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Introduction 

In terms of the Council’s Best Value Programme, Recruitment and Selection Procedures were 
identified as an activity for review in year three of the Council’s rota. 

Reviews for Best Value purposes investigate: 

0 Whether or not a service meets its objectives; 
If its standards and costs are consistent with wider policy objectives and compare favourably or 
not with those of other authorities; 
The extent of customer satisfaction with the services received; 
If adequate management information exists to allow informed decisions to be made, and 
How a start can be made to tackling aspects of the service which could be improved 

0 

0 

All reviews are undertaken with a view to fulfilling the objectives of the Council’s Best Value 
submission to the Scottish Executive. The reviews are a means of improving the quality and 
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. 

Background 

Recruitment and Selection was identified as a discrete activity of the personnel function which could 
be isolated for review as part of the Council’s Best Value Programme. It is also an activity which 
incurs expenditure of the largest, single budget, exclusive of employee costs, within the overall 
Divisional budget i.e. for recruitment advertising. 

The terms of the review focused on the recruitment and selection service as delivered by the 
Personnel Services Division. Notwithstanding this position, it was anticipated that, given the 
corporate role of the Division, the review would incorporate Council-wide indicators for recruitment 
and selection. 

The Division has established a variable charging system for its services, which accommodates 
activity-based charges, as well as employee-based rates and hourly-based rates. 

Four separate rechargeable activities were identified as comprising the recruitment and selection 
service, namely the recruitment activity; the selection activity; new starts/appointments, and 
internal/external job advertising. 
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Collectively, these four activities comprised the parameters of the review and encompassed the 
following processes:- 

Consultation and advice on vacancies 
Issuing of job information packs 
Processing application forms 
Maintaining equal opportunities databases and information bank on advertisements 
Arranging shortleets for interviews 
Organising and attending interviews 
Processing documentation for references, travelling expenses, regret letters etc 
Editing and placing advertisements, internal and external 
Authorising and monitoring expenditure on recruitment advertising 
Issuing contract documentation, joining arrangements, contract variations and related payroll and 
superannuation documentation 

Composition of the Review Team 

The review team comprised four officers from the Division, including representation from the 
operational personnel and administrative support units. 

Scope of the Review 

The scope of the review was outlined in the Project Proposal submitted to the Policy and Resources 
Committee in June 2000, as follows:- 

(a) 
(b) Success of Selection Processes 
(c) Efficiency of Appointments Procedures 

Cost effectiveness of the Recruitment Advertising Budget 

The Personnel Services Division provides the operational personnel service to a number of 
departments of the Council, namely Chief Executive’s, Administration, Finance, Planning and 
Environment and Housing and Property Services. 

For these departments, the full range of processes within the Recruitment and Selection service are 
carried out by Personnel Services. 

For the remaining departments of Social Work, Education and Community Services and the former 
Construction Services Department, this service is delivered by their in-house personnel teams, with 
the exception of external press etc. advertisements which are managed corporately, as well as 
selection interview activities for posts graded PO7 and above, which is also undertaken by the 
Personnel Services Division. 

In addition, responsibility for management of the corporate advertising budget, as well as corporate 
responsibility for the application and review of the Council’s Recruitment Policy remain within 
Personnel Services. 

The justification for selecting this activity was on the grounds that (a) it could be easily isolated as a 
self contained activity; (b) the activity had a number of indicators by which it could be measured and 
(c) that it could be more closely aligned to the requirements of client departments. 
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The review did not take into account the success or otherwise of the recruitment process in terms of 
the ability of the salary levels for particular posts to attract appropriate candidates. The review, 
rather, concentrated on the processes and mechanisms involved in the recruitment activity. 

An Improvement Action Plan has been formulated fkom the results of the review. 

Service Review Methodology 

A presentation on both the principles of Best Value and the review process for Recruitment and 
Selection was made to all staff within the Personnel Services Division. At a later stage in the 
process, a separate, more detailed briefing was given to staff on the EFQM Excellence Model. 
The principal aims of the Council’s organisational strategy, as set out in the Corporate Plan, of value 
for money, quality of service and customer orientation were identified as the key objectives to which 
the service priorities for recruitment and selection were linked. 

Within the criteria, as outlined in paragraph 3.1 above, the review group identified a range of 
potential issues to explore in terms of measuring the performance of the service. 

Cost Effectiveness of Recruitment Advertising Budget: 

0 

0 

0 Quality of advert text 
Error levels 

0 Re-advertisements 

Service provided by advertising agency 
Response to advertisements (i.e. numbers who expressed interest, but did not submit 
applications) 

Success of Selection Processes: 

0 

0 Re-advertisements 
0 Time taken to recruit 

Turnover rate for new appointees 

Efficiency of Appointments Procedures: 

0 Review of processes following offer of post, including relocation, issue of 
documentation, updating databases 

Overview of Current Service 

An overview of the current operation of the service was undertaken, utilising existing management 
information systems. The analysis incorporated a review of (a) the processes contained within the 
activities, outlined in paragraph 2.4 above; (b) the results from interrogation of the time recording 
and costing systems in relation to individual charge rates and the proportion of administrative support 
staff time on recruitment and selection and (c) quantitative data compiled on work volume. 

Benchmarking 

As part of this process, the review group had regard to two independent benchmarking groups in 
which the Division was involved. 
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4.5.2 The Division participates in the ABC Partnership, established for benchmarking purposes within 
the Best Value framework, with the following eight other participating Councils: - 

Clackmannanshire Council 
East Renfrewshire Council 
Scottish Borders Council 
Perth & Kinross Council 
Stirling Council 
Inverclyde Council 
East Lothian Council 
Midlothian Council 

4.5.3 A Recruitment and Selection Sub-Group was established in 1999, the terms of reference of which 
were two fold. First, to facilitate the sharing of best practice across the breadth of the recruitment 
and selection process and, second, to identify a number of options for benchmarking from the 
process. 

4.5.4 The Sub-Group first reported on a range of practices across the participating Councils. Thereafter, 
the group identified the following indicators for benchmarking purposes: 

e 

Application form return rates 
e 

e 

Advertising costs 

Turnover rates for new recruits 

Percentage of posts advertised internally 
Average time lapses in recruitment and selection process 

4.5.5 A number of these indicators had already been identified by the review group as set out in paragraph 
4.3 above and, accordingly, these were key indicators adopted for benchmarking purposes. 

4.5.6 The MCG Consulting Group, a private consulting firm, was engaged, through the Society of 
Directors of Personnel Scotland, to carry out an analysis of personnel activities and costs across 22 
Scottish Councils. The analysis was undertaken across the three functional areas of personnel, 
health and safety and employee development. 

4.5.7 In addition to the local authority base for benchmarking purposes, MCG also provided comparison 
with practice in the private sector which comprised a large group of organisations representing 
businesses with an employee base ranging from 1,000 to 70,000, as well as other public sector 
organisations. The list of comparator organisations was included in the final report which was 
received in January, 2001. 

4.5.8 The report incorporated results on HR staff numbers and cost, recruitment costs, training budgets, 
as well as organisational health indicators such as grievances, staff turnover, industrial tribunal 
cases and reported accidents. Only indicators on turnover rates and recruitment costs were 
considered relevant for the purposes of this particular review. 

4.6 Customer/Staff Consultation 

4.6.1 The review group considered the customer base for the service of recruitment and selection and 
questionnaires were issued to the following groups as stakeholders in the process, to ascertain their 
perceptions of the activity and its impact on their service delivery: 
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4.8.1 

5. 

5.1 

5.1.1 

5.1.2 

Applicants for vacant posts 
Candidates selected for interview 
Directors, Heads of Service and other, randomly selected, departmental managers across all 
Council departments 
Personnel Services staff 

MCG also undertook a series of face to face interviews with three client departments, namely 
Education, Housing and Property Services and Community Services. 

European Foundation for Quality Management (EFQM) 

The results from the customerhtaff consultations together with identified areas for improvement, 
based on client department feedback, were considered against four selected criteria within the EFQM 
model, namely policy, processes, people management and customer results, to structure strengths and 
areas for improvement and facilitate the formulation of the final Action Plan. The exercise was 
conducted by an Independent Assessor and involved Personnel Services staff who directly participate 
in recruitment and selection, including administrative support staff. 

Independent Appraisal 

A presentation of the review, at an interim stage, was delivered to the Best Value Officer Working 
Group, as part of a “peer review”, in September 2000. As well as noting the progress of the review 
there was an opportunity for the group to offer support and share experiences. 

Findings 

Overview of Current Service 

Key findings were:- 

0 Processes’ analysis identified a high volume of administrative and transactional tasks, involving 
both professional and administrative support staff. 

Increasing database maintenance for monitoring and reporting purposes demanded a substantial 
administrative resource. 

0 Significant proportion of time spent on activity within the administrative support unit. 

Activity costs for administrative support staff did not reflect the current volume of work and 
increased employee input, which are two of the key determinants of the activity based costing 
system. 

0 A high volume of time by professional officers on advertisements and on selection interviewing. 

0 Data not available for some indicators e.g. turnover rates for new recruits. 

It was evident from the overview that the activity demanded significant resources, in termsof both 
professional and administrative staff time and numbers, as well as Information Communication 
Technology (ICT) support. There was insufficient, independent information to conclude that the 
level of administrative and transactional activity added proportionate value to the Council. This 
trend was similarly identified within the MCG report, which reported the Council in the upper 
quartile, 31%, against a Scottish Council median of 17%, for the amount of resources given to 
maintenance activities, such as general administration and record keeping. 
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Councils Average 
NLC Average 

5.1.3 

5.1.4 

5.1.5 

5.1.6 

5.1.7 

5.1.8 

5.1.9 

5.2 

5.2.1 

5.2.2 

5.2.3 

56.3 days 
72 days 

The current recharge for administrative support to the activity, either internally to the division or 
directly to departments, is underestimated. The corollary of this finding is that other recharge rates 
are overestimated and should result in a reduction of charges, particularly for client departments 
which are not supported by the corporate service, based on the current work volume. 

Information was obtained from two private companies of indicative costs and range of services for an 
outsourced recruitment response-management service, based on tentative figures supplied by the 
review team. Preliminary findings would justify investigating the feasibility of introducing such a 
service, both on a cost and value added basis, as one of a range of solutions to be considered to meet 
the Council's expectations in terms of quality and efficiency. Further exploration would also have 
regard to other Council initiatives, such as "First Stop Shops". 

Time recording and costing systems require to be reviewed to more accurately reflect the activity 
inputs and recharge basis. 

The Recruitment Policy requires to be reviewed to reflect up to date best practice, in relation to more 
flexible working arrangements, updates in legislation, as well as initiatives such as New Deal. 

Performance Indicators require to be redefined and service standards developed. 

The findings from the overview of the current service are considered in conjunction with the 
customer consultation exercise, the results from which are outlined in section 6 of the report. 

Consideration has been given to the above findings in the Improvement Action Plan, which is 
attached as Appendix 1 to the report. 

Benchmarking 

The ABC Benchmarking Group was collating data for the period April 1999 to March 2000. 

It has not been possible to provide final results from this exercise as the data has not been collected 
in its entirety from the participating Councils. 

Based on available information the findings are: 

Advertising Costs 

I Councils Average I &547 I 
I NLC Cost I E337 I 

Whilst noting that the Council's rate is significantly lower, this information requires to be 
considered in conjunction with customer perceptions about the quality and quantity of information 
available within advertisements. The findings from the customer consultation exercise are available 
in section 6 of the report. 

Time Taken to Recruit 

The stages in this process reflect the number of days from the request for advert to the interview 
date. 
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Councils Average 
NLC Average 

5.2.4 

5.2.5 

5.2.6 

5.2.7 

52.4% 
53 % 

MCG report in their findings that the private sector average, from advertisement to job offer, is 43 
days 

Councils Average 
NLC Average 

There is concern at the timescale reported for the Council and a recognition, from the information 
collated, that the timelapse is generated in the period between the closing date for posts and the 
interview date. The availability of Personnel Officers for interviews is acknowledged as a potential 
factor, as well as the protracted timescale for consideration of applications within departments. 

27.36% 
70 % 

Application Form Return Rates 

Staff Groups Private Sector 

Managerial/ 9.0 
Professional 

Median 
Scottish Councils NLC Rate 

Median 
8 4.8 

% of Posts Advertised Internally and Internally/Job Centre 

Operatives * 

Teachers 

11.7 14.4 18.0 

5 .O 3.5 

It is recognised that the Council’s strategy to maximise redeployment options for the former 
Construction Services Department is one factor which has influenced the Council’s high percentage 
rate, e.g. 100% of manual posts was restricted to internal recruitment, in the first instance. For the 
future, the recruitment processes should reflect best practice by ensuring access opportunities, at 
the broadest level, as far as practicable. 

Participation in this exercise has profiled the varying structures and range of responsibilities among 
the nine Councils and the results, therefore, are qualified accordingly. 

Completion of the benchmarking exercise with the participating Councils has been included in the 
Improvement Action Plan. 

The Review Team also compared the range of services provided by advertising agencies engaged by 
the Councils and their discount rates. Based on information available, it was concluded that the 
Council’s advertising agency, Barkers, compares favourably in terms of recruitment advertising. 

MCG results fiom the wider comparator base reported on several indicators, which could inform the 
review. 

Group Turnover Rates (%) 

Clerical/ * 
Administrative 

11.7 10.1 8.3 

*Private sector database figures show combined ‘support staff data for clerical/administrative and 
operative staff. 
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Private Sector Median 
Scottish Councils Median 
NLC Rate 

Total Staff Turnover 

15% 
10.2% 
9.8% 

6 .  

6.1 

6.2 

Private Sector Median 
Scottish Councils Median 

1,073 
345 

While a certain level of staff turnover is generally felt to be desirable inorder to bring new blood 
into the organisation, it inevitably carries cost implications in terns of recruitment costs and loss 
of skills. Notwithstanding this aspect, MCG also report on an industry sector evaluation of staff 
turnover, which presents Local Government (UK wide) as the sector with the lowest turnover rate 
(1 1.9%). The report also indicates that in a 1999 CBI survey, the average was 19%. 

The Council’s rate is not distinguished significantly fi-om the Scottish Councils’ median, 
however, there is no objective data available to explain the low turnover rates and any views 
expressed at this juncture could only be speculative. 

Advertising Costs 

While a different calculator base was used for this benchmarking indicator, a similar trend has 
emerged, with the Council’s rate being lower than both other Councils and the private sector’s 
median rates. Advertising rates are determined, in large part, by the amount of text contained 
within the advertisement and, therefore, as referred to in paragraph 5.2.3 above, this finding has to 
be considered in conjunction with customer perceptions about the quality of advertisement, as 
outlined in section 6 of the report. 

Customer Consultation 

The analyses from the customer surveys are outlined in Appendices 2 - 4 to the report. 
Supplementary comments and suggestions for improvement were welcomed and have been taken 
into account in the final action plan. This commentary also incorporates the feedback from the 
MCG interviews undertaken with client departments. 

Some of the common areas of concern included: 

More information about job and person specifications in advertisements 

More information about the Council in information packs 

Timescales in process not satisfactory 

0 Quicker response to advertisement enquiries 

More flexibility required in Recruitment Policy in terms of the role of professional Personnel 
Officers 

0 Advertisements not progressive/dynamic 

Best Value Recruitment and Selection Report 208 



9 

6.3 

6.4 

7. 

7.1 

7 . 2  

8. 

8.1 

8.2 

9. 

9.1 

0 

0 

The findings reveal a trend among customers that more information could be provided about 
advertised posts. This trend correlates conversely to the Council’s low advertising rate. 

Similarly, timescales in the process and communications with departments were recurring themes 
in the findings. The issue of timescales has been earlier acknowledged at paragraph 5.2.3 above. 

Personnel Services Staff Consultation 

Suggestions for improvement arising from the staff consultation exercise, together with the results 
from the EFQM exercise, have been taken into account in the formulation of the action plan. 

Key areas of concern related to: 

0 

0 

0 

0 

Conclusions 

The Improvement Action Plan has been formulated to incorporate the Division’s response to the 
key findings from the Best Value Review. These actions are considered necessary to demonstrate 
the Division’s commitment to continuous improvement, having regard to economy, efficiency and 
effectiveness, and to align the service more closely to Council objectives. 

The Division will continue to monitor progress on the Action Plan and report developments to the 
Personnel Services Committee. 

Recommendations 

It is recommended that - 

(a) the contents of the Improvement Action Plan resulting from the Best Value Review of 
Recruitment and Selection be approved, as follows: 

0 Update the Council’s Recruitment and Selection Policy and produce guidance notes in terms 
of legislation, new initiatives and best practice 

0 Introduce operational handbook for corporate Personnel staff 
0 Improve Divisional communication processes 
0 Investigate options for provision of a recruitment response management service 
0 Improve content of advertisements and recruitment pack information 

Maximise use of information technology. 
Extend staff development programme. 

0 Undertake consultation with stakeholders. 

Greater use of IntranetDnternet facilities 

Communications between Personnel Services and client departments need to be improved 

Communication processes within the Division and with client departments 

Unrealistic timescales within process to accommodate volume of work 

High proportion of professional staff time on administrative tasks 

Closer alignment of training and development to learning outcomes 

Best Value Remimcnt and Selection Rwrl 
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Redefine current and introduce new performance indicators. 
0 Introduce Service Statement, and 

(b) the Committee, otherwise, notes the terms of the report. 

Head of Personnel Services 
Members seeking further information on the contents of this report are asked to contact Iris Wylie, Head of 
Personnel Services on extension 221 5.  
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Appendix I 

Service Review - Improvement Action Plan - Personnel Services Division - Recruitment and Selection 

~~ ~~ 

Description of the Planned 
[mprovement 

1. Update the Council’s 
Recruitment and 
Selection Policy and 
produce guidance notes 
in terms of legislation, 
new initiatives and best 
practice 

1. Introduce operational 
handbook for corporate 
Personnel staff 

Why has this 
improvement been 
chosen and which 
Performance 
Management and 
Planning (PMP)* 
criteria does it relate 
to? 

Feedback from 
Customer/Staff 
Surveys. 
PMP Nos. 1 ,2 ,3 ,9  

Feedback from 
Customer/Staff 
Surveys. 
PMP Nos. 1,2, 5,6,9,  
10 

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

More flexible policy 
to reflect customer 
requirements. 
Compliance with best 
practice and Council 
objectives. 

To ensure 
consistency of quality 
of advice to 
departments. 
Provide more 
efficient service. 
Support continuous 
improvement. 

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

Actions 

Consult with client 
departments. 
Revise policy. 
Develop guidance notes. 

Development of handbook. 
Staff briefing sessions. 
Introduction of handbook. 

Timescale 

Dec 2001 

Dec 2001 
Mar 2002 

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

Committee approval. 
Application of policy 
and guidance notes. 
Further 
customer/Staff 
Survey analysis. 

Implementation of 
handbook. 
Further 
customer/S taff 
Survey analysis. 

In which of your plans 
{e.g. Service Plans} is this 
improvement detailed 

Service Review and to be 
incorporated in Service 
Plan for forthcoming year. 

Service Review. 

* Performance Management and Planning Criteria (PMP) attached at Appendix 1A 



Description of the Planned 
Improvement 

3. Improve Divisional 
communication process 

4. Investigate options for 
provision of a 
recruitment response 
management service. 

5. Improve content of 
advertisements and 
recruitment pack 
information 

Why has this 
improvement been 
chosen and which 
Performance 
Management and 
Planning (PMP) 
criteria does it relate 
to? 

Feedback fiom 
Customer/Staff 
Surveys. 
PMPNos. 2,5,9 

Customer/Staff 
Surveys analysis. 
PMPNos. 2,4,  5,6,  7, 
9 

Feedback from 
Customer/Staff 
Surveys. 
PMP Nos. 1 ,2 ,4 ,9  

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

Improve level of 
communication with 
staff and client 
departments. 
Improve cross 
functional knowledge 
and understanding. 

Improve operational 
efficiency. 
Improve levels of 
service to customers. 
More efficient 
management of 
resources. 

Improve quality of 
information packs. 
Standardise level of 
information to 
applicants. 
Raise profile of 
organisation. 

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

Actions 

Review existing 
communication processes. 
Introduce procedure for 
regular liaison meetings 
with client departments. 

Review of processes. 
Options appraisal. 

Preparation of promotional 
material for departments 
and Council. 
Preparation of corporate 
style job related 
information. 

Timescale 

Apr 2001 

June 2001 

Feb 2002 

Aug 200 1 

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

Implementation of 
improved 
communication 
procedures. 
Further 
customer/Staff 
Survey analysis. 

Implement results of 
options appraisal. 
Further 
customer/S taff 
Survey analysis. 

Template for 
recruitment pack. 
Further 
customerJS taff 
Survey analysis. 

In which of your plans 
{e.g. Service Plans} is this 
improvement detailed 

Service Review 

Service Review and to be 
incorporated into Service 
Plan for forthcoming year. 

Service Review. 
Service Plan. 



Description of the Planned 
Improvement 

6. Maximise use of 
information 
technology. 

7. Extend staff 
development 
programme. 

3. Undertake consultation 
with stakeholders. 

Why has this 
improvement been 
chosen and which 
Performance 
Management and 
Planning (PMP) 
criteria does it relate 
to? 

Modernising 
Government agenda. 
Feedback from 
Customer/Staff 
Surveys. 
PMP Nos. 1 ,2 ,5 ,9 ,  10 

To make best use of 
our people. 
To actively support 
continuous 
improvement. 
PMP No. 1, 2, 3,4, 5, 
6,799 

Continuous 
improvement. 
PMPNos. 1 ,  2, 3,4,  9 

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

Raise profile of 
service. 
Provide better service 
to departments. 
Improve 
communications. 
Extend accessibility 
of information. 
Improve management 
information. 

Demonstrate best 
practice. 
Enhance personal 
development. 
Align skills and 
knowledge to service 
requirements. 

To ensure we 
understand the needs 
of our stakeholders. 

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

Actions Timescale 

Increased recruitment 
information on 
IntraneVInternet. 
Review of time recording 
and costing system. 
Produce service 
information portfolio. 

Annual Training Needs 
Analysis. 
Cost and schedule 
development needs. 
Monitor results. 

Conduct annual 
stakeholder satisfaction 
surveys. 

Sept 2001 

Apr 2001 

Dec 2001 

Apr 2001 

Apr 2001 - 
Mar 2002 

Mar 2002 

Sep 2001 

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

Publish information 
on Internethtranet. 

Accurate costing of 
service. 
Access to service 
information. 

Completion of TNA. 
Implementation of 
agreed action. 
Performance 
measurement. 

Completion of 
surveys. 
Analysis of results. 
Publication of results 
and actions taken. 

In which of your plans 
{e.g. Service Plans} is this 
improvement detailed 

Service Review. 
Service Plan. 

Service Review. 
Service Plan. 

Service Review. 
Service Plan. 



Description of the Planned 
Improvement 

9. Redefine current and 
introduce new 
performance indicators 
and service standards. 

10. Introduce Service 
Statement 

Why has this 
improvement been 
chosen and which 
Performance 
Management and 
Planning (PMP) 
criteria does it relate 
tn? 

To actively support 
continuous 
improvement and 
inform customers of 
our performance. 
PMP Nos. 5, 7, 8,9, 10 

To provide 
stakeholders with 
information about our 
service. 
Customer/Staff 
Surveys. 
PMP Nos 1,2 ,3 ,4 ,6 ,  
7, 10 

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

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

Raise profile of 
Division. 
Outline levels of 
service to 
departments. 

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

Actions Timescale 

Participation in inter- 
Council benchmarking 
group. 
Introduction of 
performance indicators for 
new recruits. 

Development of Service 
Statement. 

Apr 2001 
onwards 

June 2001 

June 2001 

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

Monitor and publish 
results. 

Sharing of 
information. 

Production of Service 
Statement. 

In which of your plans 
{e.g. Service Plans} is this 
improvement detailed 

Service Review. 

Service Review. 
Service Plan. 



Appendix 1A 

A summary of the BMP criteria 

. _i. _. , 

I. We understand the needs, expectations and priorities of all our stakeholders 

2. We have decided on the best ways to meet these needs, expectations and priorities 

1. We have detailed plans for achieving our goals 

1. Our plans are clearly based on the resources we have available 

- .  ..._ .. ̂__.__,... - - -  - .... 
5. We make best use bfour airailal.de 'resources 

5. We make best use of our people 
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0% 

55 

Questionnaire Response from Applicants for vacant posts 

64 ClericallAdministrative 

ProfessionaVManagerial 

0 ManuaVCraft 

Response = 39% 

51 % 
40 

~~ 

What type of vacancy are you applying for? 

m3 to4 Days 
OSto7Days 
0 More than a Week 
II Other 

EOL I 

How would you rate the advert appearance? 

E i G d  

Average 

U No Response 

How did you request the application pack? 

U Reception, 

U Other 
Civic Centre 80% 

Appendix 2 

How did you hear of this vacancy? 

El Internal Bulletin 
Local Press 

0 National Press 
0 Intranet/lnternet 
W Other 

How would you rate the advert content? 

11% 

1 El  Good I 

After requesting the pack, how long did it take to arrive? 

1% r2% 

6%-\ ( / IL11 to 2 Days 



.
 



Questionnaire Response from candidates selected for interview Appendix 3 

qesponse = 33% 

What position did you apply for? 

Professional 
WAPT&C 
0 Manual 

58% 

How much notice did you have of your interview date? 

3% 6% 
Less than One Week? 
One Week +? 

0 Two Weeks +? 
OOther. Please state 

5% 3% 

53% 

Did the interview start on time? 

How long did you have to wait between the closing date 
for application and being told that you had an interview? 

BlOne Week +? 
.Two Weeks +? 

OThree Weeks +? 
0 Four Weeks +? 

Other, Please State 

6% 3% 19% 

30% 

% 

Did the interview letterlpack provide sufficient 
information for you to prepare and attend the interview? 

26 

0 No Response 

During the interview were you made to feel at ease? 

10% 



Did you feel that the interview was: 

% 

Did you feel that the questions asked were appropriate to 
the post? 

3% 

97% 

Did your interview last the anticipated time? 

Appendix 3 (condtd) 

Did you feel that the interview was: 

16% 

84% 

Were you given the opportunity to ask questions? 

3% 

97% 

How long after your interview were you advised of the 
outcome? 

MOne Week +? 

OTwo Weeks +? 
OThree Weeks +? 

Mother, Please state 



The recruitment and selection procedure at North 
Lanarkshire Council is efficient 

29 

% 
I4 Disagree 

Sufficient information was provided about the post 

19% 

Appendix 3 (condt'd) 

The interview was conducted in a professional manner 

9% I 

I Disaaree I I 

I feel that I was treated fairly and given the opportunity to 
state my strengths to the panel 

13% 

Agree 

87% 



-. 




