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Purpose of Report 

The purpose of this report is to provide the Committee with details of the background to the 
2014115 Service Plan and to request approval of the attached plan for Finance and Customer 
Services (Appendix A). 

Service Planning Process 2014/15 

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 Services’ Revenue Budgets and Service Plans 
within a single committee report. The impact of the Local Government Finance Settlement 
2014-2016 alongside the Service’s approved 2014-1 5 budget savings and unavoidable cost 
pressures will therefore be submitted to a future meeting of the Finance & Customer Services 
sub-committee for information and noting. 

Finance and Customer Services: Service Plan 2014115 

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 by the Executive Director 

This comprises a brief introduction from the Executive Director, giving an overview of the 
Service, the key challenges facing the Service, and the planned improvements for 2014/15. 

Deliverv of CorDorate & Community 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 & PeoDle 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 Finance and Customer Services is attached as Appendix A to 
this report. Service Plans will continue to be reported to Committee by exception on a six 
monthly basis and Performance Indicators will be reported by exception on a quarterly basis. 
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4 Recommendation 

4.1 The Finance and Customer Services Sub-Committee is requested to: 

i. approve the Service Plan 2014115 for Finance and Customer Services attached as 
Appendix A 

ii. note the content of the report 

Executive Director of Finance and Customer Services 

Members seeking further information on the contents of this report are asked to contact Elaine Kemp, Corporate Finance 
Manager on telephone number 01698 302408. 
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Strategic Context 
Finance and Customer Services is committed to continuing to deliver high quality services and standards 
against the backdrop of limited resources due to current economic conditions. The Service Plan for 
2014/15 will deliver our key priority areas as well as confirming our commitment to best value and 
continuous improvement whilst recognising the need to deliver savings as part of the Council’s overall 
budget strategy. 

Finance and Customer Services plays a key role in developing the Council’s budget and savings 
strategy. The Council is committed to long term financial planning, with a view to maintaining long-term 
financial stability. To this end Finance and Customer Services has produced a 10 year financial plan and 
a 5 year capital plan. The Service provides financial guidance and advice to Council Services and is 
responsible for ensuring that the Council meets its statutory responsibilities for reporting on its financial 
performance, including the publication of the Council’s annual accounts. 

The Service provides efficient, effective and secure Information, Communication and Technology 
solutions to support front line service delivery and assists Services in examining and improving current 
business processes. Best practice in Customer Service is promoted across the Service and specifically 
through the key contact channels of the First Stop Shops, the Council Website, the Customer Contact 
Centre and through Municipal Bank branches. 

The Service is responsible for the management and delivery of a number of services such as payroll and 
creditors. It is also responsible for the core funding streams available to the Council namely council tax, 
non domestic rates and the recovery of sundry income totalling over f300m per annum. In addition, the 
Service is also responsible for the operation of the national schemes for Housing Benefit, Council Tax 
Reduction, Discretionary Housing Payments and the Scottish Welfare Fund. The Service is responding 
to the challenges arising from the introduction of the Welfare Reform programme changes and 
endeavouring to work with partners to identify and address the impact upon our community. 

The Internal Audit section, which acts as an independent and objective assurance function, sits within 
the Service, with the Audit Manager reporting directly to the Executive Director of Finance and Customer 
Services and to the Audit and Governance Panel. Internal Audit will continue in 2014/15 to operate in 
line with best professional practice and to deliver a programme of work designed to evaluate and, where 
appropriate, to improve the effectiveness of the Council’s risk management, internal control and 
governance processes. 

It is important, when taking part in major transformation projects that Finance & Customer Services 
continues to employ proper resourcing, detailed and realistic planning, robust forecasting and excellent 
project management to ensure their successful delivery. 

The Council’s current savings package covers the years 2013114 to 201 5/16, with further real reductions 
to the budget expected beyond these years. Finance and Customer Services’ share of the savings 
options over the three years is f4.040m and plans are in place to ensure that this is achieved. The 
current financial situation means that stewardship of resources remains critically important. In the current 
climate, the role of the Service is fundamental to ensuring sound financial management, in establishing 
and maintaining internal financial controls and in providing professional advice to the Council on all 
aspects of the Council’s finances. 

1 

4 



, 

Challenges 
The Service faces challenges at both a national and a local level, 

At a national level, challenges include: 

Real terms reductions in funding; 
Implementation of the Welfare Reform agenda including the administration of the Scottish 
Welfare Fund; 
Implementation of projects resulting from the national and local authority specific ICT strategies 
developed in response to the McClelland review of ICT infrastructure e.g. Scottish Wide Area 
Network (SWAN); 
Addressing the ICT investment required to maintain our connection to the Public Services 
network- essential to the delivery of a range of front line services; 
Continued need to ensure compliance with regulatory standards in relation to the Council’s 
accounting and financial management; 
Supporting the Scottish Government Public Sector Reform Programme such as Health and 
Social Care Integration; 
Continuing to develop the Council’s performance in line with the Public Procurement Reform 
Programme; and 
Responding to the requirements of the Information Commissioner in terms of Information 
Assurance. 

At a local level, where the focus is on delivering services in a more efficient and effective way, 
challenges arise from: 

e 

e 

Assisting the Council in achieving its key priorities within the Corporate and Community Plans; 
Rising demand for services coupled with real terms reductions in funding and increased cost 

Addressing the need for increased resources to deliver new ‘enabling’ technologies which will 

Ensuring the security of Council information whilst supporting a flexible and mobile workforce; 

Providing our front line staff with the correct skills to deal with customer enquiries effectively. 

burdens in areas such as demographic changes; 

drive down cost and improve front line service delivery in a climate of financial restraint and 
competing priorities; 

e 

e 

e Driving ‘channel shift’ to reduce cost and improve service delivery; and 
e 

In response to these challenges the Service has placed itself proactively at the centre of the groups and 
initiatives created to directly address these challenges. 

Key Priorities and Improvements 2014115 

Supporting the Council in the Delivery of Effective Financial Management 
Financial Services will lead on financial planning to help the Council continue to deliver its key priorities 
in challenging financial times. The Service continues to monitor the Council’s saving plan to ensure 
effective delivery of the savings. From 2014/15, Financial Services will introduce a single integrated 
financial management operating model. This new operating model will ensure Finance and Customer 
Services continues to enhance the reputation of the Council in the most efficient and effective manner. 
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Health and Social Care Integration 
As part of the Public Bodies (Joint Working) (Scotland) Bill, the Service will support the Council in the 
integration of health and social care services by the projected implementation date of April 2015 by: 

0 developing financial procedures and principles; 
0 establishing robust data sharing arrangements; and 
0 implementing appropriate ICT solutions to support the new arrangements. 

Welfare Reform 
The Service is directly responsible for the continuing application of a number of elements of the Welfare 
reform programme including the introduction and operation of the Council Tax Reduction Scheme and 
the Scottish Welfare Fund. In April 2013 the Council took on the management of this fund which was 
previously delivered by the DWP. It is an interim scheme in place for 2 years and consultation on the 
permanent arrangements will be completed in 2014. The Service is monitoring the management of this 
critical fund very closely to ensure that the needs of the most vulnerable in our community are being met. 

The operation of a significantly expanded Discretionary Housing Payment scheme continues to be 
managed to assist households and families in mitigating some of the difficulties arising from the change 
in the Welfare System. The impact of the Welfare Reform programme has been far reaching and 
resulted in a significant increase in customer contact across the First Stop Shop network and in the 
Customer Contact Centre. Additional resources have been deployed on a temporary basis but careful 
monitoring and regular business process reviews are underway to manage customer demand. The 
Service continues to work in partnership with other Services and external partners / agencies in 
identifying and assisting those most in need as the Welfare Reform programme changes continue to be 
introduced. 

ICT Infrastructure 
The current ICT service has little spare capacity to deliver transformational change, with the current level 
of ICT investment in need of review. Further investment will be required to meet service priorities such 
as: 

0 

0 

0 

expansion of flexible and mobile working arrangements to deliver efficiencies; 
replacement of legacy applications e.g. HR & Payroll, Housing management; 
improving the resilience of the ICT infrastructure to reduce outages; 
maintaining connection to the Public Services network; and 
significantly upgrading the network capability across the schools estate to meet the needs of the 
Curriculum for Excellence. 

Information Governance 
The Service is currently reviewing the adequacy and effectiveness of the Council’s information 
governance arrangements and will be recommending further actions and or improvements to ensure 
information risks are effectively managed across all Council Services. 

Customer Service 
Work is ongoing to maximise the efficiency of the Council’s key customer contact channels -the Contact 
Centre, network of First Stop Shops and the Council web site. Key projects include - a web site re- 
design to focus on Customer ‘top tasks’; improved call handling technology; and an upgrade of the 
Council’s public access computing capability to improve access to technology for digitally excluded 
customers. 

Risk Management 
The Service will continue to embed the Council’s Risk Management arrangements in order to minimising 
the costs and disruption to the Council’s planned outcomes caused by undesirable events. 
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Internal Audit 
The Internal Audit Annual Plan for 2014-2015 which sets out the strategic context and detailed work 
programme of the section, will be submitted to the Audit and Governance Panel in Spring 2014 in 
accordance with the Council’s Internal Audit Charter. Key priority areas will include a review of the 
maturity of the Council’s risk management arrangements, providing assurance on the adequacy of the 
Council’s management arrangements in respect of the planned integration of Health and Social Care, 
reviewing the Council’s governance arrangements in respect of significant ALEOs and providing 
assurance on the adequacy and effectiveness of the Council’s financial governance arrangements. 

How the cost of the Service represents Best Value 
The net cost of the Service in 2013/14 is f52.lm; the increase in net cost from 2012/13 is as a result of 
the Service undertaking new responsibilities with regard to Welfare Reform. Despite an approximate 
26% rise in inflation and increase in the net expenditure of the Council since 2006/07, the cost of the 
Service has fallen by 0.5% on a cash basis in the same period, once adjustments are made for the 
impact of new responsibilities taken over in the past 6 years, including the Benefits service, Welfare 
Reform and the Customer Contact Centre. 

EGASD participates in benchmarking both for the Customer Contact Centre and for the ICT Service and 
compares favourably with peers. 

Revenue Services participates in benchmarking as part of the Directors of Finance Performance 
Indicators exercise that is submitted annually. The Council continues to perform well, particularly in 
transactional processing. The review of procurement by the Member/OfFicer Task Group has identified a 
range of opportunities to allow the Council to improve and develop its approach to procurement and in 
accordance with the requirements of the Procurement Reform (Scotland) Bill and EU Directives. 

There are few1 opportunities for benchmarking the cost of the Financial Services division. The nature of 
the tasks undertaken do not lend themselves easily to cost benchmarking so that, for example, the 
recent exercise across councils undertaken by SOLACE has limited indicators for financial services and 
the indicators used by Directors of Finance across Scottish local authorities, while useful for analysis of 
improvement over a number of years within the Council, are not directly comparable between councils. 

The CIPFA Financial Management Model shows financial management as being strongly embedded 
within the Council, with very positive results indicating a consistent trend of improvements since 2008/09, 
up until the latest review undertaken in March 2013, across the Service. 

The Council’s Annual Accounts, which Finance and Customer Services is responsible for producing, 
have again received a clean audit certificate and gain consistently positive comments from external 
aud it ors . 
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Frequency 

Annual 

Annual 

Annual 

Annual 

Annual 

Annual 

Indicator 2011/12 2012/13 Projected 2013114 2014/15 Thresholds 

83% 86% 85% 85% +/-I 0% 
Percentage of customers who are satisfied New 
with the overall service Indicator 

83% 86% 85% 85% +/-I 0% 
Percentage of customers satisfied that we New 
did what we said we would do Indicator 
Percentage of customers satisfied with the New 
time taken to speak to someone about their Indicator 95% 98% 85% 90% +/-I 0% 
enquiry 

93% 88% 85% 90% +/-I 0% 
Percentage of customers satisfied with the New 
quality of information received Indicator 

88% 90% 85% 85% +/-lO% Percentage of customers satisfied with how New 
well staff did their jobs Indicator 
Percentage of respondents who agree or 
strongly agree that Internal Audit 

management and success of the 
organisation 

Result Result 2013114 Target Target 
Result 

performance contributes towards the general 100% 95% 100% 95% 95% +I-5% 

Supporting comments 

Target and threshold set by Service, 
based on previous results. To be 
agreed. 

Target consistent with and 
determined by analysis of previous 
years’ results. 
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FINANCE AND CUSTOMER SERVICES - EMPLOYEE MEASURES 

Annual 

I I Result I I 
I Percentage of staff within their service who 

have completed a PRD within the last 12 82% 98% 100% 100% 100% 
months 

Indicator 

Biennial I Percentage of staff satisfied with their job 

2009 201 2 2014 Thresholds 
Result Result Target 
52% 46% 52% +I-3% 

Biennial I= 
Biennial 

Biennial 
Percentage of staff who agree their PRD was 
useful in helping them improve how they do their 

Percentage of staff who are clear about how 
they contribute to their service aims and 
obiectives 

81 % 

I Biennial 

50% 

I ways to fGedback their vieks to management I 33% I 35% I 39% I +I-3% 

76% 

33% 
job 
Percentage of staff who attend regular team 
briefingslupdate meetings 
Percentaae of staff who aaree there are effective 

84% 

81% 

50% 

72% 84% +I-3% 

+/3% 

within their service 

__ 

+I-3% 

I I 
Response rate to Staff Survey I 52% I 57% +13% k Biennial 

Threshold$ Supporting comments 

Supporting comments 

fi 
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2014415 
Target 

- ~ 

FINANCE AND CUSTOMER SERVICES - CORE MEASURES 

Thresholds Supporting comments 
Indicator 

Percentage of stage 1 complaints responded 
to within 5 working days 
Percentage of stage 2 complaints responded 
to within 20 working days 
The number of complaints upheld at: 

I 2011112 I 2012/13 I Projected I 2013114 
- 

Result 

100% 

100% 

New Indicator 

New Indicator 

New Indicator 

I Result I Result I 2013114 I Target 

95% 

”% 

100% 

100% 

Quarterly Target and threshold set 
centrally 
Target and threshold set 
centrally 

Quarterly 

Quarterly 

Quarterly 

stage one as % of all complaints 
closed at stage one 
stage two as % of all complaints 
closed at stage two 

The number of complaints not upheld at: 
stage one as % of all complaints 
closed at stage one 
stage two as % of all complaints 
closed at stage two 

stage one as % of all complaints 
closed at stage one 
stage two as % of all complaints 
closed at stage two 

The number of complaints partially upheld at: 
0 

The number of complaints received converted 
to “Request for Service’’ 

Quarterly 

I 
New Indicator 

New Indicator 

New Indicator Quarterly 

Sickness Absence (Exec Director 
level) - average number of working 
days lost per FT employee 

6.69 days 

Indicator 

2011112 
Result Indicator 

2011112 
Result 

Quarterly 

Quarterly 96.1% Percentage of invoices paid within 30 
calendar days of receipt 

I I 

201 211 3 
Result 

6.84 days 

201 2/13 
result 

92.6% 

It is a corporate decision to 
include these measures. 
Targets to be set by FCS 
based on the qtr 1 & 2 
results that will be shortly 
issued by CEX (beginning of 
January). Make the target 
lower than the qtr 1 & 2 
results as a precaution. Next 
year‘s target will be based 
upon the full year’s results. 

Target 

6.75 days 1 7.31 days I To byCMT be set I 
Target 

To be set 
Result 

Services 

Thresholds 

Supporting comments 

This covers Finance and Customer 
Services. 
Projected result calculated by 
doubling current half year result 

Supporting comments 

Target will be set in January 2014 +I- 1 .O% 
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Elected Members - % of enquiries 
responded to within 5 working days 
MP I MSP I MEP - ?40 of enquiries 
responded to within 10 working days 

New indicator 

New indicator 

Quarterly 

Quarterly 

100% 100% 100% -1 0% 

100% 100% 100% -10% 



I FINANCIAL SERVICES - CORPORATE AND COMMUNITY PLAN OUTCOMES 

Key Actions 
1.1 Continue to review the financial implications of Welfare Reform and consider within the 

Council’s long-term financial plan. 

I Theme I Welfare Reform 

Lead Officer Timescales 
K Hassell April 2014 - March 

2015 

I Local Outcome I Minimise impact of Welfare Reform on council and partner services 

Local Outcome Enhance communication and engagement with employees, citizens and service users 

I FINANCIAL SERVICES - CUSTOMER FOCUS 

Key Service Action@) Lead officer 
Ensure that customer complaints are responded to under the guidelines of P Hughes 
the 2 stage process. 
Continue to monitor customer satisfaction through use of customer P Hughes 
satisfaction questionnaire. 
Develop and manage process to implement recommendations of the P Hughes 
Review of Financial Management to deliver change across Council. 

Financial Services seeks formal engagement with Services and external clients, primarily through Service Level Agreements and the use of the 
CIPFA FM Model that provides feedback from customers on the service in terms of financial management. 

Timescales 
April 2014 - March 2015 

December 20 14 

April 2014 - March 2015 

Internal Audit, as part of its approach to ensuring effective engagement with key stakeholders plans to review and consult with customers on the way 
in which Internal Audit currently measures and reports performance to ensure that the information provided is robust, consistent with best practice 
and importantly meets customers’ needs. 
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Local Outcome Improve access to council services 

Lead officer 
K Hassell 

K Hassell / E Kemp 

K Adamson 

K Adamson 

Timescales 
April 2014 - March 2015 

April 2014 - March 2015 

April 2014 - March 2015 

~ 

April 2014 - March 2015 
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Local Outcome 

c 
P 

Achieve service delivery that realises value for money and improved outcomes 

I FINANCIAL SERVICES - GREATER EFFICIENCY 

Financial Services will lead on financial planning to help the council continue to deliver its key priorities in challenging financial times. The Council 
will continue the drive to achieve financial savings through genuine efficiency measures in order to minimise the impact on the level of service 
provided and work hard to maximise income collection. 

Key Service Action@) 
Prepare implementation plan in line with the recommendations of the report on the Review 
of Financial Management. 
Continue to review procedures supporting financial management across the council 
through implementation of the recommendations within the report on the Review of 
Financial Management. 
Development of the savings plan for 2016117 to 2017/18. 
Review and update Financial Scheme of Delegation and Financial Regulations through 
implementation of the recommendations within the report on the Review of Financial 
Management. 
Continue to participate in the SOLACE benchmarking project and to identify opportunities 
to improve Value For Money and outcomes through comparison with other local 
authorities/organisations. 
Assist Council with its response to the Audit Scotland report on charging for services. 
Continue to provide advice on the financial implications of Council projects in support of 
Council obiectives. 
Continue to review detailed working practices within Internal Audit following the planned 
introduction of new internal audit software to ensure the efficient and effective use of staff 
resources/maximise productivity. Continue to progress continuous improvement actions 
identified in the Internal Audit Consolidated Improvement Plan and report on progress to 
the Audit and Governance Panel. 

Lead officer 
P Hughes 

P Hughes 

P Hughes 
P Hughes 

E Kemp 

E Kemp 
P Hughes 

Timescales 
April 2014 

April 2014 - March 2015 

September 2014 - March 201 5 
April 2014 - March 2015 

April 2014 - March 2015 

April 2014 - March 2015 
April 2014 - March 2015 

April 2014 - March 2015 K Adamson 
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Local Outcome Increase efficiency through the delivery of our financial planning and savings strategy 

Performance Indicators 

Key Service Action@) 
Assess value of division’s budget savings in line with mid-term review of Council’s saving 
package, reprofiling loan debt to deliver required savings. 
Update 10 year financial plan to reflect the resource implications of demographic changes 
and longer-term patterns, and to assist the Council in forming decisions which satisfy the 
needs of the local community within challenging financial times. 

Frequency 

Lead officer Timescales 
E Kemp 

K Hassell September 2014 

April 2014 - March 2015 

Indicator 

Annual 

Annual 

2011/12 2012/13 
Result Result 

Total controllable cost of Financial Services 
per f 1 m of Council net revenue 
expenditure 

Total controllable cost of lntemal Audit per 
f 1 m of Council net revenue expenditure 

f2.756 

f 900 

f2,750 

f 775 

TBC I f2*750 

TBC f 940 

New Indicator Support Services as a % of total gross 
expenditure Annual 

2014l15 
Target 

TBC 

TBC 

Thresholds Supporting comments 

2014115 target figure to be 
calculated following approval of 
Council Budget in February 
2014. 
2014/15 target figure to be 
calculated 6 l lo ing  approval of 
Council Budget in February 
2014. 
SOLACE benchmarking 
indicator. 
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c 
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I 

Key Service Action@) Lead officer 
Mid-year review of 201411 5 PRDs. 
Undertake 201411 5 PRD review, prepare action plans for 201 5/16 
and identify training needs for all staff. 
Produce 2014/15 training plan. 
Implement business improvement areas within Financial Services’ 

K Hassell / E Kemp / K Adamson 
K Hassell / E Kemp / K Adamson 

K Hassell / E Kemp / K Adamson 
K Hassell / E Kemp / K Adamson 

I FINANCIAL SERVICES - WORKFORCE DEVELOPMENT 

Timescales 
October 2014 - November 2014 
March 2015 

April 2014 -June 2014 
April 2014 --June 2014 

Finance & Customer Services, working in partnership, will provide high quality, customer focused, accessible services making best use of a 
committed, effective and organised workforce. 

I Local Outcome I Ensure employees have the skills and knowledge to deliver services and meet challenges. 

IIP action plan 
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Key Service Action@) Lead officer 
Implement actions arising from CIPFA Financial Management Model and PSlF action K Hassell/E Kemp 

I FINANCIAL SERVICES - IMPROVED PERFORMANCE I 

Timescales 
March 201 5 

Financial Services seeks to improve performance through delivery of modern and effective financial systems. It also seeks to ensure that procedures 
and processes continue to be robust and to identify opportunities for financial savings through improved performance. 

Review Service Level Agreements in line with planned schedule of reviews, 
commensurate with their scale and complexity. 

Local Outcome I Achieve service delivery that realises value for money and improved outcomes 

April 2014 - March 2015 K Hassell 

Ensure compliance with arrangements to ensure that data security procedures are 
robust and stand up to scrutiny. 
Implement and manage robust Risk Management arrangements, ensuring the divisional 
risk register is reviewed and updated on a timely basis. 
Undertake self-assessment of Internal Audit against the requirements of the Public 
Sector Internal Audit Standards (PSIAS) and the associated CIPFA Local Government 
Application Note (LGAN) and report results to the Audit and Governance Panel, 
progressing any associated improvement actions identified. 

plans. 

P Hughes 

E Kemp 

K Adamson March 2015 

April 2014 - March 2015 

April 2014 - March 2015 

Local Outcome I Utilise management information to inform decision making and improvement 

Key Service Action@) 
Completion of 201411 5 detailed revenue and capital budgets. 
Preparation of 4-weekly budget monitoring reports. 
Mid-year review of the Capital programme. 
Ensure periodic reconciliations are kept up to date and corresponding payments made 
accordingly. 
Preparation of Annual Accounts for 201 3/14 by deadline dates: 

0 Draft Abstract of Accounts 
External Audit process completed 
Whole of Government Accounts 

Lead ofticer 
K Hassell / E Kemp 
K Hassell 
E Kemp 
E Kemp 

E Kemp 

Timescales 
April 2014 - June 2014 
Aoril2014 - March 2015 
July 2014 - September 2014 
April 2014 - March 2015 

June 2014 

September 2014 
September 2014 
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Projected 
201 3/14 
Result 

100% 

100% 

0.02% 

2013114 
Target 

100% 

100% 

0.02% 

% of completion of Key Financial Returns 
by deadline date (POBE, LFR, Council 
Tax, Rating Review etc) 
Cost of Closure of Accounts as a % of 
gross expenditure 

% of Budget Monitoring Reports submitted 
to Corporate Manaqement Team & 

100% 100% 

0.02% 0.02% 

98.7% 100% 100% 100% 

External Audit - positive comment from 
external auditor on the annual accounts 
% of productive hours delivered as per the 
Internal Audit Annual Plan 
% of planned outputs contained in the 
approved Internal Audit Plan completed 
Reliance placed on work of Internal Audit 
by External Audit 

Yes Yes 

96.5% 86.8% 

New lndic 

Yes yes 

Performance Indicators 

Supporting comments 201 411 5 
Target Frequency 

Annual 100% -5% reports by deadline date 100% 100% 

Annual 100% -5% 

0.02% +I-0.005% 
Target determined by analysis of 
previous years’ results 

Target aims for all reports to be 
submitted on time. 5% threshold 
represents one report submitted late. 

Annual 

Annual 

Annual 

100% -5% 
Service Committees on time 
Accounts - % of a variation between the 0.7% I 

I 

Service Committees on time 

forecast outturn and actual outtum 
1 Treasury - % of Prudential Indicators 100% _ti_ 100% 100% 

+I- 5% 

-5% 

0% 

100% Annual 100% 100% complied with 

Annual Yes I yes Yes nla 

Annual 100% 100% + 90% 

100% +/-5% 

Annual 90% 

Annual Yes 1 Yes nla Yes 
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I EFFICIENT GOVERNMENT AND SERVICE DEVELOPMENT - CORPORATE AND COMMUNITY PLAN OUTCOMES 

Theme 

Local Outcome 

Welfare Reform 

Minimise impact of Welfare Reform on council and partner services 

[ EFFICIENT GOVERNMENT AND SERVICE DEVELOPMENT - MORE CUSTOMER FOCUS 

Key Actions 
1.1 Delivery of Scottish Welfare Fund 

Efficient Government and Service Development actively seek feedback from internal and external customers. For internal customers surveys are 
used and these are further supported by the use of Service Level Agreements, service strategy group meetings and attendance at user groups 
meetings. For external customers this is carried out using customer surveys and the national Customer Satisfaction Measurement Toolkit. In this 
way the division works very closely with customers to ensure that things are done right first time so that customers receive the high quality services 
that they deserve. 

Lead Officer Timescales 
Peter Tolland April 2014 - March 201 5 

Local Outcome 

Satisfaction Measurement Toolkit (CSMT) 
Implement the Customer Services Strategy phase 2014/15 as 

Enhance communication and engagement with employees, citizens and service users. 

agreed with the Customer Services Development Working Group 
(e.g. additional service introduction to the Customer Contact 
Centre, the First Stop Shops and onto the Web) 
Implement the ICT Strategy phase 2014/15 as agreed with 
Customer Service Development Working Group (CSDWG) and as 
per governance arrangements to approve priorities and release 
funding 
Work with council services to align ICT projects, service provision 
and technical roadmap with council priorities 

Key Service Action(s) 
Continue to monitor the council-wide implementation of the 
corporate Customer Care Standards 
Drive the council-wide adoption of the national Customer 

Peter Tolland I------ 
Lead officer 
Peter Tolland 

Peter Tolland 

Brian Teaz 

April 2014 - March 2015 

April 2014 - March 2015 

April 2014 - March 2015 

~ 

I April 2014 - March 2015 
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Frequency 

Quarterly 

Quarterly 

Introduce new technologies which will support Council Services in 
the delivery of a more flexible and mobile workforce to imrJrove staff 

Indicator 

Number of priority 1 outages per quarter 

Customer Satisfaction (service desk calls) 

productivity and make more efficient use of accommodatibn 
Redesign ICT network to provide more resilient and secure access 

2011112 
Result 

to applications and data while meeting 2014 Public Services 
Network requirements 
Upgrade Public Access Computing capability to facilitate digital 
inclusion of citizens, in particular replacing and improving the 
network of computers in libraries. 

2012/13 20,3114 2013114 2014115 
Result Result Target Target 

Based on analysis of current usage, redesign and implement the 
navigation of the Council web site to focus on Customers preferred 
‘top tasks’. 

97.8% 
~~ ~ 

95% 99.65% 95% 95% +I- 3% 

Brian Teaz 

Brian Teaz 

Brian Teaz 

Peter Tolland 

April 2014 - March 2015 

April 2014 - March 2015 

April 2014 - March 2015 

April 2014 - March 2015 

new indicator 1 7  1 6 1 6 1 + / - 2  

Supporting comments 

As per SLA with Service Delivery 
Partner 
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Local Outcome 

I EFFICIENT GOVERNMENT AND SERVICE DEVELOPMENT - GREATER EFFICIENCY I 

Achieve service delivery that realises value for money and improved outcomes 

Efficient Government and Service Development works continuously with all Services and our customers to ensure the efficient use of ICT and to 
provide the lead on customer service provision. This helps to ensure that improvements carried out result in reasonable efficiency savings in a 
sustainable and effective way. 

Key Service Action@) 
Build partnerships with external bodies, including other local authorities/public sector 
bodies and key suppliers to improve service and leverage best practices 
Run a procurement process to identify ICT service deliverv partner who will best meet the 

Efficient Government and Service Development have adopted the Portfolio, Programme and Project Management Maturity Model (P3M3). This is an 
established best-practice model enabling businesses to assess their maturity level and change and improve in a controlled and manageable way. 

Lead officer Timescales 
Brian Teaz 

Brian Teaz 

April 2014 - March 2015 

April 2014 - March 2015 < .  
needs of the council from 2016 
Prepare for move to Scottish Wide Area Network (SWAN) in 201 5. This will allow the April 2014 - March 2015 Brian Teaz 

Implement changes to project management processes to deliver projects in more efficient 
manner 
Drive service improvement plan within ICT to achieve efficiencies and improve outcomes 
for service users 
Ensure delivery of approved budget savings by implementing charges for the issue of Blue 
Badges to deliver planned income from 2014/15 onwards 

Brian Teaz 

Brian Teaz 

Peter Tolland 

April 2014 - March 2015 

April 2014 - March 2015 

April 2014 



Performance Indicators 

Thresholds 

nla 

nla 

Supporting comments 

2014115 target figure to be 
calculated following approval of 
Council budget in February 2014 

New PI based on self-assessment 
of P3M3 criteria with 1 being the 
lowest score and 5 being the 
highest score. 
Level 1 - awareness of process 
Level 2 - repeatable process 
Level 3 - defined process 

I I I I I 

Frequency 

Annual 

P3M3 - Portfolio Management Efficiency 
Assessment Annual 

Indicator 2011/12 2012/13 Projected 2013/14 
Result Result 2013114 Target 

Result 

Total cost of controllable Efficient 
Government and Service Development per f13,034 f 13,000 TBC f13,000 
f 1 m of Council net revenue expenditure 

New Indicator 

P3M3 - Programme Management 
Efficiency Assessment Annual New Indicator 

New Indicator 

2014115 
Target 

TBC 

4 

Level 4 - managed process 
Level 5 - optimised process 

nla 

Targets are a reflection of maturity 
in each of the assessment areas. 
Project Management Efficiency 
target is higher than Portfolio and 
Programme management as 
processes in this area are much 
more developed and embedded. 

I EFFICIENT GOVERNMENT AND SERVICE DEVELOPMENT - WORKFORCE DEVELOPMENT I 

Appropriately skilled staff are at the heart of service provision and it is essential that the workforce is continually developed to ensure that they have 
the knowledge and skills to support and/or deliver front line services. 

I Local Outcome I Ensure employees have the skills and knowledge to deliver services and meet challenges. 

Key Service Action(s) I Lead officer I Timescales 
Mid-year review of 2014/15 PRDs. I Brian TeaAPeter Tolland I October 2014 - November 2014 
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Undertake 2014/15 PRD review, prepare action plans for 2015/16 Brian Teaz/Peter Tolland I and identifv trainina needs for all staff. l 

Local Outcome 

I March 2015 I 

Achieve service delivery that realises value for money and improved outcomes. 

Produce 2014/15 training plan. 
Implement business improvement areas within Efficient 

I Brian Teaz/Peter Tolland 
I Brian TeazlPeter Tolland 

I April 2014 -June 2014 
I April 2014 -June 2014 

Key Service Action@) Lead officer 
Maintain and improve service by delivering a program of refreshes and upgrades utilising Brian Teaz 
the latest technology developments to support reduced overhead and improve efficiency 

Implement Enterprise Systems Management software to more effectively manage the 
security of the ICT estate 

Partner with Learning & Leisure Services to upgrade ICT infrastructure in schools to 
support teaching and deliver better prospects, achievement and greater opportunities for 
learners 

Brian Teaz 

Brian Teaz 

I Government and Service Development's IIP action plan 

Timescales 
April 2014 - March 201 5 

April 2014 - March 2015 

April 2014 - March 2015 

I EFFICIENT GOVERNMENT AND SERVICE DEVELOPMENT - IMPROVED PERFORMANCE 

Local Outcome 

To run a highly effective operation it is necessary to ensure that the technical infrastructure and the necessary information is in place to support 
front line service delivery and monitor the effectiveness of services. Assuming the necessary investment, Efficient Government and Service 
Development will seek to improve resilience and manage information securely and in compliance with Data Protection Legislation. 

Utilise management information to inform decision making and improvement. 

Key Service Action@) Lead officer 
Work with Services to conduct an Information Audit to standardise and improve the 
Council's information Governance procedures 

Work with Housing & Social Work Services to deliver next generation ICT capabilities to 
support improved services in all areas of Housing & Social Work 

Peter Tolland 

Brian Teaz 

Timescales 
April 2014 - March 201 5 

April 2014 - March 2015 



Work with British Computer Society to identify and close ICT skills gaps to support 
implementation of ICT strategy 

Performance Indicators 

Brian Teaz April 2014 - March 2015 

Frequency 

Quarterly 

Indicator 2011/12 2012113 Projected 2013/14 2014115 Thresholds 

Customer Contact Centre - YO of calls taken 
within 20 seconds 

Result result 2013114 Target Target 
Result 

85.0 86.6% 87% 90% 90% +l-6% 

QuaHerly 

- 
Quarterly 

80.0 79.75% 86% 85% 85% +l-3% First Stop Shops - % of customers waiting 
less than 10 minutes 
% availability of all GOLD applications 99.9% 99.9% 99.8% 99.9% 99.9% -0.5% 

Supporting comments 

99.3% 99.9% 99.5% % availability of council's wide area network I 

Threshold extended due to issues 
with staff migration to welfare 
reform and CCC not having had a 
full staffing complement. 

99.9% 99.9% -0.5% 
J 

Quarterly 
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97.8% 95% 97.7% 95% 95% +I- 2% % of reported incidents resolved by service 
partner within SLA 



1 REVENUE SERVICES - CORPORATE AND COMMUNITY PLANS 

Theme 

Local Outcome 

Welfare Reform 

Ensure that processes comply with legislation and policy objectives 

Key Actions 
1 .I 

1.2 

Administer Housing Benefit claims efficiently in line with relevant 
legislation and DWP guidance. 

Administer the Discretionary Housing Payments scheme taking into 
account local need and DWP guidance. 

Lead Officer 
P Doherty 

P Doherty 

Timescales 
April 14 - March 15 

April 14 - March 15 
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Local Outcome 

Engagement with external customers is achieved across Revenue Services using feedback from customer surveys. In respect of internal customers 
/ users there are Service Level Agreements and user group meetings. These along with the performance measures allow a focus on the issues that 
require improvements and developments to be progressed in conjunction with the customers I users needs. 

Improve access to council services 

Introduce effective working arrangements for Finance &Customer 
Services in respect of the Council’s Corporate Debt Policy 
Introduce Automatic Call Distribution telephone system to enhance 
service to customers accessing services via telephone 
Conduct annual customer/supplier satisfaction surveys, using 
output to inform future service delivery 

I 

I Lead officer I Timescales 
I P Doherty 

Key Service Action(s) 
Implement the Myservice Civica Module for Revenues and I July 2014 - March 2015 

P Doherty 

P Doherty 

G. Proudfoot 

April 2014 -July 2014 

August 2014 - March 2015 

April 2014 - May 2014 

Benefits. This module will enable e-billing and customer self 
service. 
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2014115 
Target 

TBC 

f24.00 

Across Revenue Services there will continue to be a focus on developing and improving the scope and manner in which services and processes 
are delivered. This approach will include supporting and directing Services to monitor, identify and change practices across the Council to provide 
greater effectiveness in service delivery. 

Thresholds 

+I- f 2 

Local Outcome I Increase efficiency through the delivery of our financial planning and savings strategy 

Frequency 

Annual 

Annual 

Key Service Action(s) 
Implement advancement of council tax payment date from 28th to 1" of the month 

Corporate Procurement will support service areas in the delivery of procurement efficiency 
savings identified in the 2014/15 budget decisions through; 

0 Provision of advice and support to EU threshold procurement exercises 
Support and management of services annual procurement plans 

0 Manage liaison for collaborative exercises through Scotland ExceVScotland 
Procurement 

Implement the 100% council tax levy on empty properties. 

Indicator 2011112 
Result 

Total controllable cost of Revenue Services 
per f I m  of Council net revenue 
expenditure 

f13,737 

Gross cost per case Housing Benefit f31.31 

Performance Indicators 

f 15.25 +I- f 2 f16.73 Cost per dwelling Council Tax (per 
dwelling) Annual 

Result 2013114 
Result 

f 13,200 

f32.76 f25.30 

f 10.70 €15.00 

201 311 4 
Target 

f 13,200 

f31.31 

f15.25 

Lead officer 
P Doherty 

G. Proudfoot 

P-Doherty 

Timescales 
April 2014 

April 2014 - March 20 5 

April 2014 

Supporting comments 

2014115 target figure to be 
calculated following approval of 
Council budget in February 2014 
Target based on recent 
performance reflecting the 
impact of increased volumes 
due to the national welfare 
reform agenda 
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C 

REVENUE SERVICES - WORKFORCE DEVELOPMENT 

The Service will continue to invest in and support staffs training, development and improvement to allow them to fulfil their role in service delivery. 

Local Outcome I Ensure employees have the skills and knowledge to deliver services and meet challenges 
I 

Key Service Action@) 
Mid- year review of 2014115 PRDs. 

Undertake 2014/15 PRD reviews, prepare Action Plans for 201 5/16 
and identify training needs for all staff. 
Produce 2014/15 staff training plan 

Ensure staff are aware of and adequately trained to deal with 
legislative changes in respect of revenues and benefits. 

Implement business improvement areas within Revenue Services' 
IIP action plan 

Lead officer 
G McElhinney / P Doherty / G 
Proudfoot 
G McElhinney / P DohertV / G 
Proudfoot 
G McElhinney / P Doherty / G 
Proudfoot 
P Doherty 

G McElhinney / P Doherty / G 
Proudfoot 

Timescales 
October 2014- November 2014 

March 2015 

April 2014 -June 2014 

April 2014 - March 2015 

April 2014 -June 2014 
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Within Revenue Services there is a process of monitoring and reviewing performance against targets and expectations to continue to develop 
service delivery. This is achieved through a balanced suite of performance measures and engagement with customers and Services to target 
improvements which benefit service recipients. 

Local Outcome I Achieve service delivery that realises value for money and improved outcomes 
I 

Key Service Action(s) 
Continue to review and improve processes in all areas of Revenue Services, and in 
particular: 
Creditors: . Assess the feasibility of introducing Purchase Cards as a method of automation 

and improved payments to SME’s 

Risk & Insurance: . 
Payroll: . 

Feasibility of Figtree rollout to all Council Services 
Provide Roads Inspection Training; to improve the roads inspection procedures 
thereby reducing Third Party claims 

HR & Payroll Consultancy and ICT system Procurement; lead on Payroll 
requirements 

Lead officer 

G McElhinney 

G McElhinney 
G McElhinney 

G McElhinney 

Timescales 

April 2014 - March 2015 

April 2014 - March 2015 
April 2014 - December 
2014 

May 2014 - March 2015 
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Local Outcome Utilise management information to inform decision making and improvement 

Lead officer 

G McElhinney 

G McElhinney 

G McElhinney 
G McElhinney 

G Proudfoot 

G Proudfoot 

Timescales 

April 2014 - March 2015 

April 2014 - March 201 5 

April 2014 - March 2015 
April 2014 - March 2015 

April 2014 - March 2015 

April 2014 - November 
2014 
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Indicator 

Percentage of invoices paid (Revenue 

2011/12 
Result 

I" ,  

YO of Council Tax collected 

% of Non Domestic Rates collected 

Debtor Days 

94.0% 

95.2% 

66 days 53 days 

24 days 

7days 

14.9% 

49 days 

23 days 

12days 

12% 

11 days +I- 2 days 

79.8% 78% 85% +/- 5.0% 

40% +I- 5.0% 

36.3% 32% 35% +I- 5.0% 

Performance Indicators 

Frequency 
7 Targiert Supporting comments 201 211 3 

result 
Projected 
201 3/14 
Result 

91.7% 

201 311 4 
Target 

Quarterly 88.8% 91.7% I +I- 1.0% Target will be set in January 2014 86.4% 

93.6% Quarterly 95.0% 94.0% 95.0% 

99.8% 

+I- 1 .O% 

+I-O.3% 

Target will be set in January 2014 

99.8% 99.8% Quarterly 

Quarterly 

99.7% 

94.0% 94.0% 94.5% 94.0% +I- 1.5% 

+I- 1.5% Quarterly 95.0% 95.0% 95.5% 
~ 

95.0% 

Quarterly Revised in light of Chief Exec's 
MYR 
Target based on recent 
performance reflecting the impact 
of increased volumes due to the 
national Welfare Reform agenda 
Target based on recent 
performance reflecting the impact 
of increased volumes due to the 
national Welfare Reform agenda 
Target based on past 
performance and peer group 
comparison 
Target based on past 
performance and peer group 
comparison 
Target based on past 
performance and peer group 
comparison 
Target based on past 
performance and peer group 
comparison 
Target based on past 
performance and peer group 
comparison 
Target based on past 
performance and peer group 
comparison 

70 days 

20 days 

9 days 

10% 

52 days +I- 2 days 
~ 

Quarterly 

Quarterly 

20 days 
Benefits administration - speed of processing 
new claims +I- 2 days 23 days 

I 

Benefits administration - speed of 
processing change of circumstances 

Y 9 days 

I 
Annual YO of procurement spend collaboratively 1 8.1% 

77.8% % of procurement transactions processed 
electronically 

Annual 

Annual 

75% 

83.7% % of procurement spend with contracted 
suppliers 89.5% 91 % 

50% 56% 

39% 37% 

93% +I- 5.0% 

60% +I- 5.0% 

91 % 

55% 47% Procurement Capability Assessment score Annual 

34% % of procurement spend with SMEs Annual 35% 

% of procurement spend local 30% Annual 31.5% 
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Finance 8, C 

I CORPI 

I CORP4 

I CORP7 

Support services as a % of total gross expenditure 

Cost of collectina council tax per dwellina f 
Financial Services 

Revenue Services 
I 

Percentage of income due from council tax received by the end of the 
Revenue vear O !  --. .I I 

Percentage of invoices sampled that were paid within 30 days % I Revenue Services 
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