
REPORT 

To: CONSTRUCTION SERVICES Subject: BEST VALUE SERVICE REVIEW 
COMMITTEE 

From: HEAD OF DESIGN SERVICES 

Date: 19 January 2001 Ref: CC/EK/ 
SYLFOO130 

INTRODUCTION 

The purpose of this report is to advise the Committee of the outcome of the Best Value Service Review 
undertaken by Design Services. 

BACKGROUND 

In accordance with the Best Value Regime introduced by the Government in 1997, and to meet the objectives of 
the Authority contained with the Action Plan submitted and approved by the Scottish Office in this regard, 
Design Services undertook a review of the Project Management Process. Attached herewith is 

0 The Executive Summary previously reported to Committee forming Appendix 1. 

0 The Best Value Review forming Appendix 2. 

RECOMMENDATIONS 

That the Committee note the contents of the Best Value Review undertaken within Design Services relating to 
the Project Management Process and approve the implementation of the Action Plan contained therein. 

Head of Des id  Services 
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DESIGN SERVICES DIVISION 
Appendix 1 

BEST VALUE SERVICE REVIEW 

Project Management Process - Executive Summary 

1.0 Introduction 

1.1 The Best Value Regime was introduced in 1997 by Government as a means of 
improving the quality and cost effectiveness of Council services. The Authority 
submitted its proposals and action plan in respect of Best Value and these were 
approved by the Scottish Office in December, 1998. The service review process 
was adopted with a view to fulfilling the objectives contained within the 
Council’s Best Value submission. 

2.0 Service Selected for Review 

2.1 The Design Services Division employs a range of Construction professionals 
providing a one door approach to project management activities for building, 
construction, roads and geotechnical requirements for the authority. 

2.2 The Project Management Process has been identified as an appropriate focus for a 
Best Value Service Review within Design Services. Work undertaken relates to 
the Housing Revenue Account Capital Programme, the Corporate Capital 
Programme and support to the Forth and Clyde Premium Trunk Road Contracts 
on behalf of the Scottish Executive. 

2.3 The reasons for selecting this area of activity are: 

e This is the core service provided by the Division. 

e It is a staged multi-disciplinary process taking projects from inception to 
completion 

e When managed efficiently it is an invaluable aid in the delivery of 
projects, which are designed, built and adapted to comply with client 
requirements. 

e 

e 

Improvements which can be identified will increase the quality and 
efficiency of the service provision. 
All employees within the Division contribute to, and are involved in, the 
operation of the Project Management Process 

VS:\BVR\results\sumrep.doc 



Page 2 

3 .O 

3.1 

3.2 

4.0 

4.1 

4.2 

4.3 

4.4 

Scope of the Review 

The scope of the review was outlined in the Project Proposal submitted for 
approval to the Chief Executive in May 2000: 

e To examine how the Project Management Process compares to IS0 9001 
being the quality standard for design development; 

e Compare the Project Management Process against best practice initiatives 
within the industry; 

e To review the performance and develop monitoring procedures of external 
parties e.g. contractors/consultants that impact on the process; 

e To establish benchmarking criteria with external parties. 

The 1999/2000 Service Plan outlined the requirement to maintain IS0 9001 
certification for Roads Design and this has been achieved and renewed for the 
next three year period commencing September, 2000. 

Review Methodology 

Stakeholder Consultation 

Due to the scope of the Best Value Review, a series of group meetings were 
undertaken with all staff. These meetings comprised a presentation outlining Best 
Value, the process involved in the Best Value Review of the Project Management 
Process and an introduction to the EFQM (European Foundation for Quality 
Management) Model being used within the review. A short self assessment of the 
service using the EFQM Model was undertaken by all staff. 

The consultation exercise with staff also involved a staff questionnaire based on 
the EFQM Model. 

Customers surveys were undertaken in order to gather information from all client 
departments and other organisations who use the service, e.g. Forth Local 
Authority Consortium and the Clyde Local Authority Consortium. 
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5.0 

5.1 

5.2 

5.3 

5.4 

6.0 

6.2 

6.3 

Benchmarking 

The information gained from the benchmarking exercise undertaken presently 
relates to core benchmarking but shall be expanded to include process and quality 
benchmarking. This has been identified as an area for improvement and shall be 
included within the improvement action plan. 

The Design Services Division is presently a member of the SCQS Benchmarking 
Group. This is a Scottish based group with 20 participating authorities. 

In addition to this the Division has applied for membership of the National Best 
Value Benchmarking Scheme for Construction and Property . At present there are 
no Statutory Performance Indicators applicable to the Division. It is intended to 
explore the aspect of Performance Indicators within this group and include these 
in the improvement action plan. The group is endorsed by the undernoted 
organisations: - 

Federation of Property Societies 
e 

Chartered Institute of Public Finance and Accountancy 

Society of Chief Quantity Surveyors 
Society of Chief Architects of Local Authorities 

Comparisons with the private sector have also been undertaken. 

Review Group 

A review group was formulated comprising of representatives from all 
professional disciplines within the Division, a Senior Clerk of Works and 
Administration personnel. Representatives from the three major client 
departments (Housing, Education and Planning and Environment) are also 
members of the group and attend appropriate meetings. 

The group have been involved in formulating a process plan for the Project 
Management Process and this has been based on the RIBA Plan of Work and 
amended to encompass all disciplines involved. 

On the formulation of the Quality Management System for Design Services the 
Project Management Process was examined against the requirements for IS0 
9001 being the quality standard for design development and this is presently being 
re-examined for the purposes of the Best Value Review. 
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6.4 

7.0 

7.1 

7.2 

7.3 

7.4 

7.5 

7.6 

8.0 

8.1 

8.2 

The group have also been involved in the analysis of staff and customer 
questionnaires and the results of these shall be included within the outcome of the 
Facilitated Self Assessment. 

External Appraisal 

The Project Management Process and the Best Value Service Review have also 
been subject to a degree of external input and appraisal. 

Inclusion within the Review Group of representatives from major client 
departments who use the service, namely, the Departments of Education, Housing 
and Property and Planning and Environment. 

SGS Yarsley are the certification body for the Design Services Quality System 
and the external audit reports have been referred to in the evaluation of the 
Service Review. 

Similarly, the external audit reports and findings from the Performance Audit 
Group (an organisation employed by the Scottish Executive for the purpose of 
monitoring performance on Trunk Road Term Contracts) have also been referred 
to within this exercise. 

Peer appraisal by the Best Value Officer Working Group on 18 September, 2000. 

A trained facilitator/assessor is available from outwith the Department to 
undertake the Facilitated Self Assessment on 14 November, 2000. 

Interim Findings 

The scope of the review shall support a system of continuous improvement by 
way of the production of an Improvement Action Plan, which shall meet the 
“SMART” criteria (Specific, Measurable, Achievable, Realistic and Timebound). 

From the analysis of the questionnaires and consultation exercises undertaken 
with client representatives, interim findings to be incorporated into the final action 
plan for improvement have been identified as undernoted. 
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8.3 The initial findings identified the need to improve communication both within the 
Division and with client departments and processes and procedures shall be 
developed to:- 

1. Ensure vital information is flowing through the organisation. 

2. Avoid overlap and confusion both internally and externally. 

3, Encourage client departments to participate with feedback on services 
provided. 

4. Raise morale and motivate staff. 

8.4 It has been identified that a process is required to establish training needs within 
the Division, and shall be achieved by:- 

1, Reviewing previous training and undertaking training needs analysis. 

2 Liaising with professional institutions where appropriate to take into 
account continued professional development. 

It is anticipated that this exercise should be complete by September, 2001 

8.5 Review of the appointment of consultants. It has been established that the 
evaluation methods, particularly in relation to consultants, require to be reassessed 
to improve the quality and efficiency of the service provision. 

This process shall be undertaken by the Design Support Unit and it is anticipated 
that this shall be completed by September, 2001. 

8.6 Performance review of contractors and consultants shall be undertaken and will 
incorporate:- 

1. The introduction of relative performance indicators 

2. Development of the computerised Construction Integrated Management 
System in order to monitor performance on a systematic basis 

3. The development of the systems will be undertaken on a phased basis to 
monitor, contractors performance and thereafter consultants. 
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This shall be undertaken by the Support Unit. Phase 1, being the review of 
contractors shall be complete by June, 2001 and Phase 2 shall be introduced upon 
completion of 8.5 above. 

8.7 There are no statutory performance indicators for Design Services, however the 
Division is participating in:- 

1. The Society of Chief Quantity Surveyors (SCQS) Benchmarking Group. 

2. Has applied for membership of the National Best Value Benchamrking 
Scheme for Construction and Property. 

3, Direct comparision with the private sector where appropriate. 

In order to improve and provide information on service provision, the 
development of benchmarking activities shall continue in order to set meaningful 
and suitable performance indicators and develop a range of reliable benchmarking 
targets. 

8.8 In consultation with client departments, it has been established that that there is a 
requirement to develop a system to ensure that the briefing process for 
construction works addresses the concerns of both Design Services and the client 
departments. 

9.0 A facilitated self-assessment of the Project Management Process is scheduled to 
take place on Tuesday, 14 November, 2000 the outcome of which shall formulate 
the action plan for improvement. The initial findings shall be taken into account 
at that stage and a fill action plan shall thereafter be reported to the Construction 
Services Committee in Januarynebruary, 2001. 
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1.0 Introduction 

1.1 Background to the Review 

Following the introduction of the Government’s Best Value Regime in 1997, 
North Lanarkshire Council’s Best Value Submission and Action Plan were 
approved by the Scottish Office in 1998. This review is part of the 5 year rota 
introduced to cover all Council Services in the period 1998-2002 

All reviews are undertaken with a view to fulfilling the objectives of the 
Council’s Best Value submission. The reviews are a means of improving the 
quality and cost effectiveness of Council services; informing the objectives of 
each service; improving the Council’s internal management; involving the 
customer in agreeing priorities; setting standards of service; and providing an 
impetus for the introduction of three year budgeting. 

1.2 Background to the Design Services Division 

Following the reorganisation of Local Government in 1996, the Design Services 
Division formed part of the Construction Services Department. The Design 
Services Division employs a range of Construction professionals providing a one 
door approach to project management activities for building, construction, roads 
and geotechnical requirements for the authority encompassing the undernoted 
services. 

(a) Divisional Consultancy Base 

Architecture 
Quantity Surveying 
Structural Engineering 
Services Engineering 
Civil Engineering 
Roads Engineering 
Geotechnical Advice 
P laming Supervision 
Site Supervision 
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(b) Roads Related Activities 

Traffic management 
Traffic/transportation studies 
Contract preparation and management 

0 

Roads maintenance, design and construction 

Premium Unit Network management and design works 

(c) Project Management 

Housing Revenue Account Capital Programme 
Assist client departments to identify their priorities 
Undertaking financial analysis and monitoring of programmes of work 
Providing management information for accurate costing of service 
delivery on projects 
Providing cost and progress information to client departments 
Ensuring fair distribution of tender opportunities 
Providing, monitoring and updating the Select List of Contractors in 
line with Financial Regulations 

1.3 Service Selected for Review 

The Project Management Process has been identified as an appropriate focus for 
undertaking a Best Value Service Review within Design Services. Work 
undertaken relates to the Housing Revenue Account Capital Programme, the 
Composite Capital Programme and support to the Forth and Clyde Premium 
Trunk Road Contracts on behalf of the Scottish Executive. 

1.4 Reasons for Selecting Area of Activitiy 

The reasons for selecting this area of activity are: 

0 This is the core service provided by the Division 

0 It is a staged multi-disciplinary process taking projects from inception to 
completion 

0 Managed efficiently the Project Management Process is an invaluable aid in 
the delivery of projects which are designed, built and adapted to comply with 
client requirements 
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Improvements which can be identified will increase the quality and 
efficiency of the service provision 

0 All employees within the Division contribute to, and are involved in, the 
operation of the Project Management Process. 

1.5 Scope of the Review 

The scope of the review was outlined in the Project Proposal submitted for 
approval to the Chief Executive in May, 2000 and, as outlined in section 1.4 of 
this report: 

0 To review the Project Management Process and monitoring procedures 

0 To examine how the Project Management Process compares to IS0  9001 
being the quality standard for design development; 

0 Compare the Project Management Process against best practice initiatives 
within the industry; 

0 To review the performance and develop monitoring procedures of external 
parties e.g. contractors/consultants that impact on the process; 

0 To establish benchmarking criteria with external parties; 

The review seeks to achieve continuous improvement for the Design Services 
Division to improve the effectiveness and responsiveness to client departments 
and to identify areas for improvement. 

2.0 Service Content 

2.1 Organisational Structure 

As a result of the re-structuring of the Council as contained within the report “A 
New Structure for Council Services” prepared by the Chief Executive and 
approved by the authority in February, 1999, the role of the Construction 
Resources Division transferred to Design Services. It also recognised the 
formation of the Public Private Partnerships with the Building and Roads DLO 
and identified the integration of Design Services with the Department of Housing 
and Property Services in January 2001. 
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As a result of this and, taking cognisance of the report “Building the Foundations” 
prepared by the Director of Housing and Property, a review was undertaken of 
Design Services and a restructure of the Division was approved by the Council 
and implemented in April, 2000. 

At that time, the workload of the existing Building Consultancy Services 
Managers was redefined on a geographical basis North and South. In addition, 
the Building Consultancy Manager North is responsible for the Education 
Programme and the Building Consultancy Services Manager South for all other 
client departments. These Managers now assume the responsibility for the overall 
project implementation and monitoring of capital projects 

The current staffing of the Division reflecting these changes is detailed in Table 
(1) below and the functionallorganisational chart is contained within Appendix B 
to this report. 

Establishment Figures 

Discipline 

Architecture 

Surveying 

Structural Engineering 

Service Engineering 

Roads Engineering 

Geotechnical 

Site Supervision 

Support Unit 

Others 

GraduatedTrainees 

Administration 

Resources 
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97/98 

35 

22 

9 

2 

18 

7 

16 

0 

4 

0 

13 

18 

144 

98/99 

34 

22 

9 

1 

18 

6 

14 

0 

4 

0 

13 

13 

134 

99/00 

31 

23 

9 

1 

20 

6 

14 

0 

4 

0 

13 

8 

129 

00/01 

25 

18 

9 

1 

18 

6 

18 

6 

7 

5 

12 

0 

125 
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2.2 Capital Programme 

The undernoted chart contained within Figure (la), outlines the total capital 
programme undertaken for the years 1997/98 to 2000/2001 , and the anticipated 
and projected capital programme for 200 1/2002 and 2003/04 respectively. 

~ Construction Works 

Years 

Figure l a  

Taking cognisance of the proposal to transfer the Roads Engineering and 
associated staff to the Department of Planning and Environment, Figure 1 (b) 
identifies construction works undertaken for the HRA and Composite Services 
Capital Programme and excludes roads related engineering activities previously 
undertaken for the Department of Planning and Environment and the Scottish 
Executive in respect of the Forth Local Authority Consortium (FLAC) and the 
Clyde Local Authority Consortium (C LAC). 
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Figure l b  

Income from the Capital Programme identified above, is generated for the 
Department by the application of professional fees. Fee-earning staff numbers for 
the Division have reduced considerably from 109 in 1997/98 to the present 
number 95. A further reduction of (26 No) fee earning staff has been identified 
with the proposal to transfer Roads Engineering staff to the Department of 
Planning and Environment. 

Over the last 12 months a number of professionally qualified staff have left the 
Division particularly to work in the construction industry and more recently to 
work for Railtrack. The Division has advertised unsuccessfidly to recruit staff 
from all disciplines over the last 9 months reflecting the current market situation 
generally within the construction industry. 

It is anticipated that there will be a significant increase in building construction 
works resulting in a requirement to increase the workforce within the construction 
industry by 375,000 over the next five years. This may further exacerbate the 
current problems of retaining/recruiting staff. 
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2.3 Reduction in Fees 

* FINANCIAL 96 i 97 97 I98 f98 J 99 9912000 
YEAR 

HOUSING 9 % ( 1 3.2%) 8.1 % ( 1 2.3%) 7.3 % ( 1 1.5 %) 7.3 % ( 1 1 .5 %) 

The majority of work undertaken by the Department is to existing buildings and 
the fee charges established and applied for the financial year 96 / 97 demonstrated 
a significant reduction below the professional bodies fee scales and fee charges of 
the former Strathclyde Regional Council for work of this nature as demonstrated 
in Figure (2) 
Figure 2 - Comparative Fee Levels for Renovation Works 

200012001 

7.3 % ( 1 1 .5 %) 

35% 

30% 

25% 

20% 

1 15% 

al 

al 

O a  10% 

2 

5% t 
0% 1 

-PROFESSIONAL E- 
fO f 150,000 €1,000,000 f 2,000,000 

Project Cost 

NOTE: To enable true comparisons, fee percentages are exclusive of 
planning supervisor fees and site supervision services costs. 

The reduction in fee levels for the Design Services Division is summarised below. 

The fees in brackets are inclusive of Planning Supervision, Site Supervision and 
Resources Costs: 

I I I I I I 13.4% (17.6%) I 12% (16.2%) I 10.8%(15%) 1 10.8% (15%) I 10.8% (15%) COMPOSITE 
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The implementation of these revised fee scales for renovation works to existing 
buildings compare favourably with the benchmark suggested by the Audit 
Commission, from a survey that was undertaken of professional fee charges to 
projects of this nature in England and Wales in 1995 and published in 1996. 
Figure (3) compares the fee charges with the median fee level for renovation 
projects at 13% and recommended as a benchmark for professional fees for work 
of this nature by the Audit Commission. 

Figure 3 - Fee Pronosals for Renovation Works 
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97/98 98/99 

Although the Audit Commission also established a higher median level of 15% 
for new build projects the above fee scales have also been applied to this category 
of work. 

2.4 Aims and Objectives of the Service 

The 1999/2000 Service Plan for the Division outlined the service aims and 
objectives for the year. The relationship between the service aims the corporate 
priorities are detailed in Appendix C to this report. 
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2.5 Quality Assurance 

The Service Plan also outlined the requirement to maintain IS0 9001 certification 
for Roads Design. An external audit was undertaken by SGS Yarsley in August, 
2000 and certification was renewed for this service for a further three years. 

2.6 Training Opportunities 

Within the Service Plan it was identified that the Division would provide training 
opportunities within the community. In order to meet this objective, the staffing 
establishment has been extended to incorporate 3 new posts of Trainee Technician 
and 2 new posts of Graduate Trainee. The Division has sponsored attendance at 
day release for the Trainee Technician posts to achieve the relevant qualification 
at HND level. All of the posts of Trainee Technician and Graduate Trainee are 
restricted to a 3 year contract period to enable the successful completion of the 
appropriate HND level or to obtain the necessary professional experience in the 
case of the Graduate Trainees 

3.0 Service Review Methodology 

3.1 Stakeholder Identification 

To provide the project management and design services for the authority, it was 
necessary to identify stakeholders and take into consideration their needs and 
expectations of the Project Management Process. It was established that the 
stakeholders of Design Services are Elected Members, Client Departments who 
are the front line customers of the service, the Scottish Executive and staff within 
the Division. It was also identified that significant service provision was 
undertaken in respect of the Departments of Housing and Property, Planning and 
Environment and Education. 

Having determined the principal stakeholders it was then necessary to establish 
their requirements and, where appropriate, to identify opportunities to improve the 
service to meet their expectations. 

3.2 Review Group 

3.2.1 A Service Review Group was formulated with membership drawn from a 
combination of service users and providers who (i) represented all disciplines, and 
(ii) included personnel from all antecedent authorities. Representatives from the 
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3.2.2 

3.2.3 

3.3 

three major client departments to the Design Services Division were invited to 
attend group meetings consisting of the Property Services Manager and Client 
Manager (Capital Programmes), Department of Housing and Property, Assistant 
Services Manager (Operations) Department of Planning and Environment and the 
Education Officer, Contracts and Provisions, Department of Education. 

The Divisional representatives are namely: E. Fisher, Team Leader, L. Gillespie, 
Office Administrator, W. Hetherton, Architect, J. Hollands, Engineer, W. Hope, 
Group Manager, R. Jack, Group Manager (Engineering), I. Latto, Group 
Manager, C. Lowrie, Clerk of Works, I. Miller, Group Manager and V. Simpson, 
Support Unit Administrator. 

The group met on 11 occasions during the review process and were involved in all 
aspects of the review culminating in the action plan for improvement. 

All members of the group were issued with a copy of the Performance 
Management and Audit Guide as distributed by the Chief Executive’s Department 
which provided assistance to the group when addressing matters throughout the 
review. The group were involved in the undernoted activities: 

Stakeholder Identification 
Formulating Staff and Customer Questionnaires 
Analysing Results from Staff and Customer Questionnaires 
Amending the Royal Institute of British Architects (RIBA) Plan of Work as a 
model for all disciplines within Design Services 
Undertaking an analysis of the Plan of Work against the Design Services 
Quality System and the requirements of IS0 9001 
Benchmarking Activities 
Taking part in the EFQM facilitated Assessment 
Formulating and agreeing the detail of the improvement action plan. 

Staff Consultation 

Taking cognisance of the scope of the review it was decided that all staff should 
be involved at an early stage of the process. In this regard, a presentation to all 
staff was undertaken in June, 2000. This consisted of a series of group 
presentations, providing an introduction to Best Value, the Best Value Service 
Review and an outline of the EFQM Excellence Model. 

At this time, a short self assessment of the service using the EFQM Excellence 
Model was undertaken by each group. The overall Departmental result and 
scoring is outlined in graphical format within Figure (4). 
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Group Results Average Score Relative to Potential Score 
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Figure 4 

The EFQM Excellence Model is based on 9 criteria: 5 “Enablers” being 
Leadership, Policy and Strategy, People Management, Partnership and Resources 
and Processes these criteria cover what an organisation does, how it does it and its 
fbture direction. The 4 “Results” criteria are Customer Satisfaction, People 
Satisfaction, Society Results and Key Business Results, which relate to those 
achievements derived from the enablers. All criteria have different weightings 
and the above graph outlines the improvement potential against the model. 

A questionnaire was also issued to all staff to obtain their perceptions, views and 
expectations of the service. The response rates from employees was 61% (n=71). 

Customer Consultation 

Consultation with customers was undertaken in order to gather information from 
all client departments and other organisations who use the service e.g. Forth Local 
Authority Consortium (FLAC) and Clyde Local Authority Consortium (CLAC) 
on behalf of the Scottish Executive. 

Customer questionnaires were designed using the EFQM Excellence Model 
criteria in order to gain the perceptions, views and opinions of customers and 
these were completed by all clients including FLAC and CLAC. 
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3.4.3 In addition to the returned questionnaires and in order to gain a concise 
perspective of customer requirements, representatives from the major client 
departments also attended Review Group meetings to obtain their views regarding 
improvements to the service. Cognisance has been taken of the comments and 
suggestions from both the questionnaires and discussions with the Review Group, 
and have been included within the improvement action plan for the Best Value 
Review. 

3.5 Benchmarking 

3.5.1 Benchmarking is recognised by central government as one of the most important 
tools in achieving Best Value and ensuring continuous improvement. It is seen as 
the robust alternative method of testing services against the market, in that it 
allows an authority to determine for itself and its customers whether its cost and 
performance represent best value. In order to facilitate this Design Services has 
become a member of the two undernoted Benchmarking Clubs: 

1. Membership of the Society of Chief Quantity Surveyors Benchmarking 
Group. This Club is a Scottish based group with 22 participating Scottish 
authorities (including North Lanarkshire). 

2. The National Best Value Benchmarking Scheme for Construction and 
Property. The group is endorsed by the undernoted organisations: 

Federation of Property Societies 

0 

Chartered Institute of Public Finance and Accountancy 

Society of Chief Quantity Surveyors 
Society of Chief Architects of Local Authorities 

3. Comparisons with the private sector have also been undertaken. 

3.6 External Appraisal 

3.6.1 The Project Management Process and the Best Value Review have been subject to 
a degree of external input and appraisal. 

3.6.2 SGS Yarsley are the certification body for the Design Services Quality System 
and the external audit reports have been incorporated within the overall evaluation 
as detailed further within the report. 
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3.6.3 The Design Services quality system for Roads Design Project Management is also 
externally audited by the Performance Audit Group (an organisation employed by 
the Scottish Executive for the purpose of monitoring performance on Tntnk Road 
Term Contracts) and these audit reports have also been incorporated within the 
review. 

3.6.4 As part of a “peer review” a presentation to the Best Value Officer Working 
Group was undertaken on 18 September, 2000, which outlined the methodology 
and progress which had been made with the Best Value Review. 

3.7 European Foundation for Quality Management 

The EFQM Model was used as a self-assessment-tool for the Best Value Service 
Review. With the assistance of a trained facilitator/assessor from the Department 
of Community Services an assessment of the Project Management Process was 
undertaken and from this the improvement action plan was formulated. 

4.0 Findings 

4.1 Staff Consultation 

4.1.1 As reported in Section 3.3 the initial consultation and self-assessment of the 
service undertaken by all staff revealed that improvements could be made within 
all criteria of the EFQM Excellence Model. 

4.1.2 It was evident from the consultation exercises that morale within the division is 
low, as reflected in the results of the People Management and People Results 
criteria of the questionnaire. The results demonstrated that staff considered that 
managers took account of client/custorner requirements/expectations throughout 
the Project Management Process and in developing the overall aims and 
objectives of the Division, however, employee suggestions and opinions were not 
fully recognised 

4.1.3 The questionnaires issued to staff, based on the EFQM Excellence Model 
provided the opportunity for staff to offer comments and suggestions for 
improvement to the service. Some of the common areas of concern raised by staff 
from the questionnaires and from review group discussions are detailed below and 
incorporated into the action plan for improvement: 

0 

0 

0 

0 

Poor communication of information and lack of feedback to staff 
Lack of involvement of staff in evaluation of contractors performance 
People Management and training to incorporate management training 
Feedback to staff on individual performance 
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4.1.4 

4.1.5 

4.1.6 

4.1.7 

4.2 

4.2.1 

Communication between managers, staff and access to operational/divisional 
information were identified as an area for improvement. It is recognised that 
continuous improvement involves participation and input of all staff, to address 
this the following will be implemented: 

Communication process using information technology will be introduced 
To ensure all members of staff receive information timeously, briefing 
information from the Head of Design Services will be distributed. Staff will 
have the opportunity to respond and provide feedback to the Division. 
To increase corporate, divisional and operational awareness structured 
induction meetings shall be undertaken with all new members of staff within 
the Division. 

It is recognised that a service which is committed to improve should examine how 
it might release the potential of its people. This matter, together with 
management training requirements, was also raised within the staff questionnaire 
as an area for improvement. To increase the knowledge and skills of staff in line 
with operational requirements it is proposed that a training needs analysis shall be 
undertaken throughout all levels of the Division to establish a training plan and 
continuing professional development programme. 

On completion of the above analysis it is proposed that a feasibility study be 
undertaken to evaluate the requirements for achieving an Investors in People 
Award for the Division. It is anticipated that the implementation of this would 
also encompass the requirement of feedback to staff in respect of individual 
performance. 

Staff also raised the aspect of inconsistency in standard working practices within 
the divisional groups and communication aspects appertaining to this. To address 
this, it is proposed that cross-functional teams be established to standardise 
methods of working which shall thereafter be distributed to all staff. These 
procedures shall be subject to review and updating on a regular basis. 

Client/Customer Consultation 

A good sample of responses were obtained from the client and customer 
questionnaires and from the in-depth discussions undertaken with representatives 
from the major client departments. Client and customer comments and 
suggestions for improvement were welcomed and these have been taken into 
account within the action plan for improvement. Some of the common areas of 
concern raised by clients/customers included: 

0 

0 

0 

Improved communication between Design Services and client departments 
Organisational matters particularly with regard to the level of staff resources 
Lack of monitoring of results in terms of client satisfaction 
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4.2.2 A methodology was formulated by the Review Group for the Project Management 
Process based on the RIBA Plan of Work and amended as necessary to 
encompass all disciplines within the Division. This Plan of Work was distributed 
to representatives of the major client departments as the basis for discussion to 
identify areas for improvement within the Service. The Plan of Work is contained 
within Appendix D to this report. 

4.2.3 Customers considered that they had the opportunity to recommend improvements 
to the Project Management Process. However, concern was expressed regarding 
the lack of feedback prior to contract documentation being finalised. In order to 
address this, new procedures shall be introduced to ensure clients are regularly 
updated at all stages of the process. 

4.2.4 It is recognised through discussions with client representatives and from the 
results of the questionnaires, that end users are the customers of the client 
departments. It was established through this consultation exercise, that it would 
be of assistance if contact could be made with the end user. In this regard End- 
User Satisfaction Surveys shall be introduced on a sample basis to provide 
feedback and assist in the final evaluation of projects. 

4.2.5 Dependent upon workload and resources available, there is a requirement for the 
Design Services Division to employ additional external resources to undertake 
capital projects. This matter was also the subject of a report from the 
certification body for the Design Services Quality Management System. To 
address this the method employed by Design Services for the procurement of 
additional resources will be re-evaluated and subjected to option appraisal. 

4.2.6 Concerns were raised throughout the consultation exercise regarding the 
performance of Contractors. It is recognised that although a Approved List of 
Contractors is maintained within the Division, the evaluation of contractors on the 
completion of capital contract works is an area where improvements could be 
made. To address this, evaluation of contractors performance will be developed 
and the Construction Integrated Management System extended to ensure 
adherence. 
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4.3 Benchmarking 

4.3.1 Benchmarking is recognised as one of the most important tools in achieving Best 
Value and ensuring continuous improvement. It is seen as the robust alternative 
method of testing services against the market, in that it allows an authority to 
determine for itself and its customers, whether its cost and performance represent 
best value. 

4.3.2 The Project Management Process was benchmarked against two industry 
standards the FUBA Plan of Work and IS0 9001 being the Model for quality 
assurance in design development. 

This exercise confirmed that the current systems, procedures and plan complied 
with the above industry standards. The comparison took into account all stages of 
the Project Management Process from inception to completion and feedback as 
detailed in Appendix E herewith. 

4. 3.3 It is recognised that there are no statutory performance indicators for Design 
Services and that further development work is necessary to enable a comparison 
across the wide range of activities undertaken. Should Key Performance 
Indicators relating to Design Services be introduced it would enable the Division 
to benchmark its performance against industry standards and to measure 
improvement by comparing performance on a yearly basis. 

Design Services are committed to implementing Performance Indicators and it is, 
therefore, proposed that the following Performance Indicators established by the 
National Benchmarking Scheme for Construction and Property be adopted 
meantime. 

Performance Indicators for Design Services 

0 Construction Time 

To measure the change in construction time from one year to next 

0 Construction Costs 

To measure the change in real cost of construction from one year to next. 

0 Time Predictability 

To measure reliability of time estimates for construction projects 
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Cost Predictability 

To measure the capability of achieving actual outturn costs within estimated 
costs. 

Period for Settlement of Final Accounts 

To measure and reduce time in settlement of final accounts, and provide more 
effective control over capital and revenue programmes. 

0 Number of DefectdSnagging Items 

To measure the built quality of the finished product 

Safety on Site 

To measure and reduce/eliminate the number of accidentdhazards on site. 

0 Disputes /Claims 

To measure and reduce/eliminate the number of disputedclaims as a result of 
building contracts and provide greater certainty of financial results. 

The timescale for developing the information technology systems to assist with 
monitoring and reporting on performance indicators, as detailed above, is 
September, 2001. 

Core benchmarking information obtained from the Society of Chief Quantity 
Surveyors Benchmarking Group is contained with Appendix F. 

4.4 EFQM Assessment 

4.4.1 The results of staff and customer questionnaires, together with the suggestions for 
improvement and matters raised from meeting with client representatives, were 
considered and acted upon throughout the facilitated self-assessment process and 
this formulated the action plan for improvement which forms part of this report. 
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4.4.2 In order to improve the service to customers, maximisation of the use of 
information technology should be encouraged. In order to achieve this it is 
proposed that E-mail facilities should be extended to site based staff. The 
Development of the Construction Integrated Management System should also 
assist, and it is proposed that this system is made accessible at Project Team level 
to enable direct input of information, thereby facilitating the production of 
financial and project related reports for client departments on a regular basis. 

4.4.3 It was established from the consultation exercises that the profile of the Design 
Services Division should be raised, particularly the range of services which are 
available to clients and customers. To address this a Service Profile for the 
Division shall be produced and circulated to all client departments and customers 
and shall be further advanced by use of the Intranet and the Council Website. It 
was also decided to re-introduce site sign boards and investigate signing of 
buildings as appropriate. This course of action should also assist the 
communications process for both client departments and members of the public, 
by providing contact information in respect of capital projects. 

4.4.4 In order to continuously improve the service it is recognised that feedback from 
customers and staff are paramount in achieving this. To address this annual 
customer and staff surveys shall be undertaken, analysed and appropriate action 
taken. Consideration shall also be given to undertaking a Gap Analysis when this 
exercise is undertaken. 

5.0 Option Appraisal 

5.1 The estimated budget for construction related projects is derived from the 3 year 
Housing and Composite Services Capital programme and is estimated at E30M 
annually. In addition to this, there is possible further expenditure of up to &4M per 
annum for insurance reinstatement works as a result of fire damage or the like as 
outlined in Figure (5). 
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Projected Construction Works 

5.2 

5.3 

5.4 

2001 102 2002/03 2003/04 

Ye a rs 

0 Fire Reinstate. 

0 Housing 

General 
SerGces __-__ Internal Work 

Figure 5 

There is therefore the need to ensure that the Division has adequate resources to 
implement these programmes and also that a sufficient number of competent 
contractors are available to undertake the works 

On Capital contracts the Council has adopted a traditional approach in procuring 
the work i.e. contract documents are prepared and the work issued to Contractors 
on a selected basis to prepare a bid in competition. The process and procedures 
are in compliance with the Code of Practice for single stage selective tendering. 

Contractors are selected for tendering from the Council's "Approved List" of 
Contractors. A major review of the list is undertaken biannually, when 
Contractors are requested to update the information contained on record and the 
approved list amended accordingly. 

Constructionline was set up by the Department of Environment Transport and the 
Regions (DETR) as "a National Register" of Approved Contractors. It was 
initially set up for government agencies and has been expanded nationally with 
over 200 local authority/public body now members. Constructionline is managed 
on behalf of the DETR and CAPITA. 
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5.5 North Lanarkshire has been a member of Constructionline since reorganisation 
but has only used it in a limited fashion for the vetting of contractors and has 
continued to maintain its own list of "Approved Contractors". Last year, 
Constructionline established themselves on the Internet vastly improving access 
to their database of Contractors. Constructionline offers free of charge to maintain 
an approved list of contractors. Contractors apply for inclusion on this approved 
list and pay a fee relative to the turnover of the organisation. Constructionline vets 
the Contractor, and if successful, the Contractor is placed on the list which 
indicates scope of work (trade or trades), contract financial limits, and locations 
where the Contractor has requested to undertake works. 

5.6 Local authorities who use Constructionline in this way are requested to monitor 
the Contractor's performance over a range of issues and provide feedback on 
tender returns i.e. there is an opportunity to view the performance, current 
workload etc. of a Contractor prior to their selection on any tender list. 

5.7 Constructionline is being actively promoted by the Scottish Executive in terms of 
Best Value, not only for authorities as it does away with the need for the 
administrative function to maintain an approved list, but also from the 
Contractor's point of view as a Contractor could fill in one application form for 
Constructionline and be eligible to undertake work for all of the 32 local 
authorities in Scotland if they wished to operate on that geographic basis. 

The use of Constructionline would offer more scope and access to an increased 
number of Contractors that may be required to complete the proposed 
programmes. 

Accessibility to a greater number of "approved contractors" would also assist in 
offsetting the predicted increase in workload in the construction industry for the 
next five years. 

5.8 Design Services have insufficient resources in the following disciplines to deliver 
the above programmes. 

0 Architecture 
0 Quantity Surveying 
0 Services Engineering 
0 Structural Engineering 
0 Planning Supervision 
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5.9 The following options have been considered to address this situation 

1. Employ additional staff 
2.  
3. Employ Consultancy firms 
4. 

Employ Agency staff on a temporary basis 

Externalise the service with a private sector company to form a larger 
practice. 

Each option has been considered and scored against a number of criteria as 
detailed below: 

0 Retention of Core Skills and Knowledge New Skills Expertise 

Continuous Improvement Responsibility 

Auditable 

Future Stability 

Ability to Build and Measure PI’S 

Monitoring 

0 Ability to Change Local Labour 

0 Long Term Commitment Current Market 

0 Benchmarking/Learning 0 Risk 

0 Future service reviews 0 EU Procedure 

0 Impact on Staff 0 Addressing current service weakness 

0 New Opportunities 0 Building on current strengths 

0 Improvement on Quality 0 Implication for Support Services 

0 Acceptability TUPE 

5.10 From the analysis of the results of the option appraisal exercise, it has been 
identified that Option 3 is the most appropriate action to take, offering the greatest 
flexibility to the Authority at this time. 

5.1 1 Having established this, a method of appointing the Consultants has been 
considered. Currently, Consultants are appointed on a project by project basis, 
each subject to a fee bid. This is time consuming, incurs administration costs and 
does not guarantee quality of the service provided. 
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5.12 

5.13 

6.0 

6.1 

6.2 

6.3 

6.4 

It is considered that these issues could be addressed by "partnering" with a 
number of local consultancy firms selected from the approved list of consultants 
maintained by Constructionline in a similar fashion to Contractors. 

From this long list, a number of Consultants would be sent a questionnaire and on 
the return of the questionnaires, a short list would be established and these 
Consultants invited to submit a tender for the works. The returned tenders would 
be assessed on both quality and price. 

Improvement Action Plan 

The Action Plan for Improvement as detailed in Appendix A to this report is 
designed to react to the outcome of the review of the customer and staff survey 
results, meetings with representatives of major client departments, data obtained 
from the various benchmarking exercises and to respond to the EFQM facilitated 
self assessment relating to the 9 criteria of the model. 

Members will see that improvement actions as detailed within the Action Plan for 
Improvement and the findings outlined in Section 4 of this report are deemed 
necessary. These improvements should lead to increased customer and staff 
satisfaction, improved service delivery and efficiency, and provide the department 
with the ability to monitor and report on performance thereby leading to 
continuous improvement. 

The implementation of various central government policies may have an affect on 
the future of Design Services. The consideration by local authorities for the 
transfer of their housing stock to other landlords, the development of funding 
mechanisms such as Private Finance Initiatives, the promotion of partnership 
working, and the need to examine alternative methods of service delivery all 
provide new challenges for Design Services. 

The key challenges in the future will be: 

0 

0 

0 

0 

0 

0 

Developing the service in consultation with stakeholder incorporating end- 
users 
Maximising the use of new technology 
Investing resources in training and development of staff 
Raising the profile of the division 
Ability to react to changes in capital expenditure 
Ability to respond to market forces within the construction industry 

The outcome of the option appraisal exercise has been included within the 
improvement action plan for implementation. 
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SERVICE REVIEW - IMPROVEMENT ACTION PLAN 

Iescription of the Planned 
improvement 

1. Introduce Divisional 
Communication Process 

2. Undertake Training 
Needs Analysis and 
Introduce Training 
Schedule 

Why has the improvement 
ieen chosen and which 
PMP criteria does it relate 
;0? 

‘See review Guidelines - 
Appendix 10) 
To improve 
:ommunication and 
information channels 

Feedback from customers 
and staff survey 
PMP Criteria: 2, 5 

To make best use of our 
people in line with 
operational objectives 

Feedback from Staff 
survey 
PMP Criteria : 3, 6 

What is this 
improvement intended 
to achieve? This 
should be both specific 
and measurable 

[mprove 
:ommunications with 
staff and 
[ncrease staff 
3wareness of Council 
and Divisional 
information. 
Provide staff with 
facility for feedback 
and submit suggestions 
for improvement 

Increase knowledge 
and skills in line with 
operational 
requirements 

What are the key project milestones for 
this improvement. These should details 
both relevant actions/timescales 

Actions Timescale 

Provide Divisional 
Electronic Information 
folders for: 

(a) Council Policies 

(b) General Divisional 
Information 

(c) Statement of Standard 
Practice 

(d) Briefing information 
on an 8 weekly cycle 
from Head of Service 

8 weekly feedback 
meetings with staff 

Staff Induction for new 
personnel 

Suggestion Box in manual 
andor electronic format 

Undertake Training Needs 
Analysis - cost and 
schedule approved 
activities 

Establish Continuing 
Professional Development 
Programme 

Undertake feasibility study 
re gaining Investors in 
People Accreditation 

March 200 1 

March 2001 

Sept. 2001 

March 200 1 

March 200 

Feb. 2001 

March 200 1 

Sept. 2001 

Sept. 2001 

Sept. 2001 

How will it be known the 
improvement has 
achieved what it was 
meant to? 

Implementation of 
Electronic Information 
Folders 

Briefing information 
forwarded to all staff 

Meetings undertaken 
with staff 

Induction meeting held 
with new personnel 
joining Department 

Introduction of 
Suggestion box - manual 
and electronic format 
Implementation of 
Training Schedule and 
evaluation of training 

Initiate Continuing 
Professional 
Development 
Programme 

[mplementation of 
?rogramme to achieve 
[IP 

In which of your 
plans (e.g. Service 
Plans) is this 
improvement 
detailed? 

Service Review 
with improvement 
incorporated in 
the Service Plan 
for the 
forthcoming year 

Service Review 
and incorporated 
into Service Plan 
for the 
forthcoming year 



Iescription of the Planned 
mprovement 

3. Introduce procedures for 
feedback to and from 
clients, users and staff 

Why has the improvement 
3een chosen and which 
PMP criteria does it relate 
to? 

[See review Guidelines - 
Appendix 10) 

To provide information 
for client departments and 
increase efficiency within 
the Division 

Feedback from customer 
survey and consultations 
meetings with client 
departments 
PMP Criteria 1,2,3 

What is this 
improvement intended 
toacheve? This 
should be both specific 
and measurable 

Provide information to 
clients on project and 
operational matters 

Provide performance 
information on 
Consultants 

Provide Performance 
information on 
Contractors 

Improve 
communication and 
feedback information to 
clients on Capital 
Programme Projects 

What are the key project milestones for 
this improvement. These should details 
both relevant actionsltimescales 

Actions Timescale 

Establishment of a 
Design specific 
operational feedback 
procedure 

Develop existing 
procedure for monitoring 
and evaluation of 
Consultants and 
development of database 
for recording and action 

Develop existing 
procedure for monitoring 
and evaluation of 
Contractors and 
development of database 
For recording and action 

Introduce procedure for 
regular liaison meetings 
with clients 
at: 

Briefing Stage 
Design Completion 
Practical 
Completion 
Completion. of 
Defects 

Introduce End-user 
Satisfaction Surveys 

July 2001 

July 2001 

Sept. 2001 

April 2001 

July, 2001 

How will it be known the 
improvement has achieved 
what it was meant to? 

Implementation of 
operational procedure and 
analysis of action 

Implementation of 
procedure and provision of 
evaluation summary for 
project staff and client 
departments 

Implementation of 
procedure and provision of 
evaluation summary for 
project staff and client 
departments 

Introduction of new 
procedure and regular 
project meetings 

Feedback from End-User 
Satisfaction Surveys 

In which of your 
plans (e.g. Service 
Plans) is this 
improvement 
detailed? 

Service Review 

Service Review 
and incorporated 
into Service Plan 
for the 
forthcoming year 

Service Review 
and incorporated 
into Service Plan 
for the 
forthcoming year. 

Service Review 

Service Review 



of the Planncd 
Improvement 

I 

Plan 

Methods of Working 
Documentation 

Profile 

study of partnering with 
Consultants arid 

Why has the improvement 
been chosen and which 
PMP criteria does it relate 
to? 

(See review Guidelines - 
Appendix 10) 
To increase awareliess 

Feedback from EFQM 
assessment 
PMP Criteria: 3 
To standardise working 
practices across 
operational groups 

Feedback from Staff and 
Customer Surveys 
PMP Ciriteria: 6, 9 
To provide stakeholders 
with information on OUT 

service provision 

Client and staff 
consultation 
PMP Criteria: 10 

To increase operational 
efficiency 

Response to Best Practice 
guidance within 
Construction indushy e.g. 
Lathan and Egan Reports 

PMP Criteria: 2, 4 

What is this 
improvement intended 
to achieve? This 
should be both specific 
and measurable 

Increase staff 
awareness on 
Departmental 
objectives 

Improve working 
inethods for Design 
Staff and increase 
customer satisfaction 

Raise profile of Design 
Services Division 

Responsiveness to 
clients and ability to 
manage peaks and 
troughs in the workload 

What are the key project milestones for 
this improvement. These should details 
both relevant actionshimescales 

Actions Timescale 

Distribution of Service- 
Plan and Briefing 
Meeting to discuss 
feedback 

Set up working group to 
review Working 
Procedures and Standard 
Method Statement 

Produce newlcommon 
Standard Methods of 
Working 
Produce Service 
Information Portfolio 

Re-introduce Site Sign 
Boards 

Investigate possibility of 
building signing 

Publish Divisional 
information on Intranet 
and NLC Website 
Undertake feasibility 
study to partnering with 
consultants 

Undertake feasibility 
study of partnering with 
Contractors 

Feb. 2001 

March 2001 

Sept. 2001 

Sept. 2001 

April 2001 

April 2001 

July 200 1 

March 200 1 

Sept. 2001 

How will it be known the 
improvement has achievcd 
what it was meant to? 

Distribution of Service 
Plan and Briefing Meeting 

Establishment of working 
Goup 

Production and distribution 
of Standard Methods of 
Working 
Production and 
Distribution of Service 
Information Portfolio, 
publish information on 
IntranemLC Website aiid 
results from future 
Customer Satisfaction 
Surveys 

Publication of information 
on Website 

Results of feasibility study 
and introduction of 
partnership. 

Results of feasibility study 
and introduction of 
partnership 

In which OS your 
plans (e.g. Servic 
Plans) is this 
improvement 
detailed? 

Servicc Review 

Service Review 

Service Review 

Service Review 
and to be 
incorporated into 
Service Plau h i -  

the forthconiiiig 
year 



Improvement 

Information Technology 

9 Introduction of 
Performance Indicators 

I 
I 

Why has the improvement 
been chosen and which 
PMP criteria does it relate 
to? 

(See review Guidelines - 
Appendix 10) 
To improve service to 
customers 

Modernising Government 
Targets and Digital 
Scotland 

PMP Criteria: 2,4, $ 7  

To improve and inform 
customers of performance 
results 

PMP Criteria 5,7,9,  10 

What is this 
improvement intended 
to achieve? This 
should be both specific 
and measurable 

Increase speed of 
communication 
between staff and 
provision of financial 
and project related 
reports to client 
departments 

Raise awareness of 
work undertaken 
Set new standards and 
targets 
Improve performance 
and publish results 

What are the key project milestones for 
this improvement. These should details 
both relevant actionshnescales 

Actions Timescale 

E-mail facility to be 
provided to all staff 

Development of 
Construction Integrated 
Management System 
(CIMS) 

Development of Time 
Recordine: system 
Introduction of PI’S for: 
Construction Time 

To measure the change 
in construction time from 
one year to next 

Construction Costs 

To measure the change 
in real cost of 
construction from one 
year to next 

Time Predictability 

To measure reliability of 
time estimates for 
construction projects 

Cost Predictability 

To Measure the 
capability of achieving 
actual outturn costs 
within estimated costs 

April, 2001 

March 2001 

April 2001 

Sept. 2001 

How will it be known the 
improvement has achieved 
what it was meant to? 

Introduction of E-mail 
facility to all staff 

CIMS accessible at 
Project Team Level to 
enable input of 
information, pro-duction 
of financial and project 
related reports for clients 

Enable production of 
timely fee costs for clients 
Establish, monitor and 
publish agreed PI’S and 
results 

In which of your 
plans (e.g. Service 
Plans) is this 
improvement 
detailed? 

Service Review 
and Development 
of CIMS and fee 
costing 
information to be 
incorporated into 
Service Plan for 
forthcoming year 

Service Review 
and to be 
incorporated into 
Service Plan for 
the forthcoming 
Year 



Improvement 

I 

I 

9 (Cont’d) r 

Why has the improvement 
been chosen and which 
PMP criteria does it relate 
to? 

(See review Guidelines - 
Appendix 10) 

Continuous Improvement 
and feedback from 
customer results 
PMP Criteria 10 

What is this 
improvement intended 
to achieve? This 
should be both specific 
and measurable 

To ensure we 
understand the needs of 
our stakeholders 

What are the key project milestones for 
this improvement. These should details 
both relevant actionsltimescales 

Actions Timescale 

Period for settlement of 
final accounts 

To measure and reduce 
time in settlement of 
final accounts, and 
provide more effective 
controi over capital and 
revenue programmes 

Number of 
DefectdSnagging Items 

To measure the built 
quality of the finished 
product 

Safety on Site 

To measure and 
reducefeliminate the 
number of 
accidentshazards on site. 

DisputeslClaims 

To measure and 
reduce/eliminate the 
number of 
disputesfclaims as a 
result of building 
contracts and provide 
greater certainty of 
financial results . 

Annual Customer and 
Staff Satisfaction 
Survey to be undertaken 

Sept. 2001 

How will it be known the 
improvement has achieved 
what it was meant to? 

Completion of survey. 
Results analysed and 
appropriate action taken 

In which of your 
plans (e.g. Service 
Plans) is this 
improvement 
detailed? 

Service Review 
and to be 
incorporated into 
Service Review 
for the 
forthcoming year 



. .. 

Head of Design Services 

Office Administration support 

Building Consultancy Building Consultancy 
Services FLAC/CLAC 

Education Client All Other Clients 

I 

Architecture 

Building Surveying 

Quantity Surveying 

Structural Engineering 

Mechanical & Electrical 
Engineering 

Project Management 

Planning Supervision. 

Site inspections 

Roads Maintenance, 
Design & Construction 

Traffic Management 

Transportation Studies 

Contract Preparation 
Management 

Premium Unit Network 
Management and 

Design Works 

Geotechnical Advice 

Site Inspections 

Architecture 

Building Surveying 

Quantity Surveying 

Structural Engineering 

Mechanical & 
Electrical Engineering 

Project Management 

Planning Supervision 

Site Inspections 

w 



I 1. To promote effective training, consultation 
and communication with staff, service users 
and client department in order to achieve 
a quality responsive service 

2. To develop an improved service for both 
client and Elected Members that is 
responsive to the needs of the consumer, by 
correctly identifying the requirements of 
clients, and setting service standards of 
delivery to ensure value for money is 
achieved 

3 .  To assist in the improvement of the standard 
of the housing stock, property assets and 
roads infrastructure within North 
Lanarkshire 

4. To provide educatiodtraining opportunities 
within the community 

5.  To provide guidance and technical advice to 
clients on the best use of the briefing 
process and to maintain the full design and 
project management support to the Council 
and its Departments 

6. To support client departments in respect of 
environmental regeneration for housing and 
roads infrastructure 

7. To review and reduce service fees and 
charges wherever possible through 
continuous improvement initiatives 

" 
Environment Safety & 

Development 

7. Organisational 
Development 

.I 



OUTLINE PLAN OF WORK Appendix D 

A Inception To prepare general outline of Set up Client organisation for All Client interests, Architect, Briefing 
requirements and plan future action. briefing. Consider requirements, Engineer. 

appoint Architect, QS, Engineers 
as necessary. 

Representatives, 
appraisal and recommendation in requirements, site conditions, Architect, Engineers and QS 
order that he may determine the form planning, design and costs etc., as 
in which the project is to proceed, necessary to reach decisions. 
ensuring that it is feasible 
functionally, technically, financially 
and safely. 

B Feasibility To provide the Client with an Carry out studies of user Client’s 

according to nature of project. 

C Outline To determine general approach to 
layout, design and construction in 
order to obtain authoritative approval 
of the Client on the outline proposals. 

Proposals 

D Scheme To complete the brief and decide on 
Design particular proposals, including 

planning arrangement appearance, 
constructional method, outline 
specification and costs and to obtain 
all approvals. 

Develop the brief further. Carry 
out studies on user requirements, 
technical problems, planning, 
design and costs as necessary to 
reach decisions. 

Final development of the brief, 
design of the project, preparation 
of cost plan and explanatory report. 
Submission of proposals for all 
approvals. 

All Client interests, Architects, 
Engineers, QS and specialists as 
required. 

Sketch Plans 

All Client interests, Architect, 
Engineers, QS and specialists 
and all statutory and other 
approving Authorities. 

E Detail Design To obtain final decision on every Full design of project by Architects, QS, Engineers and Working 
matter related to design specification, collaboration of all concerned. specialists, Contractor (if Drawings 
construction and cost. Complete cost checking of designs. appointed). 

F Production To prepare production information Preparation of final production Architects, Engineers and 
Information and make final detailed decisions to information i.e. drawings, specialists, Contractor (if 

cany out work. schedules and specifications. appointed). 

G Bills of To prepare and complete all Preparation of Bills of Quantities/ Architects, QS, Contractor (if 
Quantities information and arrangements for Tender Documents. appointed). 

obtaining tender. 
_ _ _ _ _ ~  ~ -~ 

H Tender  Action as recommended in NLC Action as recommended in NLC Architects, QS, Engineers, 
Action Standing Orders or other approved Standing Orders or other approved Contractor, Client. 

procedure for Selective Tendering as 
appropriate. as appropriate. 

procedure for Selective Tendering 

J Project To enable the Contractor to Action in accordance with Plan of Contractor, Sub-Contractor. Site Operations 
Planning programme the work in accordance Work. 

with Contract Conditions; brief site 
inspectorate; and make arrangements 
to commence work on site. 

K Operations To follow through to Practical Action in accordance with Plan of Architects, Engineers, 
on Site Completion of the Project. Work. Contractor, Sub Contractor, QS, 

Client. 

L Completion To hand over the project to the Client Action in accordance with Plan of Architects, Engineers, 
for occupation, remedy any defects, Work. Contractor, QS, Client. 
settle the Final Account, and 
complete all work in accordance with 
the Contract. 

M Feedback To analyse the management Analysis of job records and project. Architects, Engineers, Feedback 
construction and performance of the 
project. 

Contractor, QS, Client. 



CONTENTS 

Management Responsibility 

Quality S y s t m  

Project Initiation 

Design Activities 

Document Control 

Purchasing 

Client Supplied Product 

Equipment, Maintenance 
& Calibration 

Records RC Archiving 

Non-Conforming Product 

Internal Audits 

Training 

Complaints 

Summary of Relatcd Documents 

_______ 4 Management Responsibility applies to all stages 

4 
L 

t 

Quality System applies to all stages 1 1 

OP DES 01 

OP DES 02 - 

4.1 Management responsibility 

4.2 Quality system 

1 -- 4.3 Contract review 

A Inception 

Contract Review applies to A, B,C,D 

4.4 Design control 

4a5 Document and data control 

4.6 Purchasing 

4.7 , Control of customer supplied product 

OP DES 05 

OPDES08 

OP DES 09 

4.8 Product identification and traceability 

4.9 Prmess control 

4.10 Inspection and testing 

4.11 Control of inspection, measunng and test equipment 

4.12 lnspectlan and test status 
Surveying equipment and other testlng 

equipment - any stage. 

O P D E S 1 0 7  [ b D  SchemeDesign 

OP DES 11 - 
OP DES 12 4-k- I I 1  

DESA - 

I if of calibration I *)3-4.13 Control of nonconfonning product 

r i  I ' I  4.14 Corrective and preventative actiop 

4.15 Handling, storage, packaging, preservation and delivery 

4.16 Control of quality records 

4.17 Internal qualitv records 
I .~ ' +{-$- 4.18 Training 

Production Information 
I$pection and testinglinspcction and test 

Bills of Quantities , stitus/ statistical techniques. 
1njp;ction on site (monitoring). 

Tender Action T$stmg requirements are stipulated in 
Sficcifcation (Contract Document). 
Sth. techs. determine sample Project Planning 
sidfrequency - in Spec 

Operations on Site 

Completion Cqnective and preventive action is taken r oFthe basis of feedback, complaints and 
Feedback $nagement review. 

Al;dit, both internal and external also 
contributes. 

Q ~ W M W U R D M D ~ W A C K I  OOC 
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SCQS Best Value - Management Structure Questionnaire - February 2000 

ID 

Management Structure 

MANAGEMENT STAFF at tier level: If NO If NO Are all construction If YES 
professionals in a 

dept of their own What is it's title What is title of main dept What construction professionals are outwith main dept f5t 2nd 3rd 4th Total 

1 1 3 2 7  

19 Yes Technical Services 1 1 2 6 1 0  

1 4 14 - 19 20 Yes Property Service 

21 Yes Housing and Technical Resources Management Structure under Review 

No Construction Services none 1 1 3 10 15 
NLC 

SCQS Performance Indicators.xls [Structure] 19/01/2001 
cl...-,,. .a 



% FEE 

99/00 
7.1 ALL TRADES -NEW BUILD 

COUNCIL I.D. 
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 NLC Notes 

2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 

standard 12% 
SLA f o r z  
work 99/00 

4.00 3.90 4.22 4.05 5.50 4.00 
3.00 2.00 _-- --. 3.25 2.33 2.14 3.15 

--- 2.00 1.50 

1 -.. - Arch 5.27 3.50 5.00 _. __ 4.00 4.30 __ 6.00 5.00 ... 

Q.S. 2.00 2.50 2.50 -.. -.. 2.50 3.80 __ 
M&E Eng. 4.80 2.00 3.50 __. 

Struct Eng. --- 1.50 Ext 1.00 ..- -.. 

Planning Sup. 1.00 0.50 1.00 _.. ___ 0.50 1.00 - 0.50 0.50 -.. 
Prqect Manager 0.82 _- __ __ ___ ___ ___ 

,TOTAL , 15.02, 11.50, 14.00, --. --, 10.50, 13.00, ___ 

__ 3.50 2.50 
-.- 2.50 1.75 ___ 2.00 1.00 ... -- 2.00 2.00 0.92 

_-- ___ 1.75 21.50Ihr TIC 1.80 
--- 1.00 0.50 0.22 0.90 

1.75 _- -- 1.00 _-- NIA 0.90 

, 15.00 11.00, --- 14.00 12.00 10% -.- ___ I 15.00 8.80 10.80 

_-- 
___ 1.40 __ 1.50 0.50 ... 2.00 1.50 ALL _-- __ 2.00 100 1.3 .-- 

cow 1.13 1.50 1.00 ___ __ 1.00 0.75 __ 1.50 1.50 ___ 1 .OO I .OO INCLUSIVE' 
-.. 0.50 0.25 

._ __ Incl. __. ___ 

Ex f500K - N/Ex f lM 

Ex E2M 

No COWS 



% FEE COUNCIL I.D. 

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 NLC Notes 
2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 

6.50 _- -. NIA 4.05 Arch 6.00 NIA ... ... 4.30 -. 4.50 - ... 
--. 6.00 -- _-_ N/A 3.15 Q.S. 4.00 2.50 .-. ... 3.80 -_ 3.00 ___ 

M&E Eng. -.. __ _ _ _  __ 1.75 __. __ --. --- 1.50 __- -.. 10 .oo ... - ___ --. -- ALL __- ___ 25.00hr ALL ._ Struct Eng _- __ ... -.. 1.40 __ 
... 0.90 Planning Sup Consultant __ ... ... 1 .oo __ 0.50 --. 

_-- __ 0.90 Prolect Manager ... ___ __. --. __. 

TOTAL CHARGE 12.50 2.50 ___ --. CHARGE 13.00 -_- NIA 10.00 --_ 

2.00 __ ___ 2.00 INCLUSIVE' __ .-. INCLUSIVE 1.80 _.- .__ .-- 0.75 ___ cow 2.50 -__ ___ .- 

-_ Incl. ... .__ __ 

10.80 10% TIME TIME TIME _._ 16.00 12% __- --_ CHARGE 

4.05 Arch 6.00 N/A ___ _. 4.30 _ _ _  4.50 _. 12.00 6.50 _. ._ 
5.00 6.00 _._ ___ 4.00 3.30 3.15 Q.S. 4.00 2.50 ___ ___ 3.80 __ 3.00 __ 

- .- __ 3.00 10.00 ___ --- incl. 1.50 MaE Eng. ..- ___ ___ _. 1.75 -- 
1.40 ___ _- -- time --- ALL ... __ 2.00 25.00/hr ALL ... Struct Eng. ___ ___  ..- .-- 

2.00 INCLUSIVE' __. ... 1.50 21.50/hr INCLUSIVE 1.80 COW 2.50 ___ 
il*"rn "a I K  -_ __- --- 1.25 150.00 0.90 Planning Sup Consultant ___ ... ... 1 .oo __ 0.50 __. __ _._ 1.00 __ 0.90 Project Manager -.- __ ___ ... 

TOTAL CHARGE 12.50 2.50 --_ -_- CHARGE 13.00 ___ 

6.75 8.50 

___ -.- 0.75 - 2.00 --_ __. 

.-- __ - Incl. _._ 

TIME TIME 
10.80 10% 

NIA 10.00 -__ 17.00 16.00 12% _-_ ___ 19.50 

Arch 
0.s 
M&E Eng 
Struct Eng. 

Planning Sup. 
Project Manager 

TOTAL 

cow 

10.00 6.50 __ ___ 6.75 10.00 4.05 
3.00 --- 3.00 6.00 __ ___ 4.00 3.30 3.15 

6.50 6.00 NIA __ --. 6.50 4.30 - 4.50 __ 
2-00 4.00 2.50 __ -.. 
1.00 
1 .oo .- __ _._ ... ..- 1.40 __. 

1.00 2.50 ___ .-. ... 2.00 0.75 --. 2.00 -.. 
1 .OO Consultant .._ ..- ___ 0.50 1.00 __ 

I 
.__ ._ Incl. ... 1 .oo ..- __ ___ ... __. 

- 3.00 3.80 
3.00 1.75 Incl. 1.50 ___ _._ 3.00 9.00 _.. 

--- time -_- ALL .- ... 2.00 25.00/hr ALL -.. 

2.00 INCLUSIVE' ..- - 1.50 21.50Ihr INCLUSIVE 1.80 
0.50 --->urn ne 1 K 1.25 0.75 0.90 

__. 1 .oo 0.90 

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

_. 

_- .-- ._ 

, 15.00, 13.00, - - %  NIA , 10.00 ___ 13.00 16.00 12% ___ . 13.50. 12.50, 2.50. --_ _ _ _  ___ 19.50 10% 10.80 

4.05 6.80 8.00 
__. 4.10 3.09 3.15 
--- 3.50 8.00 

4.50 .-. 10.00 6.50 ___ .-. 

3.00 ..- 3.00 6.00 ___ 
__ ..- Incl. 1.50 I 

2.00 .-- __. 2.00 INCLUSIVE' .._ __. 1.9521.50/hrlNCLuslVE--- 
0.50 ---JmneflK 1.00 0.75 0.90 

Arch 6.50 6.00 NIA ..- .__ 4.50 4.30 --- 
Q.S. 2.00 4.00 2.50 ... --- 2.50 3.80 -__ 
M&E Eng 1 .oo -.. 

Struct Eng 1 .oo .-. ___ ... --. 

cow 1.00 2.50 .- ..- --- 2.00 0.75 __ 
Planning Sup. 1 .OO Consultant ___ -.. -- 0.50 1.00 -._ 
Project Manager 1.00 -.- __ .-. 

_______- 
_.. -- 2.50 1.75 _I -.. __ 

- _ _ _ ~  _-. -~ _.. 1.40 --. ___ --- Time --- ALL .._ __ 2.75 25.00hr ALL 

2.00 __. 0.90 _.. ... _. .-- -.. ._ Incl. ... __ __ 
~~ ~ ~ 

,TOTAL 13.50 12.50 2.50 -.- --- 12.00 13.00 __. NIA 10.00 ___ I 13.001 16.00 12% --_ -_- 22.10 10% 10.80 



% FEE 

7 0 FEES (contd) 

COUNCIL I.D. 

1 2 3 4 5 6 7 8 9 10 1 1  12 13 14 15 16 17 18 19 NLC Notes 
2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 

7.2 PLANNED MAINTENANCE (cont.) 

Arch ... -._ 
Q.S -.- __ 

_. M&E Eng. ~.. 

cow ... -.. 

__. 

_._ Planning Sup ... 

Project Manager .-. ___ - 
TOTAL -.. __. 

Ex ElOOK 

*No COWs 

42.00 38.00 26.50 35.00 
_. NIA 35.00 

42.00 25.00 -__ ___ 28.50ihr 35.00 __ 35.00 
24.00 
35.00 ___ __. 75.00 -.- 

_-. NIA ___ 28.50 36.00 29.51 NIA - ___ -- 42.00 38.00 --- NIA ___ 28.50 36.00 29.16 NIA 
23.15 NIA ___ NIA .-. 28.50 36.00 

-.- NIA __ ___ 
-_- 

~ - ~ ~ _ _ _ _ _ _ - ~  36.00 ouLturced NIA ___ 42.00 NIA ALL _-_ 
NIA -- 26.50 36.00 25.30 NIA __ --- 23.00 INCLUSIVE' ___ ___ -.. 

_.. ___ __. -_. --- NIA __ 28.50 36.00 25.69 NIA _. 
-.- NIA _. - __ .._ 43.48 NIA --- __ 

_ _  
TIME INONIOUAL 

RATES 199.00 ___  VARIABLE 140.50 216.00 176.29 NIA CHARGE ___  168.00 124.00 15% ___ .__ NIA -__ 

7.3 UNPLANNED MAINTENANCE 

General lime 


