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NORTH LANARKSHIRE COUNCIL 

Date: 5 OCTOBER 2000 

REPORT 
AGENDA lTEH N 0 . S  

Ref : CMcAiREP732 

To: ECONOMIC DEVELOPMENT COMMITTEE Subject: ECONOMIC DEVELOPMENT 
UNIT SERVICE IMPROVEMENT 
PLAN -MONITORING REPORT 

~~ 

From: DIRECTOR OF PLANNING & E N V I R 0 " T  r 
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Purpose of Report 

The purpose of this report is to update members on progress with implementation of the Service 
Improvement Plan which was developed as part of the Unit's Best Value Service Review. 

Background 

The Economic Development Unit began to review its services in Year 2 of the corporate five year rota 
which will see all of the Council's services reviewed as part of the Government's Best Value initiative. 

Scope of Review 

Members will recall that the Economic Development Unit focussed on three issues as part of the review. 
They are as follows: 
0 Business Loans Services 
0 Employment Grants Scheme 
0 StaffAbsence 

Service Improvement Plan 

Attached is a progress report indicating the actions that have taken place as a consequence of the Service 
Review. There has been slippage in the timetable for implementation of the improvements which has 
been due to pressures of workload compounded by staff shortages. 

Other issues external to the EDU have impacted on the ability of the Unit to progress elements of the 
improvement plan. These include the recent review of Economic Development services by the Scottish 
Executive and the ongoing review of the Planning and Environment Department structure. In addition, 
changes to European Funding resulted in a number of services drawing to a close and some new 
services are currently the subject of Objective 3 applications. The outcome of these applications will 
not be known until later in the year but they will have taken on board the improvement 
recommendations made in the Service Review. 

All of the actions are being progressed and in an attempt to ensure that progress is made, these have now 
been prioritised. There is an increased requirement for improvement actions to meet SMART (Specific, 
Measurable, Agreed, Realistic, Time Related) criteria and therefore timescales have been specified. 

The establishment of appropriate measurement and management systems is a key priority so that 
progress can be measured more concisely and improvement plan timetables more realistically set. 
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4.5 Whilst the Unit has put in place new procedures for managing absence, the Unit continues to have a 
high absence level. This is partly due to a number of long term absences. The Unit also has a small 
number of staff which means that an absence through illness of one or two members of st& can reflect 
an above average % level. 

4.6 The Economic Development Unit has identified additional improvement actions that are now required 
and these have been added to the attached plan. 

The Economic Development Unit is committed to changing the services to ensure that an improved 
service is offered to customers. 

4.7 

5. Recommendations 

5. I Members are asked to note the contents of this report. 

avid M Porch 

For further information please contact (Caitriona McAuley, Senior Marketing and Policy Officer, Tel: 01236 616279). 

Date of Report: 7 September 2000 
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Service Review Economic Development (Yr2) Department: Planning and Environment 

ACTIONS (in order of 
Completion 
And then priority) 
Revision of Employment Grants Scheme 
client group to avoid overlap with New 
Deal on employee side and reduce dead- 
weight by focusing on SME’s. 
Implementation and Raising Awareness of 
Corporate Policy on Managing Absence. 

Monthly monitoring reports for absence 
data. 
Strategic review (including an option 
appraisal) of business development 
activity. 

Develop a Performance Monitoring 
Framework 

Develop procedures to include option 
appraisals for all new business 
development programmes 

Completed Status 

Ongoing 

Ongoing 

New action 

Commentsflarget for Completion 

Original EGS scheme now withdrawn along with the other business development programmes. New 
programme being developed which will focus on distinct client group. 

Formal procedures established & communicated to staff. All appropriate staff trained in Council 
procedures. All staff subject to ‘Return to Work Interviews’ and appropriate medical referrals for 
long-termhecurring illness have been undertaken. Despite the above actions, absence levels remain 
high. 
Continual monitoring and reporting procedures put in place. 

Following on fiom the report of the Scottish Executive’s Enterprise & Lifelong Learning Committee. 
NLC has been involved in discussions with SLC and more recently SEL regarding future delivery 
mechanisms for business development services. Whilst NLC/SLC are keen to resolve this situation, 
changes in personnel at SEL and the Scottish Enterprise Review has made it difficult for all partners 
to enter into discussions at an earlier stage. It is important that any new service delivery option has 
the support of all Lanarkshire partners. In line with the Enterprise & Lifelong Learning Committee 
recommendations a Lanarkshire Economic Forum is to be established. This Forum will consider 
among other economic development issues, delivery options for business development services in 
Lanarkshire. A working group has been formed to set up the forum. The previous timescale for the 
completion of this option appraisal of June/July 2000 was set without having a control over the 
processes involved. Given the mechanisms that have now been set in place and the partnership 
element to this appraisal, it is not unrealistic to anticipate that a further 12 months will be required 
before consideration of options begins with implementation being planned for early 2002. 
Significant progress has been made with the development of the fiamework. Design is almost 
complete but implementation has taken longer than forecast due to the departure of lead officer and 
the post remaining unfilled for 4 months. The post is due to be filled in October and it is expected 
that the framework will be operational by the end of the year. The fiamework when fully developed 
will measure performance of economic development activity, customer and staff satisfaction and 
service improvements. 
This is a newly identified improvement action, which is as a result of the conclusions reached in the 
service review. All new business development programmes including those that are the subject of 
Objective 2 & 3 applications will require to be piloted for a period of 3 months during which detailed 
costs, process maps, customer consultation etc will take place. At the end of the ‘pilot period’ an 
option appraisal will be carried out. The mechanisms for doing this will be in place by end of 
September 2000 with pilots running from October to January. It is anticipated that agreed delivery 
mechanisms will be in place for new programmes for the new financial year. 
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Increase multiple economic development 
applications to provide a more holistic 
service to businesses and people. 

Training for staff and intermediaries 

Review manual aspects of administering 
EGS scheme once computer system has 
been fully implemented. 

Develop marketing strategy for business 
development services. 

Improved workload management 

NLC - North Lanarkshire Council 
SLC - South Lanarkshire Council 
SEL - Scottish Enterprise Lanarkshire 
EDU - Economic Development Unit 
EGS - Employment Grants Scheme 
SME’s - Small to Medium Enterprises 
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On hold 
until new 
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are 
introduced 
and 
department 
restructure 
d. 
On hold 
until new 
schemes 
are 
introduced 
and new 
Informatio 
n System 
developed. 
On hold 
until new 
schemes 
are 
introduced. 
Ongoing 

in development a&lor piloted since May 2000. Some are now the subject of Objective 3 
applications and others will be Objective 2 applications to be made for the end of the year. The 
implementation of these schemes will take on board the improvement actions recommended. 
A key client list has been drawn up and the Unit will offer a proactiveholistic service to these 
businesses. Monitoring this at present is difficult, but the Unit is developing a new Management 
Information System with IT over the next 6 months which will assist in this, providing up to date 
client and service information. The business development review (Point 1) may also supersede 
progress with this improvement action. 
All supervisory staff have participated in the NLC Managing Absence training course. Other training 
will be implemented according to the needs of the above new programmes and the outcome of the 
business development review. Additional training in Management Skills, IT and Customer Service is 
being developed on a department wide basis, but lack of resources has to date delayed 
implementation. It is intended that resources will be identified as part of the department 
restructuring. No implementation date for this is available. 

The EDU is developing new Management Information Systems with IT over the next 6 months that 
will assist in this, providing up to date client and service information. The Unit is involved in 
developing systems to allow more services and communication to be delivered on line. The new 
system is expected to be completed and implemented by the end of the current financial year. The 
development of on line services will be continuous. The implementation of the new business 
development programmes will take on board the improvement actions recommended for the previous 
programmes with regards to the manual administration. The business development review (Point 1) 
may also supersede progress with this improvement action. 

Will be developed when the funding for the new services is agreed and their future secured. This 
will follow on from the outcome of the Objective 2 and 3 applications. 

Progress has been made in all teams in implementing this improvement action. Regular workload 
meetings are now held between all staff and line managers. However documentation of meetings still 
needs to be improved and work plans written. The implementation of this improvement action has 
been delayed due to heavy workloads; staff absence and holidays but it should be implemented fully 
within the next three months. 




