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Introduction 

The purpose of this report is to update members on progress within the Economic Development Unit 
with the 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 North Lanarkshire Council’s 
corporate programme of Service Reviews. 

Scope of Review 

The Economic Development Unit focussed on three specific areas as part of the review: 
0 Business Loans 

Employment Grants Scheme 
Staff Absence 

Service Improvement Plan 

The attached progress report indicates the actions that have been implemented during October to 
December 2000 as a consequence of the Service review. 

Issues external to the Economic Development Unit are continuing to impact on the Unit’s ability to 
progress elements of the Improvement Plan. These include the implementation of the Lanarkshire 
Economic Forum and the ongoing review of the Planning and Environment Department. 

The Economic Development Unit was successful in its bid for seven new projects under the European 
Social Fund Objective 3. These projects are being implemented in line with the improvement 
recommendations highlighted in the Service Review. 

Performance Monitoring and Planning Audit 

The Economic Development Unit submitted its Service Level PMP Audit to Pricewaterhouse Coopers 
in October 2001. The Economic Development Unit received the Auditor’s draft report and 
improvement plan at the end of January 2001. A meeting between the Auditor and the Economic 
Development Manager will be held on Tuesday 13‘h March. Following this meeting a final report will 
be produced. The resulting “Continuous Improvement Plan” will be incorporated into the Unit’s 
Service Improvement Plan. 
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5.2 A full report on the outcome of the Service Level PMP Audit will be submitted to Committee in due 
course together with the Unit’s revised Service Improvement Plan. 

6. Recommendations 

6.1 That the Committee note the contents of this report. 

David M Porch 
Director of Planning and Environment 

Date of Report: 7 March 2001 

For further information, please contact Hazel Graham, Administrative Assistant 
Telephone: 01 236 61 6368 
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Revision of Employment Grants Scheme 
client group to avoid overlap with New Deal 
on employee side and reduce dead-weight 
by focusing on SMEs. 
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. 

Service Review Economic Development (Yr 2) Department Planning 
ACTIONS I Completed I If No 

Yes 
Yes 

Yes 

Yes 

I (in order of completion and then priority) 

md Environment 
CommenWTarget 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 3 medical referrals 
for long-tedrecurring illness. Although absence levels remain high there is a marked 
improvement on 1999/2000. 

~- ~ ~ 

Continual monitoring and reporting procedures put in place. 

Following on from the 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 recommendation a Lanarkshire 
Economic Forum is being established to agree the new delivery options. 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 significant changes may be put in place. 



Develop a Performance Monitoring 
Framework 

Increase multiple economic development 
applications to provide a more holistic 
service to businesses and people. 

Training for staff and intermediaries 

No 

No 

No 

Ongoing 

Ongoing. 

On hold until 
new schemes 
are introduced 
and 
department 
restructured. 

____ 

The Operational Performance element of the Performance Monitoring Framework is 
complete and April 2000 to December 2000 data has been entered into the framework. The 
performance indicators for 2000/2001 will be used as a baseline for future indicators. New 
projects can be added to the framework as necessary. Work is continuing on systems to 
measure customer and staff satisfaction and service improvements. 

This issue is being considered as the new schemes are developed. New business 
development initiatives have been in development and/or piloted since May 2000. Four 
business development initiatives were successful in obtaining ESF Objective 3 funding in 
December. The implementation of these schemes will take on board the improvement 
actions recommended. A number of Objective 2 applications are currently being developed 
for submission in FebruaryIJune 2001. 

The EDU offers a proactive/holistic service to businesses. A customer tracking/ monitoring 
procedure is being established as part of the Unit’s new Management- Information System, 
which will provide up-to-date client and service information. The business development 
review (Point 1) may also supersede progress with this improvement action. 

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. Customer service training will commence in January 2001 but 
no implementation date is available for the remainder of the training. 
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Review manual aspects of administering 
EGS scheme once computer system has 
Jeen fully implemented. 

Develop marketing strategy for business 
development services. 

[mproved workload management 

No 

No 

No 

Ongoing 

Ongoing 

Ongoing 

A number of meetings have been held with IT Services who have produced a preliminary 
specification for a new Management Information System. The scale of this project was 
originally underestimated and it is now expected that the new system is unlikely to be 
implemented before the end of the current financial year. More detailed specifications for 
every project/programme will be drawn up by IT before work commences on the actual 
computerised system. The first modules of the new system should be piloted towards the 
beginning of April 2001. 
The Unit is involved in developing systems to allow more services and communication to be 
delivered on-line. The Unit has been developing an e-mail database to allow easier 
communication with businesses and an e-bulletin for businesses will be launched on a pilot 
basis early in the new financial year. The development of on-line services will be 
continuous. 
A departmental working group has been reviewing all application forms within the Planning 
& Environment Department with a view to making these available on-line. The review 
includes all application forms for business development assistance. The business 
development review (Point 1) may also supersede progress with this improvement action. 

Funding for four business development projects under European Social Fund Objective 3 
was announced at the end of December. Work will commence over the next few months on 
a marketing strategy. 

Progress has been made in all teams in implementing this improvement action. Regular 
workload meetings are now held between all staff and line managers. In order to standardise 
the production of workplans across the Unit, Microsoft Outlook Calendar will be used from 
January 2001. Developmental work is ongoing. 




