual’s work contributes to the objectives of their section/establishment has risen 
A higher percentage of the workforce felt that their own work contribution is recognised by their line manger 
Within Facility Support Services the training calendar promotes equality by ensuring that everyone has the same access to training information. Also the ‘First Class‘ email 
system for frontline staff is seen as a positive change. 
Staff feel that their line managers are approachable and Supervisors value the training they have received which is enabling them to more effectively manage front line 
staff 
We practice a supportive learning environment by ensuring staff have relevant formal qualifications 
We have undertaken regular evaluation of the effectiveness of learning and development 
Facilitated Operational Planning Days and a ‘Drop in’ facility allowing staff to contribute new and innovative ideas for improvement 

TO deliver further improvements, integrated action plans have been created by each division which aim to improve staff perceptions within the priorities identified by the 2012 
survey and IIP reviews. Regeneration & Environmental Services will continue to monitor staff perception and use the findings from the staff survey, lip and PSlF assessments 
to identify further improvements 

Regeneration & Environmental Services supports the development of our staff through higher education and recognise their hard work through award nominations. During 
2013/14 we continued to support staff through higher education which the PRD process identified as a task driven need. Staff achievements are recognised in a number of 
ways including the Newsletters, the Council’s Corporate Awards, APSE Apprentice Awards, APSE Service Awards, COSLA Excellence Awards and the Municipal Journal 
Awards. 

Over the past year Regeneration & Environmental Services achievements include; 

Geraldine Kay from Land Management was awarded the NLC Corporate Organisational Values Award for demonstrating going above and beyond the call of duty in 
assisting relatives in locating the resting places of their loved ones 
The Doorstep Crime Initiative (Trading StandardslHousing & Social Work/Police Scotland) won the award within NLC Environment Category Corporate because of their 
approach to educate and intervene to protect the most vulnerable and socially isolated members of the community 
Planning & Regeneration’s Business Team working in partnership with Learning & Leisure to encourage young people to develop business skill were awarded the NLC 
lifelong Learning Corporate Award 
Planning & Regeneration’s Economic Development team were awarded the Social Enterprise Market Builder award by the Social Enterprise Scotland along with the 
Corporate Regeneration ward for supporting young people into employment. 
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Other Regeneration & Environmental Services award submissions that reached the finalist stage were; 

The Catering Team from Clarkston Primary for the introduction of the school meal pre-order system 
Land Services Countryside & Greening project that provides activities for mental health service users 
Protective Service’s Brian Anderton (Fair Trading Officer) for his work in activities relating to hallmarking 
Planning & Regeneration’s Building Standards for their street naming and number process, and 
Planning & Regeneration’s Strategic Planning Team for their interactive facility that allows users to find out which planning polices relate to particular land or buildings. 

We will continue to engage with our employees through the PRD process, one to ones, team meetings and operational planning days. During 2014/15 our main priorities will 
be to continue with; 

Enhancing communication 
Succession planning 
Promoting equality at work, and evaluating and reviewing the effectiveness of training. 
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I Annual 

I Annual 

Annual t-- Annual 

Annual t-- Annual 

Annual 

Annual 

Annual 

Annual 

Annual 

would do 
Planning & Regeneration - Percentage of customers satisfied with the time taken to speak 
to someone about their enquiry 
Planning & Regeneration - Percentage of customers satisfied with the quality of information 
received 
Planning & Regeneration - Percentage of customers satisfied with how well staff did their 

jobs 
Protective Services - Percentage of customers who are satisfied with the overall service 
Protective Services - Percentage of customers satisfied that we did what we said we would 
do 
Protective Services - Percentage of customers satisfied with the time taken to speak to 
someone about their enquiry 
Protective Services - Percentage of customers satisfied with the quality of information 
received 
Protective Services - Percentage of customers satisfied with how well staff did their jobs 

As above 

As above 

As above 

85% +I-8 As above 
As above 

As above 

As above 

88% +I-8 As above 

85% 

80% 4-5 

85% +I-5 

81% +I-8 

85% +I-8 

84% +I-8 
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REGENERATION & ENVIRONMENTAL SER\ 
Frequency I indicator I 2009 

Annual I nla 

Percentage of staff within their service who 
have completed a PRD within the last 12 
mnntha 

Biennial I Percentage of staff satisfied with their job I 59% 
Biennial I Percentage of staff who are clear about 67% 

Biennial 

how theycontribute to their service aims 
and objectives 

was useful in helping them improve how 
Percentage of staff who agree their PRD 44% 

58% 

46% 
effective ways to feedback their views to 

Quarterly 

Quarterly 

Quarterly 

57 yo 58% +/-3 As above 
75% 75% +I-3 As above 

42% 46% +I-3 As above 

65% 67% +I-3 As above 

40% 43% +/-3 As above 

31 33% +/-3 I Asabove 

New Indicator 2014115 

New Indicator 2014115 
stage two as ?40 of all complaints closed at 
stage two 

The number of complaints partially upheld at: 

The number of complaints received converted to 
"Request for Service" 

stage one as ?40 of all complaints closed at 
stage one New Indicator 2014115 
stage two as YO of all complaints closed at 
stage two 

New Indicator 2014115 
I 
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2013114 I 2014/15 
iURE 

Target will be set when 

Thresholds 

TBC 

TBC 

TBC 

TBC 

information is received 
from corporate centre 

As above 

As above 

As above 
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I I 
I Lead Officer Timescater j 
i G Patr-k 

I 
1 G Patr c4 

-- - . ---I .-_ -- 
_I___- ._I_ 

Raise awareness and support imp?ementation of the Scottish Governments Preventing Overweight and Obesity I: 
Scotlana A Route Map Towards Healthy Weight 

tdar,ii %?I 5 

h4:trch 321 5 
i -. __ __ - - __ -- - - 

Development of - theForum for the dietary and nutritional neea of children and young people with additional support needs __  ____ -- - - -  _I______ ___ _--_-I -___ 
____ - -- 

Regeneration __ - - - 
Improve energy efficiency and reduce CO2 emissions 

----- I ___ - __ __ - - 1 Lead Officer j -Timescales _ _  
~ p p o ~ u n i ~ i e s  across the estate of ~egeneratton & Envtron~ental Services and provide support to 

- 
TimG-caies 

J Brysns Marcn LL 1 i 

-T--- _____ - - . 
~ Lead officer _ _ _  

I 

._ ~ _ _ _  



Thresholds Rationale 

-7 - - __ - - - , 
i EO90 EO 93- +‘..Sp Food cost infihtion 

I I I I I 
€0.75 I E0.70 I E0.70 1 f0.72 I +/-5p 1 Food cost inflation 

all areas cleaned excl central 



__ _ _  - _ 
Frequency Indicator 201 1 /I 2 201 2/13 

Result Result 

Annual Janitorial hours -total cost E per E12.94 f12.44 

Annual 
contractual janitorial hour excluding CEC 
Cost of Business intelligence function per 
f 1000 of Envir~nmental Services f l  96 1 expenditure. 

I Cost of Safety & Occupational Health Annual 
function per fl00O of Environmental 
Services expenditure 

f0.72 

E12.80 

Information 
unavailable 

Information 
unavailable 

I 
E12.80 I E12.55 I +/-?OP 

f2.03 fZ.93 

f0.72 f0.65 

Rationale 

- _ _  
~ a i n t ~ i n  d~wnward target trend. 
Allows for 2 year pay award 
Based on ~ ~ ~ r a t i o n ~ l  eAciency 

As above 

p-gxtronic system 

Continue to consul 



Pe~ormance Indicators 

~ 

. - Seasonal Target 2014115 
IndicatorslTargets Q2 Q3 Q4 Year 

- - - 
Rationale 

-. 
*Scnool meal uptake 38% 38% 38Yo 36% 35% ! 38% 3 9 

Return to Contents Paqe 

39% , Seasonal variatioii n meal 
uptake over the school 
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__ -- -- -- 
Theme Regeneration 

Local Outcome 
Key Actions 

-- __ - _-_-_- 
Improve energy efficiency and reduces CO2 emissions 

."I_----- .- I Leadofficer I Timescales 
, . __ __ -- 

1.1 D CuIlen April 2025 
1.2 Commence the extension of kerbstde glass collections D Cuklen April 2015 

April 2015 1.3 D Cullen 

Maximise Contract efficiency in terms of the recycling return from all contracts 

Continue preparation for expansion of food waste collections into multi accut3ancv DroDerties 

~ - --_ - 

hours of loam and 2om 

-____--___ - -- _- Network 
2.2 Continue to apply to the Forestry C%mmission for woodland grants and planting from there implement relevant contracts 1 €3 Thomson ~ ~ a r c h ~ ~ ~ 5  

2.3 Continue to attract external funding for greenspace improvement projects €3 Thomson  arch 2015 
2.4 March 2015 Continue to provide a landscape desiqn service across North Lanarkshire 

et cleaning, graffiti removal, street sweeping, shrub and ground matntenan~e, 



Work in partnership with Glasgow 2014 to host 2 Triathlon Events at Strathclyde Park during the 2O~~Commonweal t~ 
Games 

I 4.2 I Continue the work of the arboriculture team on the suitability and health of the trees 
1 I Pruninq of Dtant material. removal of alant material. redesian of landscaoed areas. focussed alass removal etc. I 

B Thornson March 2015 

- - ______ __ __ __ __ - - - 
Load officer I Timescales 

satlsfaction levels with waste All Managws ' March 2b15 
__ 

K FoJ_bes March 201 5 . - -  
- K Forbes March XI5 

from service users and non K Fo,bes PJhrch 201 5 
__ _ - - _ - - - - - - 

lication of the Polic 



Achieve service delivery that realises value for money and improved o u t ~ o ~ ~ ~  

Submit and analyse transport APSE benchmarking 
Submit and analyse parks and open spaces APSE benchmarking K Forbes I ~ a ~ c h  201>-- 
Submit and analyse street cleaning APSE benchmarking K Forbes 1 ~ a r c h ~ ~ 1 5  
Submit and analvse cemeteries APSE benchmarkinn 

G Johnstone 

I 
1 Continue to provide a comprehensive estates and cartographic service supporting the implementation and delivery of key 1 MA Robbi R Skilling I ~ a F c h  2015 
I council priorities utilising property and assets 

erformancc 
Frequency 

-I__ 

Quarterly 

Quarterly 

Quarterly 

Quarterly 

Annual 

disposal 

Refuse Collection - f net cost of 
collection 

Landscape services operating 
expenditure - % met from fee income 
Country parks operating expenditure - 
% met from income 
Maintained land - charge per hectare, 
secondary schools 

2011112 
Result 

f121.40 

f57.35 

62.6% 

25.2% 

f2192 
available 

_ _ Y L  

€147 

568 

60% 

27% 

E2350 

E l  55 

E65 

60% 

27% 

f2600 

+/-5 

+/-5 

+!- 5% 

+k2% 

+/-E -I 50 

Rationale 

.̂._ . 

Total waste arising will remain 
about one tonne per property, 
with Landfill Escalator increase 
of E81tonne continuing to affect 
both landfill and treatment 
alternatives 
Whrle changes in working 
patterns will result in fleet 
savings increasing cost 
pressures, fuel labour etc will 
remarn 
Current target held as capita! 
~ r ~ g ~ ~ n ~ m e  has reduced 
Target m a i n t ~ i ~ e d  

Target set based on known 
income from Learning & Leisure 



______- 

Review Performance Management Framework contract areas in Land Management 

Ensure employees have ski l l s  and knowledge to deliver services and meet c~allenges 

K Forbes 1 March 2015 



idicators .~ . .  . 

Indicator 

Lair certificates - ‘Yn turned round within 4 

Rationale 

- - -  
9OYo Target increased based on 

previous year trend 
Target increased agreed 
October 
Target ~aintained 

6 s  expected that there w r  
an increase in inbound calls 
following the alteration of 
coiiection days due to 
w ~ r ~ i n g  pattern changes I e 
introduc~ton of 7 day 
workln~ 
Outcome will increase based 
on recycling em~hasis within 
contract ~ n i ~ t a t ~ ~ e s  and the 
~otential c o m m e n ~ ~ e n t  of 

Target ~ a t n t a i n ~ d  
Calculation of target under 
review with LGBF 
Target maintained 

 lass 

+/-3 95% 

98% 

95% 

Quarterly 97% 

95% 

97.3% 

64 

40.4% 

74 

Jveeks 
Vehicle inspections - YO carried out as 
scheduled 
NLC fleet vehicles - % presented for plating I 

+(-2 

+1-5 

Quarterly 

Quarterly 

Quarterly 

Quartedy 

98% 
4-1-2 
95% 96% 95% 

mot pass fifst time 
Refuse collection complaints - number per 

+I-5 
76 5 85 

45% 

73 

1,000 households +If-4 

44% Household waste collected during the year - 
% that was recycled or composted 

+/-4 Cleanliness index achieved after inspection 
of sample of streets and other relevant land 

The number of Local Nature Reserves 
(LNRs) 
The number of Sites of Interest for Nature 
Conservation (SINCS) 

73 

Annual 5 5 5 5 +62 

+i-5 
Annual 371 I 380 380 380 Target main~ained 

367 
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Implement phase 2 public realm works in Wishaw L Bowden Ma~cn 2025 
3.9 Develop and deliver Elmillion investment through Local Development Programme P ~icholas c arch 2015 

M a r c ~  2015 3.10 Develop and support sub group of Community Safety Partnership with a remit to improve and develop actions for serious and P Nic~olas 
arsanrsed crime tlroutx 

I L Stevenson ' ~~~~~ 2015 I 3.1 1 I Further develoo Dlannina aoolication orocess and monitorina of housina develooments 
3.12 Progress article 6 exemption regarding ground water at Ravenscraig 
3.13 Support the development of the TIF scheme for Ravenscraig M Collrns 1 M a r ~ ~ ~ 0 ~ ~  
3.14 Produce and adopt Strateqic Development Framework for South Cumbernauld, Gartcosh and Glenboiq to encouraqe and 1 L ~ o ~ d ~ n  

I 4.9 I Wtanaae the deliverv of the Lanarkshire Business Gatewav Contract I Y Weir 

1 M Collrns 1 ~ a r ~ h  2025 I 5.3 I Procure ioint venture for Euro central 

.-.J.,.- - -  __L ... -. T.... . -  ' . .. .. . 
Community Safety 

Reduce disorder, anti-social behaviour, violence and abuse within our communities 
. .  . _I-. . .- - . . . . . . . . .- -. -. .- . - 

iocal outcome 

Key Actions 
~ 

-- 
Timescales-"'-. - .. . __I" I__.__... .II I 1 Lead Officer 

-_--__I__. 

Support the implementation of 6 North Lanarhshire area plans for Fire and Police linked to the strategic plan and develop a P Nicholas March 22 15 



outcomes handbook 

~ n d e r t a k ~  planned customer consultation with companies to elicit feedback and customer satisfaction with business support 
progran~mes and implement improvement actions 

I 7.8 I Carrv out insoections of licences Dremises houses in multmle occuoation and snorts arntinds I n ~ r n v a n  I M a r ~ h ~ Q ~ ~  I 

H Graham March 201 5 

.1 I Deliver actions to improve partnership accountability and processes including I P ~ ~ ~ h ~ ~ a s  1 ~ a F c ~ ~ Q ~ ~  I 
Development of NLP Partnership Agreement 

0 Induction Pack for NLP 

, -~ 
Lead dficer 
L S w m s o n  

r- - - - - - - __ _ _  __ 
- - - - - -- . 

Undertake postal and electronic survev s to aain feedback and satisfaction with develoDnient manaaement 



to gain feedback and customer satisfaction levels and rmp/;;;me6t k e y  

~ n n u a ~  

Annual 

e ~ ~ r m a n c e  Indicators 

I 
f value of other public sector leverage 
achieved 
f value of private sectar leverage achieved 

Target & ~ ~ r e s ~ ~ l d  will be reviewed once 

Target & t ~ r e ~ ~ # l d  will be reviewed once 

E4,548,761 E l  ,644,897 E2 290,000 +1-25% fundrn Is nla 

nla f377,148 Ea 
I 

I- 

AS &QVe f718.86 f757.07 f764.56 j E'1'12.29 +/-72.29 1 Annual Cost per planning Enforcement Case 



- - __ 

~ t i l i s ~  ~ a ~ a g e m e n t  i n f o ~ a t ~ o n  to i n f ~ r ~  decision m~king and i ~ p r o ~ e ~ e n t  
- _ _  - _ __ 

Lead officer _ -  - Timescales I 

March 201 5 
__ March 2015.- 
March 2015 i 

- _ _  roads & tr<-- L Srevenson - __ __ __ _ _ ___ ___ . 
D Provan 

P Nicholac, I 
- - - _ _ _ _ _ _ _ _ ~ -  

__ P Nicholx M a r c h  201 13-1 
measurements for Community Regeneration P Nicholas 

I Thresholds 
201 411 5 I 
Target 

100% 

~ 100% 

I 

__ - __ - 
Rationale 

Target n:a ntznGd 

Target ~ a i n t a i n ~ d  

I 



Quarterly 

Quarterly 

Quarterly 

Quarterly 

Quatferly 

Quarterly 

Quarterly 

Annual 

Annual 

- . . . - - - - __ __ - 
Indicator 

The percentage of First reports 
issued within 20 days 
'Release' of building warrant 
within 6 days. 
Completion certificates - % 
requests responded to within 6 
working days 

The average time (days) to deal 
with local planning apptications 
determined during the year 

The average time (days) to deal 
with major planning applications 
determined during the year 

Number of new businesses 
supported 
Number of existing businesses 
supported 
Number of individuals supported 
into employment 
LDP Projects % of spend against 
budaet 

Leverage based on LDP 

- -. - - ___ -. _. - - 
2021112 2012113 201 3/14 

Target Result 

Projected 
20,3114 
Result 

I 

New Indicator I 100% 

90% 95% 
I 

13.5% New 
Indicator 

37.4% New 
Indicator 

590 I 590 

nta nta 

90% 90% 

95% 95% 

I 

50 weeks 57 weeks 

I 

600 I 600 

1100 1 900 I 90% 90% 

5% of 
budget 

Thresholds 
201 411 5 
Target 

100% 1 -5 

95% 1 +/-5 

95% I 4-1-5 

10 weeks +f- 1 week 

+I- 5 
weeks 45 weeks 

I 

600 1 +/-5% 

1000 +1-5% 

_ _ _ _  
Rationale 

Target maintain~d 

Target increased 

Target maintained 

This new indicator requires adjustment 
after a period of use, and recent 
experience has shown that it can be 
redumd 
The complexi~ie~ of major  application^ can 
require a longer period to deal with, while 
the relativel~ small number of such 
applications can skew the average time 
sig n i f i ~an t l~  
Target ~ainta~ned, threshold decreased as 
agreed October 13 
Target increased and thresho~d decreased 
as agreed October I 3  
3 year target 

Target increased & t~reshold r ~ d i i ~ d  
based on outcomes 
New indicator Target IS based an previous 
perfarmance whist recognis~ng the 
apportunity af leverage is de~l in~ng 
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Ch) 
0 

Undertake a pilot scheme via the doorstep crime joint working initiative to determine effectiveness of nuisance and 
scam teleehone calls blackina eaui~ment 

 arch 15 

FQGUS resources on high risk food premises to ensure legal requirements are met 
Continue the Health & Safety i~tervention programme 
Door Stop Crime - Continue work on our bogus caller task force in ~onjun~t ion with Housing b Social Work and 
colleagues 
Continue to participate in t he  Scottish and Local Group product safetv initiatives 



- --- _ _  - _- - - - .- - -- - - - - - - - - - -1 PROTECTIVE SERVICES - GREATER EFFlClENClES 
-I_ 

- I 

~ 
-__I 

the-Audit Scotland Protecting Consumers Report 
Tarticipate in the APSE Benchma;i<ing for Environmental Health Services 1 ~ ~ ~ P h e f s ~ n  1 March 2015 

Continue to participate in the Food Hygiene Information Scheme 1 ~ ~ u n ~ i n ~ h a m  I March 2015 

Officers of Trading Standards and beliver projects in accordance with identified ieeds 
Participate in the 60SL.A strategic review of Trading Standards and in Food Safety, including implement in^ the outcomes of 1 

* 

P Bannister  arc^ 201 5 



ewxis years outcomes being 
vrsed because nat all relevant data 

Frequency Gdicator 

Quatf&ly Food Hygiene Standards - Increase 

2433 t h e  number of “broadly compliant” food 
premises from a base figure of 2313 
(March 201 1). 

___ 
Projected 1 2023114 i 2014115 Threshoids ’ Rationale-’- 
2013114 I Target 1 Target 
Result i . - --I--. __ 

Target set to take account 

~ o ~ t a ~ i n a t i o n  Strategy. 
2451 ~ 2’383 I 2450 I +/-2O I of the ~ a t i o ~ a l  Cross (premises) 



I made within 5 working days . Y8.bYo 

I I 

Target incr~ased based on 
I outcomes 

1 67.7% 1 68.9% 1 69.20/0 I 69% 1 69Yo 1 +i-6 1 Consumer complaints - % dealt with 
within 14 days of receipt 

w 
w 
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Ch) 
P 

I initiative 
1 Work with the ~ 8 ~ M 7 4  Raith l n ~ e ~ ~ h a n a ~  ~ o n ~ r a ~ t ~ ~ s  and the Edinbura~ to Glasaow rail im~ro~ement team to deliver national 1 12 J Marran j March 2035 

< < 

__ 1 nfrasjrsjurc in North Lanarkshire - ____ - - __ - 

_lll Key Aciions _ _  

Regeneration 

Create strong sustainable town centres and communities that are attractive places to live in, work in and visit 
I ____ .. ____ _ _ _  I - Theme 

Local Outcome 

13 

-__I -. _ - 
Lead Officer Target __ - - 1 Flood Risk Management - Management of flood risk throuqh partnership workinq in compliance witn the tlood r s x  U Jact 



21 

1 ~ n h a n c e  communi~atlon and engagement with citizens and service users I 

Reduce the  number of fatal and S&&JS casualties by targeting engineerin9 enforcement, education and encQL~ragement D McDove 
measures at accident locations and vulnerable road users 

Improve access to council services 

I-- - 
2014i15 

Result 201 3/14 Target Target 
__ 

2012/13 Projected 2013114 

7 --- I Result - - 

Frequency Indicator 

Percentage of cusiomer 85% 91% 92% 88% I 90% larget increased based on 
en~uiries~requests for service closed off 
within Council’s own identified response 

201 4-13 QUtcDmeS 

- 
I 

delivery that realises value for money and improved outcomes 



and partners to deliver efficiencres Support AMEY Public Services m ~ ~ l i v e ~ n ~  their business plan that j Head of Services 
will defrver e c ~ n ~ m r c  and social benefits to the council 

-- --- - -_ 
’ Frequency 1 Indicator 2011112 

I Result 
I 
! - - -I_ 

, 
I 

--1 _ _  
2012113 Projected 2013114 2014115 1 Thresholds Rationale 
Result 13/14 Target target I I 

I 
-- - result - - - - - - - - __ - 

- - _ _  _ _ _ _  - -- 
.. 

ROADS & TRANSPORTATION IMPROVED PERFORMANCE 
L -I-_. _I - -- - 

A m ~ ~ d  1 Actual investnient as a ‘5’ of steady state 180% Not 

I 
-I - - - ~  - 

Key Service Action(s) Lead officer Timescales 1 . .  

1 occ/, 1 OO“, - 1 0”’ Target depeiinent upoii bii Aqets I -- I 



'e~armance Indicators 

13 outcomes [Note 
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~ n ~ o r ~ a ~ i o n  within this section are s u p p o ~  services that report directly to the ~ x e c u t i v ~  Director 

I I 

__- absence levels 

drwen t ransfor~at i~n ~ r ~ ~ r a r n m ~  
Support ~egeneration and ~ n v i r o n ~ ~ e n ~ a ~  Services ~ a n a g e ~ e n t  Team in leading the develo~ment and i r n ~ l ~ r n ~ n t a ~ t ~ n  of a budget I NIcol 

. ..... . __ -. -. . .  - - __ ___ ........... - . . . .  . . .  . . .  

......... . . . . . .  I ____ . .... - - ..... - . . . .  
/. WORKFORCE DEVELOPMENT 

I monitor turnover and succession strategies I 
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In 2023/14 the Local Government Benchmarking Framework (LGBF) known previously as SOLACE was launched. This framework has been developed to Support the 
national approach to improvement and allow councils to compare performance across various indicators including efficiency, costs, praductivj~y and outcome. thr5ugh time 
these indicators will replace the statutory performance indicators currently reported to Audit Scotland. Understanding the indicators allows managers to set SMART targets and 
pcrt a local context on the national indicators. 

Based on the GAE measure of population dispersion, four benchmarking clubs each containing eight local authorities has been developed for ~n~ i ronmen~a l  indicators. North 
Lanarkshire Council are in benchmarking club four, other local authorities included within this club are Falkirk, East Dunba~onsh~re, Aberdeen City, City of ~ d ~ n ~ u r g ~ ,  West 
Dunbartonshire, Dundee City and Glasgow City. 

Following consultation on the current suite of indicators, amendments suggested include the change from gross cost to net cost on the waste diSpRSal and collection indicatars, 
street cleanliness index changed to street cleansing score and cost of trading standards and environmental health per 1,000 population should be split. It is suggested that 
the following new indicators to be added are the percentage of unclassified roads that should be considered for maintenance treatment, % of unen~p~o~ed people assisted into 
work from council operatedjfunded employability programmes, % of businesses supported by council economic development activities and business gateway activitie$ and '341 
of business gateway start ups and a decision on these is expected early 2014. 

In addition further consultation currently underway includes the changes to the calculation of the total percentage of waste arising that is recycled, the % of aduks satisfied with 
refuse collection, street cleaning and parks and open spaces. The SCOTS benchma~ing club indicators have been adopted for the roads & t ranspo~at io~ services and are 
currently under development. Due to insufficient information at this time we feel it would be inappropriate to fix targets or at this stage. 

Table 1 details the LGBF indicators on the latest data published (201 1-12] for Regeneration & Environmental Services. It provides how we compare and our ranking position 
against the Scottish average and our family groups. At this point is not possible to provide reasons on our ranking position for cost measures because outcomes are based on 
the Local Finance Returns (LFR's) and family groups have yet to meet to discuss a consistent approach to the makeup of LFR. 

H~~ WE COMPARE 
-- 

Indicator 

- - 
Net cost of waste collection oer oremise 
Revised indicator. Awaiting published information, once published ranking and reason for NLC 
position will be explained 
Net cost waste disposal per premise 
Revised indicator. Awaiting published information, once published ranking and reason for NLC 
position will be explained 
Street cleanliness index 
The quantity of resources, involving direct clean up, enforcement and education activity, affect this 
score. The latest KSB report highlighted that although NLC score hadn't improved the majority of 
streets were found to be well serviced in litter 

% of Class A roads that should be considered for maintenance treatment 
NLC outcomes are lower that the Scottish and family group average. Currently NLC consider that 

-T -F'i;n'iiy GrOlJp 
2011112 Average I Average I NLC 

NLC position position 

E57 35 E66 15 C G 5  40 

1 17, gm;p size group Size 8 

I 
25.10% 29.60% 28.46% 

NLC position NLC position 2, 

f?55 

73 

~- 
24% 



P 
0 

_ _ _  - - - - . . . _. ___ - _ _ _  ___ 

- - ~ _ _ _ _ _  
to malntam the road network in a steady state condition but this may be more 

challenging in the future. 

% of Class E3 roads that should be considered for maintenance treatment 
As above 

% of Class c roads that should be considered for maintenance treatment 
As above 

Net cost of street cleaning per 1,000 population 
NLC are slightly lower than the family group average. This could possibly be down to differences in 
Pay. 

Cost of parks and open spaces 1,000 population 
NLC are slightly below the average. This can be a particularly difficult indicator to improve on since 
it is dependent on the maintenance standard that is set although our move to seven day working will 
have affected it. 

Satisfaction measures are based on information published for 2010111 and a new common sa! 
approached is finalised 
% of adults satisfied with refuse collection 
NLC are between the average and maximum in connection with this indicator and are showing no 
movement over the last two years, despite having expanded services, which obviously has potential 
to increase complaint levels and potentially dissatisfaction. Results from recent surveys undertaken 
by Waste Management show higher performance levels when residents are asked to rate the 
service in dedicated face to face interviews 
% of adults satisfied with street cleaning 

% of adults satisfied with parks and open spaces 
Assessment category is too wide. What is actually being considered - formal parks, country parks, 
wild areas, the bit of grass outside your window? Some of the other authorities are tourist areas 
where significant effort and expenditure is allocated to high profile areas which have greater impact 
than our area. 

- .  . . 
NLC outcome 

2011/12 

27.82% 

29.4% 

f22,221 

€34.208 

faction approac 

86.2% 

73.9% 

74.8% 

32 

32.37% 
NLC position 
11, aroux, size 

- 32 
36.4% 

NLC position 
10, group size 

32 
E16,829 

NLC position 
29, group size 

32 

f33.579 

Average / NLC 
position 

I 
I __ ____ 

Rroup size 8 f 

29% 

30% 

TBC 

TBC 

is ~ e i n g  de~elope 

83% 
NLC position 
10, group size 

32 

75% 
NLC ~ o s i ~ i ~ n  
16, group size 

32 

NLC position 
30, group size 

32 

83% 

81 % 
NLC position I 
group size 8 

73% 
NLC position 4, 

group size 8 

83.1 Yo 
NLC position 8; 

group size 8 

nia 

nla 

nia 

The remainder of indicators are either new or under review, outcomes have yet to be publishej 
Cost of maintenance per kilometre of Roads I Under development 



Family Group Target 2014/15 NLC Outcome 
2011112 1 ~ ~ ~ ~ ~ d l l  1 AverageINLC 

Indicator 

position NLC position I . -  

Cost of trading standards per 1,000 population 
Cost of environmental health per 2,000 population 
TO of household waste that is recycled 
YO of Class U roads that should be considered far maintenance treatment 
Oh of unemployed people assisted into work from council operated I funded employability 
programmes 

% of businesses supported by council economic development activities and business gateway 
activities 
% of business gateway start-ups 

New indicator targets to be set on receipt of historical info~matio~ 
As above 
As above 
New indicator LGBF information still to be published 
New Indicator. Data for this measure will be provided from the SUED 
Economic Development indicators Framework. Indicator will be adopted 
as key measure 2015/16 
A s  above 

As above 
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