
NORTH LANARKSHIRE COUNCIL 

REPORT 

1. Purpose of Report 

The purpose of this report is to advise the General Purposes Committee of the present status of the 
Improvement Action Plan adopted following the Best Value Review of the printing service reported to 
the Committee on 261h January 2000. 

2. Background 

Members will recall that the Council’s Best Value submission, together with the Action Plan under 
the Best Value Regime was approved by the Scottish Office in December 1998. As part of that 5-year 
plan the printing service provided by the Department of Administration fell to be the subject of review 
in the second year of the review process. 

The review, which fulfilled all of the objectives of the Council’s Best Value submission and Action 
Plan and supported the process of continued improvement by the preparation of an Improvement 
Action Plan was contained in a report by the Director of Administration to the meeting of the General 
Purposes Committee on 261h January 2000. 

3. Considerations 

The Improvement Action Plan contained Improvement Actions deemed to be appropriate for the 
development of the printing service, described briefly as follows 
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Availability of information on services to customers, including an internal and external survey 
of customers; 
Clarifying guidance on ordering of printing and printed materials and standardisation of 
processes; 
Enhancing the delivery service of finished work to customers; 
Enhancing the equipment links between the printing facility and users; 
Personal Development Plans for employees; 
The development of a range of Key Performance Indicators for the service; 
Maintenance of points of contact with benchmarking partners to achieve best practice. 

The status of each of these Improvement Actions is as follows - 

0 Availability of information on services to customers, including an internal and external 
survey of customers 

The printing service is seen, at the outset, as integral to the service provided by the Department of 
Administration in responding to the demands of the Council, its Committees and Sub-Committees and 
meeting the demands of the democratic process by producing approved business papers to meet the 
timescales within parameters set by access to information legislation. To that extent, the level of 
additional photocopying and supply of pre-printed stationery can only be determined by the 
availability - outwith the provision oi core business - of printing capacity. 
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It was clear, from the initial customer survey undertaken, that departments of the Council were not 
fully aware of the full range of services offered by the printing service, both here in the Civic Centre 
and in the Municipal Buildings, Coatbridge, where a parallel service exists and that was emphasised 
when the Review Group of service users met to analyse the results of the surveys. 

To address this, a promotional booklet has been devised with details of the full range of volume 
copying, colour copying and offset printing available from the service, with costs, ordering processes 
and indications of departmental usage. 

0 Clarifying guidance on ordering of printing and printed materials and standardisation of 
processes 

Guidance notes and a manual of instruction, including the standardisation of photocopying requisition 
forms, pre-printed materials requisitions forms and work sheets, have been created. 

0 Enhancing the delivery service of finished work to customers 

One of the issues which the customer survey revealed as discouraging the use of the service by 
departments was the absence of a service delivering completed work back to its source of origin. The 
present courier service, which provides a twice daily mail service between the main departmental 
offices of the Council, is a means of delivery of some of the less-weighty copying and pre-printed 
stationery orders, but there are bulk orders which cannot be delivered by this method, not only to the 
main departmental offices, but also to other satellite departmental offices. There is in place an 
agreement with the Department of Community Services for the delivery of agenda and mail to 
members and the feasibility and cost-effectiveness of a similar courier pick up and delivery service for 
printing material is under investigation. 

Enhancing the equipment links between the printing facility and users 

The target measure linked to enhancement was the examination of the quality and type of equipment 
suitable and available for the purpose. This is an ongoing issue and one which will remain under 
scrutiny. Initially, given the demands on the printing service to produce agenda, minutes etc., and the 
action proposed in the Administration Service Plan at the time to explore the possibility of publishing 
agenda on the Intranet, it was possible, in consultation with Xerox UK Limited, to replace volume 
copying equipment in the Motherwell print Room in line with a computer software package which 
permitted scanning of documents for printing and for publication on the Intranet. This installation 
took place in March 2001. 

Continuing examination of the potential for the further enhancement of the facilities has resulted in 
the development of the system entitled ‘MARS’ which will fully provide on the Intranet and on the 
Internet access to the notices calling meetings, agenda and minutes of meetings of the Council and its 
Committees and Sub-Committees. 

0 Personal Development Plans for employees 

The Department of Administration has made a commitment to Scottish Enterprise Lanarkshire to 
work towards Investors in People Accreditation. Personal Development Plans have been created for 
all of the employees operating within the printing service and these PDP are subject to review in the 
near future. 

0 The development of a range of Key Performance Indicators for the service 

Performance Indicators presently in use serve both as tools of management information and as 
performance indicators as they relate to completion of work details and to income achieved. The 
information gathered does give an indication of the turnaround time for photocopying and pre-printed 
stationery orders and the level of income generated by the printing units in the Civic Centre and the 
Municipal Buildings, Coatbridge. Work continues to refine and further develop appropriate 
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performance indicators. However, details of the financial year when the initial review and report was 
completed and the subsequent years shows the following - 

1999l2000 2000/2001 2001/2002 

Photocopying 99.25% 100% 
(Completed same day) 

90% 

Pre Printed Stationery 95% 
(Completed 1 week) 

100% 100% 

Printing Income 2497,666 2420,096 2427,747 

0 Maintenance of points of contact with benchmarking partners to achieve best practice 

At the time of the initial review of the printing service, the Council joined with other local authorities 
in a Best Value Club. It was a short lived group mainly for the purpose of exchanging information on 
best value, on production capabilities and on best practice. Possible performance indicators which 
emerged from the work of the group related to issues such as cost of sales, direct materials, gross 
profit, overheads, lost days, direct chargeable hours, average value of each job, delivery dates and 
sales by employee. 

4. Recommendation 

The Committee is recommended to note the present position with regard to the progress of the 
Improvement Action Plan for the printing service and to note that a further progress will be presented 
in course. 

of Administration 

mbers seeking further information with regard to this item are asked to contact John Fleming, Head of 
Central Services, on extension 2228. 
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