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Date: 7 October 1999 

NORTH LANARKSHIRE COUNCIL 

REPORT 
AGENDA KEM NO* 

Ref: CMcNSWREP.611 

To: ECONOMIC DEVELOPMENT COMMITTEE Subject: 

From: DIRECTOR OF PLANNING & ENVIRONMENT 
ECONOMIC DEVELOPMENT UNIT - 

SERVICE REVIEW 
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Purpose of Report 

The purpose of this report is to update members on the current review of services which is being 
undertaken within the Economic Development Unit as part of the Government Best Value initiative. 

Background 

a 
North Lanarkshire Council agreed to undertake a full range of reviews covering all relevant services 
over a 5 year period. A rota for the review of services was agreed with Economic Development 
services being reviewed in year 2 (current year) of the programme, 1999/2000. 

Scope of Review 

The review will require the Economic Development Unit to demonstrate that systems to enable 
continuous improvement have been developed and are implemented within the Unit’s everyday 
practices. In addition the Unit requires to demonstrate to independent auditors that key services have 
been reviewed and an option appraisal carried out. 

For this purpose, the Economic Development Unit have identified 3 issues which they are focusing on 
as part of this review. They are as follows: 

(i) 
(ii) Employment Grant Scheme 
(ii) Staff Absence 

Business Loan Services (Small Business Support Scheme and West of Scotland Loan Fund). a 
The review of Business Loan Services and the Employment Grants Scheme, will examine the 
following key issues- Are the service objectives being met? Is the service the most effective i t  could 
be and is it being delivered in the most efficient manner? 

In reviewing staff absence, the Unit will review sickness and absenteeism levels within the Unit, 
establishing targets and mechanisms for improvement. 

Review Methodology 

To undertake this review, a number of techniques will be used. These are as follows:- 

Benchmarking 

The Economic Development Unit is a member of a Benchmarking Club which exchanges information 
on performance, processes and costs with regard to the delivery of Economic Delivery Services in local 
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authorities. Through a process of benchmarking, this best practice can be identified and new ideas for 
service improvements be implemented. 

Whilst this process seems straightforward, in practice there has been some difficulties. The nature of 
economic development services across local authorities in Scotland is very different. As a result it has 
been difficult to compare like with like. Services in each local authority are adapted to meet the needs 
of their local economy and therefore it is not always possible to make comparisons and to implement 
outside practices. However some useful information has been obtained from this source. 

In addition to the Benchmarking Club, the Economic Development Unit have identified particular areas 
of expertise outwith local authorities where best practice can be identified. Meetings have been held 
with British Steel Industry Ltd and the Bank of Scotland to discuss loan service procedures. These 
meetings have been helpful. 

5. Customer Consultation 

5.1 The Planning and Environment Department has undertaken an extensive customer consultation 
exercise and as part of this the Economic Development Unit has had feedback from 256 users of its 
services. This information will be used to improve services according to the needs of customers. 

e 6. Staff Survey 

6.1 A staff survey was undertaken within the Economic Development Unit. Again this information will be 
used to identify issues and possible solutions. 

7. Other Consultation 

7.1 It is intended that further consultation will take place with partners and other client groups cf the 
Economic Development Unit. 

8. Performance Monitoring 

8.1 Methods for monitoring the performance of the services provided by the Economic Development Unit 
have been in place since local government reorganisation in 1996 and are key to measuring any service 
improvements. These systems are mainly manual and a time consuming method of measurement. As 
part of the EDU review, a client management system has been developed and it is intended that this 
system will be expanded and developed. This will allow easy and regular measurement of activity. 
Methods of measuring other types of activity such as project development and other internal operations 
is currently being considered. 0 

9. Internal Audit 

9.1 Internal Audit have reviewed the EDU’s financial procedures and a report identifying areas for 
improvement has been implemented. 

10. Value for Money Assessments 

10.1 VFM assessments are currently being carried out by Management Services for EDU Loan Services and 
the Employment Grant Scheme. This will examine the cost and effectiveness of the services and make 
recommendations to address any shortcomings. 

11. Self Assessment 

11.1 The Unit are currently implementing the European Foundation for Quality Management self 
assessment procedure. This will focus initially on the services being reviewed and will encourage 
scrutiny. 
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Job Costing System 

The EDU has implemented a JCS for all staff. This requires all staff to complete time sheets and 
provides information on the real cost of service delivery. 

Option Appraisal 

In concluding the reviews, a series of recommendations will require to be made and these should reflect 
one or more of the following options:- 

a Continue to provide the existing service in-house. 
Continue to provide the service in-house but on an improved, modified basis. 
Subject the existing or modified service to voluntary competitive tendering 
Cease to undertake the service (or part thereof) 

b 

b 

b 

b Externalise the service. 

We will require to demonstrate that the recommendations made can be justified based on the review 
carried out and i t  is therefore critical that the methodology and the processes undertaken in this review 
are thorough and can stand up to external scrutiny. 

Conclusion 

Since local government reorganisation and the establishment of the Economic Development Unit, the 
Unit has continually evaluated its programmes and reviewed the focus of its services. By the nature of 
the activity we undertake, it is necessary that the Unit can respond to the needs of the local economy 
and as a result of the large proportion of external funding received, particularly through Europe it has 
always been necessary for us to independently evaluate our services. This method of working means 
that we are confident that the Economic Development Unit can respond well to Best Value. 

A considerable amount of time and effort has gone into the preparations for the service review and it 
has been difficult not to let this effect front line services. The review team have communicated and 
involved front line staff throughout the process and it is intended that this will continue through the 
process so that those involved in delivering the services can contribute to the decisions being made. 

Recommendation 

It is recommended that members note the contents of the report. 

David M. Porch 
Director of Planninq and En\ironrnent 

For further information, please contacI Caitriona McAuley, Senior Marketing and Policy Officer 
Telephone: 01236 616279 




