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1. INTRODUCTION 

1.1. The Best Value Regime was introduced in 1997 by government as a means of improving the 
quality and cost-effectiveness of council services, improving Councils’ internal management and 
involving the public in setting standards of service and council priorities. 

1.2. The principles of Best Value are fundamental to how the Council conducts its business and 
delivers services to the residents of North Lanarkshire. It involves every Department of the Council 
and requires all employees to think more about the way they work and how they can contribute to the 
Council ’s effectiveness. 

Subject: BEST VALUE 
SERVICE REVIEWS 1999/2000 

2. BEST VALUE PLAN 

2.1. North Lanarkshire Council’s Best Value submission and Action Plan were approved by the 
Scottish Office in December, 1997 and updated in December, 1998. In order to ensure that the 
objectives of the Plan in relation to both the cost and the quality of services are fulfilled, a programme 
of continuous improvement through the Service Review process was approved. 

3. SERVICE REVIEW PROGRAMME 

3.1 Service Reviews cover all services across all Council Departments over a 5 year period. A rota for 
the review of services was devised in order to organise the services/functions of the Council into 
yearly tranches. Service Reviews undertaken in Year 1 of the Council’s programme (1998/99) were: 
Payroll; Catering; Cleansing; Education [Primary Leaming and Teaching] - Phase 1 and Residential 
Accommodation for Children. The areas being covered by Service Reviews in Year 2 are detailed in 
Appendix 1. 

4. EXTERNAL SCRUTINY 

4.1 The year 1 reviews were subject to formal appraisal and ratification by the Scottish Office who 
visited all Scottish Authorities to hear presentations on a selection of reviews. In year 2, scrutiny of 
the service review process will take place within a wider audit of selected services [which will be 
carried out by the external auditors] in the context of performance management and planning. The 
template for this audit has recently been agreed with the Accounts Commission and external auditors 
and will be the subject of a separate report. 



5. INTERNAL SCRUTINY 

5.1. Member Level - Previous, interim reports on the Service Review process were submitted for 
approval by the sub-Committee in July and September, 1999. These reports dealt with, respectively: 
- the proposed methodologies for the reviews; 
- update reports, by all of the individual services in year 2 of the review programme, on progress with 
the reviews. 
Some services have involved individual members in the review process. 

5.2 Officer Level - In addition to member involvement there is a tier of internal scrutiny in the 
current tranche of reviews through the auspices of the Best Value Officer Working Group. This 
Group, consisting of representatives from every service, has heard, at an interim stage, presentations 
by review project managers on the review approaches and techniques and initial conclusions. At these 
presentations the Working Group had the opportunity to exercise a ‘peer group’ evaluation of the full 
range of reviews and to share experience, question and challenge approaches and exchange ideas. 

6. REVIEW FINDINGS 

6.1. The reviews of Childcare Services[Social Work] and Development and Support 
Applications[Infonnation Technology] were not included in the original rota for year 2: they have 
been introduced to the programme at this stage as the result of re-phasing of the rota for reasons of the 
internal management of those services and in the light experience of the practical implications of 
benchmarking in year 1. This re-phasing has been agreed with the Scottish Executive. The 
comprehensive details of these reviews will not be available, therefore, until the first part of the new 
year. An executive summary is available, however, for the Childcare Services review. At the time of 
writing some executive summaries were not yet complete. 

6.2. Appendix 2 contains executive summaries of the detailed findings and Improvement Action Plans 
for services and activities in year 2 of the programme. Most of the services have completed the Action 
Plans at this stage; others are at various stages of completion and will be finalised in the coming 
months. These summary findings will be the subject of more detailed review reports [the preparation 
of which is ongoing] to be submitted to the first available Service Committees in the new year. The 
fuller reports to the Service Committees will contain details of the monitoring proposals for the 
Improvement Action Plans. 

7. RECOMMENDATIONS 

7.1. It is recommended that the Sub-Committee : 
a] Notes the report; 

b] Notes and approves the Improvement Action Plans included at Appendix 2; 

c] Notes the proposal to submit the fkll service review reports to Service Committees in the first 

Local Government Access To Information Act 
For further information on this report, please contact Alex Gardiner, Corporate Policy and Performance Manager on ext. 2231. 



APPENDIX 1 

Service Review Rota - Year 2 

Framework Category Department 

Financial Services Finance 

Information Technology Finance 

Education Education 

DSO 

Core 

Service 

Education 

Community Services 

Community Services 

Chief Executive 

Administration 

Planning 

Housing 

Social Work 

Activity 

Creditors 
Cash Collection 
Development & Support Applications 

Teaching and Learning (Primary 
Education) 

Teaching and Learning (Secondary 
Education) 

Grounds maintenance 

Transport 

Policy/Information 

District Courts 
Office systems 
Printing 

Economic Development 
Building Control 

Local Housing Service Areas 1-6 

A range of Childcare Services 



APPENDIX 2 

BEST VALUE SERVICE REVIEWS - YEAR 2 

EXECUTIVE SUMMARIES 



PRINTING AND REPROGRAPHICS 



Administration Department - Central Services Division 

BEST VALUE SERVICE REVIEW REPORT 

Printing - Executive Summary 

1. Introduction 

1.1 

1.2 

1.3 

1.4 

1.5 

1.6 

1.7 

1.8 

The Best Value Regime was introduced in 1997 by Government as a means of 
improving the quality and cost effectiveness of council services; informing the 
objectives of each service; improving the councils’ internal management; involving the 
public in agreeing priorities; setting standards of service; agreeing priorities and 
providing an impetus for the introduction of three year budgeting. 

North Lanarkshire Council’s Best Value submission and Action Plan were approved 
by the Scottish Office in December, 1998. The service review process was adopted 
with a view to fulfilling the objectives of the Council’s Best Value submission. 

Printing Services provided by the Administration Department operates out of two 
separate locations, one at the Civic Centre, Motherwell, and the other at the Municipal 
Buildings, Coatbridge. The headquarters printing service provides a photocopying and 
pre-printed paper service to all of the departments of the Council, while the printing 
service at Coatbridge concentrates mainly on the provision of a service to the 
headquarters of the Education and Housing and Property Services Departnients and to 
the Central Division office of the Planning and Environment Department. 

Printing has been identified as an appropriate first focus for Best Value Service 
Review within the department. The service is process driven and is integral to the 
services provided by the Administration Department given the requirements and ability 
of the printing sections to meet the current printing demands of the Council and its 
departments. For example, the production of papers for meetings of the Council, its 
Committees and Sub-Committees as part of the democratic process and the publication 
of such papers as a facet of access to information for citizens represents some 5 1% of 
the total printing workload. 

The printing service is provided by four staff - three located in Motherwell and one in 
Coatbridge. 

To provide this service Xerox copying equipment ranging from high volume multi- 
speed copying equipment to convenience/digital copying and colour copying is 
available with suitable finishing equipment to provide a complete photocopying 
service. 

In the financial year 1998/99, the total estimated expenditure for both sites was 
S397,000, but the actual expenditure outturn was &452,000. Tlie value of work 
undertaken i.e. the income for the two sites in 1998/99 was 2547,000. The total 
budget for this financial year is 5557,000. 

In the Project Proposal submitted to the Policy and Resources (Performance and Best 
Value) Sub-Committee on 12th August, 1999, the scope of the project was to examine 
the existing performance of the printing service and its current aims and objectives; to 
examine the cost and quality of the service and the options available for the delivery of 
the service; and to identify the potential for improvement. 
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1.9 To this end, three key issues were identified - 

2. 

1. The performance of the service relating to sales, materials, overheads etc., and 
the processes in place to meet the needs of service users. 

2. To appraise the potential for improvement in the quality and reliability of the 
service as against current levels of expenditure and financial constraints. 

3, To establish ongoing performance indicators and to assess these in the light of 
feedback to be sought from service users. 

Methodologies/Techniques Used 

2.1 For the purposes of measuring the performance of the printing service processes and 
comparing the level of service provided, the Project Proposal intended to benchmark in 
the areas of process, quality and cost. To this end, questionnaires were prepared and 
issued - 
1. To Service Users for their views on customer care; document production; 

current service; complaints; and the use of other resources. 

2. To Staff for their views on morale; procedures; dealing with customers; and 
training and development. 

3. To Local Authorities who indicated a willingness to be part of an exercise 
comparing the nature and volume of work undertaken by their service; the 
machinery and equipment used; procedures; recharging and resources; and 
other information on marketing, service performance monitoring and planned 
and proposed service improvements. 

2.2 Follow-up interviews with existing and previous customers will be arranged, as will 
visits to the authorities which were part of the external benchmarking group. 

2.3 The Project Proposal also indicated the intention to assess the service by assimilating 
the EFQM self-assessment model and, in this connection, it was considered 
appropriate that four of the ‘business enabling’ key mechanisms to the Self-Analysis 
Model would give an indication of the performance of the service. In this respect, 
performance was to be measured on 

0 Resources; 

0 Processes; 

0 Customer Satisfaction; and 

0 People Satisfaction 

2.4 This equates to 52% of the weightings for the criteria in the EFQM Scoring System. 

2.5 An independent assessor is available to assist in the scrutiny of the survey results 
and will lead the self-assessment session scheduled to take place in the near future. 

2.6 The investigation proposals set out in this Executive Summary and the methods 
proposed to be used for the purpose of this review were reported to and considered by 
a Peer Review Group of the Best Value Officers’ Working Group on 23rd September, 
1999. 
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3. Preliminary Review Findings 

3.1 A Review Group consisting of representatives from the departments of the Council is 
established. The first meeting of the Group was held on 21 October 1999. The 
summary results of the customer and staff surveys and the benchmarking 
questionnaires, along with EFQM information were issued. 

3.2 The summary results indicate that of the Customer survey questionnaires issued, 54 of 
178 issued were returned - a return rate of 30%. Of the staff surveys issued, all 
members of staff working directly in the printing service and members of staff who 
provide absence and holiday cover completed the questionnaire. Of the 15 authorities 
and outside bodies which were invited to participate, six indicated a willingness to so 
do and have all completed and returned the benchmarking questionnaire sent to them. 

3.3 At its next meeting the Review Group will consider, review and analyse the results of 
the various surveys and the information gathered, will identify the gaps in current 
performance and service and, in turn, will produce the Improvement Plan which will 
focus on what needs to be done and will set a timetable for its implementation. 

3.4 The Review Group is scheduled to meet on Tuesday, 9th November, 1999. 

3.5 Initial analysis of the survey results reveal generally a satisfaction with the service 
provided. However, there are indications that there is a requirement to review the day 
to day procedures of the printing service and, in consultation with the customers, to 
produce a guide to printing and photocopying services. In addition, there were 
suggestions about the provision of additional equipment and services. 

3.6 The full findings of the review will be reported to the General Purposes Conunittee 
meeting early in the new year. 

Hiad of Central Services 
(Sewice Review Project Manager) 
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OFFICE SYSTEMS 



Administration Department - Central Services Division 

BEST VALUE SERVICE REVIEW REPORT 

Office Systems Centres - Executive Summary 

1. Introduction 

1.1 The Best Value Regime was introduced in 1997 by Government as a means of improving the 
quality and cost effectiveness of Council services; informing the objectives of each service; 
improving the Councils’ internal management; involving the public in agreeing priorities; 
setting standards of service; agreeing priorities and providing an impetus for the introduction 
of three year budgeting. 

North Lanarkshire Council’s Best Value submission and Action Plan were approved by the 
Scottish Office in December 1998. The service review process was adopted with a view to 
fulfilling the objectives of the Council’s Best Value submission. 

A rota for the review of Council services over a five year period was established. The 
undernoted table outlines the reviews which will be undertaken within the Central Services 
Division of the Administration Department. 

1.2 

1.3 

Year Service 

1998 

1999 Office Systems Centres 
Printing 

Members’ Support; Committee and Core Services and 
Registration 

Reception Services at Motherwell, Coatbridge and Cumbernauld 

Security; Building Maintenance and Mail and Courier Services 

2000 

2001 

2002 

2. Scope of the Review 

2.1 

2.2 

2.3 

2.4 

The Central Services Division of the Administration Department is responsible for the 
provision of typing and word processing services to all departments located within the Civic 
Centre. The services provided by the Office Systems Centres are essential to the operation of 
the Council’s business within those departments and are provided from two Office Systems 
Centres, one located on the ground floor and one on the third floor of the Civic Centre. 
Currently the customer base in the ground floor Office Systems Centre is 99.3% Legal Services 
Division and 0.7% Central Services Division of the Administration Department. On the third 
floor Office Systems Centre the customer base comprises 94.6% Central Services Division, 
5.1% Legal Services Division of the Administration Department and 0.3% Chief Executive’s 
Department. 

The Office Systems Centres each have a Supervisor, an Assistant Supervisor and six Clerical 
Officer (Word Processing Operator) posts, giving a total of 16 posts. 

In the financial year 1998/99 the estimated expenditure was 6283,025 and the actual outturn 
was 2276,035. 

The scope of the review of Office Systems Centres was to evaluate and assess the performance 
of the Office Systems Centres processes, to examine the efficiency, effectiveness and response 
of the service provided to the Departments of the Council and to seek to support a system of 
continuous improvement by way of the production of an improvement plan. 
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2.5 Office Systems Centres were selected to be reviewed this year as the word processing services 
provided are process driven and are integral to the services provided by the Administration 
Department, for example, the production of Committee papers issued to Elected Members. 

3. Methodology Used 

3.1 Consultation - Customer and Staff Surveys 

Two separate consultation exercises were undertaken to gather information from customers 
who use the Office Systems Centres and the staff who provide the service. 

3.2 Benchmarking 

To gather information on other organisations who were providing word processing services 
externally, 16 organisations were approached with a view to establishing benchmarking 
partners. A questionnaire was designed and issued to the nine organisations who agreed to 
participate in the benchmarking exercise. Of the nine organisations who have agreed to 
participate, six organisations have completed and returned the questionnaires issued. Three 
organisations are currently compiling their returns. 

The objectives of the benchmarking exercise were to compare working practices; compare 
methods of measuring performance and service delivery; compare the cost of service provision 
and identify gaps in performance with a view to focusing on areas for improvement. 

3.3 Review Group 

A Review Group was established which comprised four customer representatives; two staff 
representatives, and one representative from administrative support. The Review Group met 
on two occasions. At the first meeting the Group was introduced to the various facets of the 
Review. Group members were issued with the summary results of the customer and staff 
surveys and the benchmarking questionnaire. At the second meeting of the Group the remit 
was to: 

0 analyse the survey results from customers and staff; 
0 analyse the benchmarking results; 
0 use the European Foundation for Quality Management Model for self-assessment; 
0 identify areas for improvement; and 
0 create an action plan for continuous improvement of the service. 

3.4 European Foundation for Quality Management Model for Self Assessment 

The European Foundation for Quality Management (EFQM) Model was used as a self- 
assessment tool. The areas of the model selected for assessment were: 

Resources 

How the organisation plans and manages its resources in order to support its policy and 
strategy and effective operation of its processes. 
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Processes 

How the organisation designs, manages and improves its processes in order to support its 
policy and strategy and fully satisfy and generate increasing value for its customers and 
stakeholders. 

Customer Satisfaction and People Satisfaction 

What the organisation is achieving in relation to its customers and staff. 
organisation’s success in meeting their needs and expectations? 

What is the 

3.5 Independent Scrutiny 

An independent assessor facilitated the self-assessment session. In addition, the review 
methodology and initial findings were presented for appraisal and feedback by a Peer Review 
Group which consisted of the Best Value Officer Working Group and includes officers from 
every department of the Council. 

4. Review Findings 

4.1 The Review Group highlighted the undernoted strengths: 

Evidence of consultation with customers and positive customer survey results, along 
with good working relationships with customers; 

Achievement of Performance Indicator targets and ability to produce urgent work when 
required; 

Staff morale was high, staff turnover was low and staff had a positive attitude to service 
provision; 

absence statistics for 1999 (January - September) are at 1.81% compared with the 
Council figure of 5.69% for April-June 1999; and 

Quality of IT resources and standardisation of software between customers and the 
Office Systems Centres. The Group noted that all IT hardware and software had been 
replaced in 1998. 

4.2 The Review Group highlighted the undernoted areas to be considered for improvement: 

Methods of informing customers that work is completed; a delivery provision for Legal 
Services; Review of procedures dealing with urgent work and increased standardisation 
and documentation of procedures/processes (including amount of work in each folder); 

The provision of appropriate legal glossaries would be helpful for specialist legal 
terminology; 

Individual Training and Development Plans should be created eg use of E-mail; 
Spellchecker/Thesaurs/Text Retrieval System; Customer Care training to assist 
Communications Section with reception duties; 

Filling of vacant posts in the Office Systems Centres establishment; 

Temperature and lighting controls; and 

Further benchmarking activities with private organisations with a view to emulating best 
practice and encouraging continuous improvement. 
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5 .  Recommendations 

5.1 The Review Group recommend that the strengths of the Office Systems Centres be noted and 
that in the areas identified for improvement, the following issues be considered: 

0 The establishment of a working group of staff and customers to review and document 
all procedures; 

0 The prominent display of current turnaround time and performance indicators to 
improve information to customers; the establishment of a delivery service to Legal 
Services and the provision of appropriate legal glossaries; 

0 The creation of Individual training and development plans; 

0 the installation of Email in all PCs within the Office Systems Centres and a pilot project 
using email between Office Systems Centres and customers; 

0 the improvement of temperature and lighting control; 

0 The extension and further development of benchmarking activities to include private 
organisations with a view to emulating best practice and encouraging continuous 
improvement; 

0 The filling of vacant posts within the establishment; 

0 The introduction of new performance indicators and publication of results; 

As a result of the findings of the review an action plan has been prepared which summarises the results 
of the review. 

" Head of Central Services 
(Service Review Project Manager) 
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Service Review - Improvement Action Plan 

~~ 

Improvement actions proposed from 
BV review 
[List and number) 
1. Review and document current 

OSC procedures and processes 

2. Prominent display of current 
turnaround time and performance 
indicator results. 
Establishment of a delivery 
service to the Legal Services 
Division. 
Provision of suitable legal 
glossaries 

3. Establishment of Personal 
Training and Development Plans 
with Oflice Systems Centres staff 

4. Installation of Email on all OSC 
PCs and pilot project between 
OSCs and customers 

5. Investigate methods of controlling 
temperature and lighting 

6. Extension and further 
development of the scope of 
benchmarking activities 

7. Request filling of vacant 
postshvestigate alternatives 

8. Introduction of new Performance 
Indicators 

Improvement target 

Creation of a Procedures Manual and Customer 
Guide 

Improve customer information and reduction in 
amount of work marked urgent. 

To increase the speed of return of completed work. 

To increase knowledge of legal terminology. 

Increase knowledge and skills 

Improve speed of communication between OSC 
staff and customers 

Improved working environment 

Consultation with other organisations to identify 
and emulate best practice and processes 

Meeting Performance Targets 

Establish, monitor and publish agreed indicator 
and results 

Officer(s) responsible for 
implementing improvement action 

Ann Dunn and Rita McLucas 

Ann Dunn and Rita McLucas 

Caroline Fox and Alyson Henzler 

To be completed 
by (date) 

June 2000 

November 1999 

March 2000 

Brenda Nardone March 2000 

Alan Clark and Head of Property 
Services 

Brenda Nardone 

Brenda Nardone 

Brenda Nardone and Caroline Fox 

February 2000 

October 2000 

November 1999 

March 2000 

I 

Performance 
Measure 

Positive feedback fiom 
Customers and staff 

Customer Satisfaction levels. 

Reduction in number of 
urgent work requests; 
turnaround time. 

Accuracy statistics 

Results of staff survey 

Increased use of Email 

Completion of report on 
findings of investigation 

Increase the range of 
benchmarking/performance 
indicators 

Improved service to customer 

Set and agree targets; 
measure and publish results 
of Customer Satisfaction and 
levels Accuracv. 
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BEST VALUE SERVICE REVIEW 

REVIEW OF DISTRICT COURTS SERVICE 

EXECUTIVE SUMMARY BY HEAD OF LEGAL SERVICES 

(1) SCOPE OF THE REVIEW PROJECT 

The intention of the Review is to evaluate and to assess the performance of the District Courts 
processes, to examine the efficiency, effectiveness and responsiveness of the service provided and 
to seek to support a system of continuous improvement by way of the production of an 
improvement plan. 

(2) KEY ISSUES TO BE EXAMINED IN THE REVIEW 

Three key issues are being examined. 

(a) The efficiency of the District Courts in relation to their workload and the timescales within 
which work is undertaken. 

(b) The effectiveness of the operation of the District Courts in terms of the process used and the 
manner in which the service is provided. 

(c) The resources available to provide the service and how the service meets Best Value 
criteria. 

Specifically the Review is investigating the overall Court establishment including the number and 
location of Courts and fine payment points: the Court accommodation including fabric of buildings, 
access and security; the administrative process for recording and progressing Court cases including 
correspondence with accused/agents; the process for recording and processing fixed penalties and 
registered fines and reporting to other agencies; the process for monitoring all categories of fine 
collection and payment default; all relevant customer care issues including sufficiency of the Court 
facilities, access to information, correspondence timeous and in plain English, arrangements for 
witness support, and human rights implications; and comparative costs of providing a District 
Courts service, where information is available. 

( 3 )  REASONS FOR CONDUCTING THE REVIEW 

The Review seeks to achieve continuous improvements of the District Courts to benefit the service 
linking into the departmental Service Plan; to improve the effectiveness and responsiveness to 
customer requirements of the processes used within the Courts and to seek to identify areas for 
improvement. 

(4) REVIEW METHODOLOGY ADOPTED 

A number of methodologies are being followed - 

(a) A survey of Court users, namely members of the public, victims, offenders and witnesses; 
staff and Justices of the Peace; and professional users of the Court e.g. Procurators Fiscal, 
Defence Agents, Social Workers and Police. A sample copy questionnaire is attached for 
information. 

(b) EFQM. 
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2 
(c) Process benchmarking. 

(d) Quality benchmarking. 

(e) Cost benchmarking. 

( 5 )  PROGRESS TO DATE 

The Review Project Plan is running to schedule and progress with the various methodologies is well 
undenvay. The current position can be summarised as follows:- 

(a) Customer surveys have not been willingly completed by certain of the “users” of the 
District Court, which has prevented the obtaining of a balanced sample of the opinions of 
our users. The court staff have therefore taken a more proactive approach to the customer 
surveys during this month and this has produced some results. It is anticipated that the 
findings of the surveys will proceed to EFQM within the next 2 to 3 weeks. Although no 
formal undertaking was given to conduct a staff survey, this has been done and will be 
incorporated in the improvement plan. 

(b) Some information is published annually by the Scottish Office from returns made by all 
local authorities on the comparative running costs of the District Court service. Initial 
analysis of this information suggests that it is not wholly susceptible to comparison on a 
like for like basis. Further benchmark information has therefore been sought from other 
authorities on resources applied to the District Court service. To date, replies have been 
received from 13 out of the 29 authorities circulated. Some of this information will be used 
in formulating the improvement plan. 

(c) Benchmark visitations have been carried out to Glasgow and Edinburgh District Courts to 
look at both physical resources and administrative processes generally from a qualitative 
and efficiency perspective. Considerable information has been obtained and will be 
incorporated in the plan. Unfortunately a proposed visitation to South Lanarkshire has had 
to be postponed to the beginning of November. It is desirable to conduct this visit to 
compare I.T. administration systems, as well as business scheduling and physical resources, 
in a Court environment similar to our own. Similarly, it is intended to visit one of the local 
Sheriff Courts to benchmark against resources and processes applied to a “Superior” Court. 

(d) Process maps and suggestions for enhanced performance indicator mechanisms have 
emerged from a District Court Best Value family network. Reference will be made to these 
in the improvement plan as a basis for continuous improvement. 

(e) Ideally it is considered desirable to carry out a number of specific interviews with 
“professional” users of the service, to supplement information gained from the 
questionnaires. Time may not permit quite as broad an approach as originally envisaged. 

Subject to the above a full options appraisal and improvement plan shall be available before the 
year end, conform to the Project Plan. 

Head of Legal Services 
(Service Review Project Manager) 

28 October, 1999 
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North Lanarkshire District Court at Motherwell 

QUESTIONNAIRE 1 

FOR MEMBERS OF THE PUBLIC, VICTIMS, OFFENDERS, WITNESSES 

The court is conducting a survey of the quality of service it supplies. As part of this exercise please let 
us have your views on various aspects of this service. Names are not required and answers will be 
completely confidential Your responses will be used to identify areas for improvement. 

SECTION 1 

Cash Office - 

(A) Opening times. 

The cash office is presently open 8.45 a.m. to 4.45 p.m. 
The District Court is considering reviewing its opening times. 

Please the circle which rejects the opening times which would be most suitable to you. 

Present opening times - 0 9.00 a.m. to 4.30 p.m. - 0 9.00 a.m. to 12.45 p.m. - 0 
open over lunchtime and 2.00 p.m. to 4.30 p.m. 

Evening or Saturday - 0 8.30 a.m. to 5.00 p.m. - 0 
morning opening closed at lunchtime 

(B) Plkce of payment 

Would you find it easier to pay somewhere else? 

Please rick the circle to indicate places you would use 

Other Council Offices - 0 Postoffice - 0 Other (Please Indicate) - 0 

At the court - 0  

(C) Methods of payment. 

Please rick the circles to indicate the methods ofpayment which you would use. 

Cash Postal Order Cheque Switch Credit Card Direct Debit 

0 0 0 0 0 0 

(D) Quality of Service. 

Please tick the circle which best describes your view with regard to the quality of service 
which you getfiom stafwhen you pay. 

Excellent Very Adequate Poor 
good 

0 0 0 0 

Don’t 
know 

0 
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SECTION 2 

Court Facilities - 
For each question below please the circle which best describes your view. 

Excellent Very Adequate Poor Don’t 
good h o w  

(A) The comfort of 0 0 0 0 0 
the waiting area 

(B) Privacy in the 0 0 0 0 0 
waiting area 

(C) Security from 0 
intimidation in 
the waiting area 

0 0 0 0 

0 0 

0 0 

0 

0 

0 

0 

(D) Toilet facilities 0 

(E) Refreshment 0 
facilities 

(F) Availability of 0 
Telephone 

0 0 0 0 

(G) Qualityof 0 
information 
provided in 
advance (where 
to fmd the 
court, what time 
to attend and how 
long to wait etc.) 

0 0 0 0 

(H) Quality of 
information 
provided by 
bar officers or 
other court officials 
on arrival (where 
to wait, for how 
long etc.) 

0 0 0 0 0 

(I) Ease of fmding 0 
the court 
(sign posting etc.) 

0 3 0 0 

(J) Ease of travelling 0 
to court 

0 0 

0 0 

0 

0 

0 

0 (K) Readability and 0 
helpfulness of 
documents and 
forms 
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Court Facilities (contd.) - 

Excellent Very 
good 

(L) The availability of 0 0 
court staff to deal 
with queries 

(M) The helpfulness 0 0 
and friendliness 
of court staff 

SECTION 3 

Court Timetabling - 

Adequate Poor 

0 

0 

0 

0 

Don’t 
know 

0 

0 

For each question please k k  the circle yes, no or don ’t know. 

Yes No Don’tKnow 

(A) The District Court timetables trials for 10 a.m. 0 0 0 
Only. Do you fmd this helpful? 

(B) Would you fmd timetabling trails for 10 a.m. 0 0 0 
and 2.00 p.m. helpful? 

(C) Would you find staggering of trial 
starting times helpful? 

(D) Would you fmd it helpful to introduce : 
i) Saturday courts? 
ii) evening courts? 

(E) If you are appearing as a witness and the accused 
changes his plea to guilty would you like to 
be invited into court to hear the sentence? 

0 0 0 

0 
0 

0 

0 
0 

0 

0 
0 

0 

What improvements would you most llke to see in the services provided by this court? 



4 

SECTION 4 

Please tick your reasonf for attending court today. Were you. 

i. 

11. 

III, 

iv. 

V. 

appearing in court charged with an offence. 

appearing in court as a witness. 

attending court to pay a fme. 

attending court as a member of the public. 

a victim in a District Court case. 

... 

If you have any additional comments please write them below. 

If you wish to take further part in this 
consultation please complete the following 
details : - 

NAME : ............................... 
ADDRESS: ................................ ............................... 
TEL NO. ............................... 

0 

0 

0 

0 

0 



CHILDCARE SERVICES 



SOCIAL WORK DEPARTMENT 
BEST VALUE STUDY IN CHILD CARE - PHASE 2: 1999/2000 

SERVICE 

1. SCOPE 

The 1999/2000 Social Work Best Value Review covers E8.8 million of services for children and young 
people - 60% of North Lanarkshire’s expenditure on Social Work services for this group. 

Table 1: Scope of Social Work Best Value Review 1999/2000 

SECTOR BUDGETED I EXPENDITURE 
Residential Schools External 1,808,543 

Family Support Services 

Young People’s Support 
Services 

Services for Young People 
Aged 16+ 

Directly Provided Staffing 
and Services 

TOTAL 

2. REASONS FOR SELECTION OF SERVICES BEING REVIEWED 

Local Authority 873,916 

Local Authority and 1,800,725 

Local Authority and 739,105 
External 

External 
Local Authority 3,606,909 

8,829,198 

In 1998/99 the Social Work Best Value Review was undertaken in respect four services, costing E5.4 
million, for children and young people namely:- 

* Local authority residential units 

Fostering and adoption services 
Community support services 

Services for children with or affected by a disability 

It was seen to be appropriate to re-phase the programme of Best Value reviews within Social Work in 
order to review the remainder of children’s services in 1999/2000 following on from those reviewed in 
1998/99. 

1 
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3. REVIEW TECHNIQUES 

The methodologies being used in respect of undertaking the Best Value Review of the five children’s 
services identified in Section 1 above are described below. 

A) Review Teams 

Each of the five areas of children services which are to be reviewed has been the subject of 
methodological scrutiny by a Review Team comprising a combination of Area Managers, Area Service 
Managers, Principal Officer Child Care and where appropriate a representative from the Education 
Department. These groups have been operating since July 1999 under the direction of the Head of 
Social Work Resources. 

These study groups have developed questionnaires to suit their area of review, defining the criteria to be 
used in the exercise as well as implementation methodology and benchmarking variables. Subsequently 
each study group has identified / nominated members of staff to administer and implement the fieldwork 
part of the study. 

B) EFQMStudy 

As in the first phase of the Best Value Review of Children Services, the business excellence survey 
methods developed by the European Foundation for Quality Management (EFQM) have been 
customised to provide a survey tool which could be applied within the setting of children services. 

This survey tool has been individually modified in respect of each of the five services being reviewed 
The approach covers the following areas:- 

* 
Parent/Carer satisfaction 

Leadership 

Staff satisfaction 

User sat is fac tion 

Communication of strategy and policy 
Effectiveness of management of resources 

Management and development of staff 

A series of questionnaires relating directly to the above headings has been developed for each of the five 
services being reviewed. These questionnaires will be completed by representative samples of young 
people, parentdcarers and groups of staff. In addition to the completion of questionnaires, an evidence 
based audit will be undertaken within each service to verify responses. 

The questionnaire responses will be collated both at the level of each unit and to a North Lanarkshire 
level. It is proposed to engage an external agency to analyse the responses. 
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C) Benchmarking 

The Social Work Department has in place systems for regular internal benchmarking of children and 
young people’s services between the six local Area Teams in North Lanarkshire to which operational 
responsibility is devolved. Reference will be made in the review to the findings of internal benchmarkin 
carried out for monitoring purposes. 
North Lanarkshire Council Social Work Department is a member of the Forth and Clyde Valley’s Best 
Value Social Work Interest Group comprising South Lanarkshire, West Lothian, Fife and West 
Dunbartonshire. This group was established some 18 months ago and has agreed a protocol for the 
sharing and publication of information for bench marking purposes. This is the group of authorities 
against which external benchmarking will be carried out in the review. 

Progress within the benchmarking group has been delayed because of the difficulties other authorities 
have had in maintaining their input to this process. However North Lanarkshire has now offered to 
lead the group with a view to co-ordinating the input of the member councils. It is anticipated that 
benchmarking will be undertaken in relation to what is considered to be best practice and service costs. 
Each Review Team has identified two aspects of their service review in respect of which benchmarking 
information should be made available. 

In addition it is proposed that CIPFA assist in the co-ordination of benchmarking information relevant to 
shared service areas between Social Work and Education for a number of the participating 
benchmarking councils for both departments. The timescale for this information being available is 
beyond the current financial year but will be valuable and support future action. 

D) Independent Scrutiny 

Review findings will be passed to h e  Black, Children’s Services Consultant, for written comments 
prior to the submission of the final report. 

4. REPORTING AND APPROVAL PROCESS 

The 1999/2000 Social Work Best Value Review in respect of the second phase of children’s services is 
subject to a number of reporting mechanisms within the Council, namely:- 

A) Best Value Steering Group 

This group was established in October 1998 to oversee the reviews of services for children and young 
people. The group is due to reconvene and will comprise membership from the North Lanarkshire 
Council Departments of Social Work, Education and Chief Executive’s as well as an independent 
Children’s Services Consultant. 

B) North Lanarkshire Council Best Value Officer Working Group and Peer Review Group 
3 
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An outline of the 1999/2000 Social Work Best Value Review in respect of the second phase of 
children’s services was submitted and presented to the Best Value Officer Working Group at the start 
of the review process and to the Peer Review Group on 16 September 1999. 

Service Review 

Residential 
Schools 

C) The final reports will be submitted for consideration and approval to the Policy and Resources 
Committee or Best Value (Policy and Performance) Sub Committee as well as to Social Work 
Committee. 
5. TIMESCALE FOR 1999/2000 SOCIAL WORK BEST VALUE REVIEW 

EFQM Survey Benchmarking Collatiordhalysis Final Report 

Nov 99 Nov 99 - Jan 2000 Jan - Feb 2000 Mar 2000 

The service review was not included in the original year 2 review rota and the re-phasing of the 
programme now means that the timescale of the full review is as noted in Table 2 below. 

Family Support 
Services 

Four of the identified services will be reviewed in November 1999 and the staff undertaking this process 
were fully briefed on 28 October 1999. It is anticipated that the results of these four service reviews 
will be collated and analysed in January / February 2000 with a final report being made available by 
March 2000 to the Policy and Resources Committee or Best Value (Policy and Performance) Sub 
Committee. 

Nov 99 Nov 99 - Jan 2000 Jan - Feb 2000 Mar 2000 

The review of fifth service will commence week beginning 6 December 1999 and will be completed in 
January 2000. While a report on the progress of this review will be provided to Committee in March 
2000, collated and analysed information will be incorporated into the final report of the 1999/2000 
Social Work Best Value Review to Committee in April 2000. 

Nov 99 - Jan 2000 

More detailed information of the amended timescales in respect of the five service reviews is provided in 
Table 2 below. 

Table 2: Timescale for 1999/2000 Social Work Best Value Review 

Jan - Feb 2000 Mar 2000 

Young people’s 
support services 

Nov 99 Nov 99 - Jan 2000 Jan - Feb 2000 Mar 2000 

Services for youn 
people aged 16+ 
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Directly provided 
staffing and 
services 

Feb - Mar 2000 Dec 99 - Jan 
2000 

Apr 2000 Nov 99 - Jan 2000 
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TRANSPORT 



Transport Service Review Report 
Executive Summary 

Services Selected for Review 

The main objective of the service review is the provision of customer focussed services. 
The transport service is in tranche two of North Lanarkshire Council’s service review rota, 
which forms part of North Lanarkshire Councils Best Value/Quality Plan. 

A Service Review Project Proposal was submitted to the Chief Executives Department in July 
1999, for the review of the in house transport system. The proposal will cover the period 
form May 1999 till April 2000. 

The services under review include: 

External Hires 
Vehicle Specifications Procurement 
Vehicle Maintenance 
Fleet Management 
Buses 
Bodywork Repairs 
MOT’s 
Taxi Testing 
Fuel Supply 

The key issues to be examined as part of the service review project, are the harmonisation of 
the key transport functions; the assessment of customer needs and the assessment of the 
overall effectiveness of the service, with regard to value for money. 

The service review was led by the Head of Cleansing and Transport, and a team of staff from 
the areas under scrutiny. 

Techniaues Used 

The Service Review Project Proposal identified the following five techniques to be used in 
the service review : 

1. Benchmarking 
2. Customer Surveys 
3. Internal Audit 
4. EFQM 
5 .  Staff Survey 

Benchmarking 

Part of Transports Best Value Plan is to measure our performance against reliable and 
comparable internal and external benchmarks, with the overall goal being continuous 
improvement. 

To ensure this was achieved transport became involved in a pilot with ADLO, and another 48 
Councils in the UK, to launch a performance network. 
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The pilot helped define the formation of key drivers to be used to determine the members of 
the family groups, based on demographics, policy and the local economy. 

The North Lanarkshire Council family group consists of eleven authorities and they are as 
follows : 

Barnsley 
Copeland 
Durham 
Hull 
North Warwick 
Oxford 
Rochdale 
St. Helens 
Waverley 
West Lothian 

‘The Family Group collaboratively identified key performance indicators covering six key 
transport service areas which are as follows : 

1, 
2. 
3. 
4. 
5 .  
6. Customer Satisfaction 

Annual Charge per vehicle group 
Availability as a % of requirement 
Cost of maintenance per vehicle per annum 
Number of vehicles maintained per fitter per annum 
Costs of parts to labour 

As a result of the success of the ADLO pilot Performance Network, the service is now being 
promoted UK wide, and North Lanarkshire Councils Transport function are a corporate 
member of this group. 

Transport are also members of the Scottish SAVE users group, to create a forum for 
benchmarking locally. This group comprises of eight local councils who have utilised the 
SAVE transport IT system, they are as follows : 

1. 
2. 
3. 
4. 
5 .  
6.  
7. 
8. 

Fife 
North Lanarkshire Council 
West Lothian Council 
Renfrewshire Council 
Falkirk Council 
Clackmannan Council 
Aberdeen City Council 
Aberdeen Council 

A common data formatted basis has been designed, and it is expected that a set of robust Key 
Performance Indicators applicable to Scottish Local Government Transport will be produced 
which will augment the ADLO network. 
Cost Benchmarking. 

Customer Survev 

Part of the ADLO pilot study included a voluntary customer survey exercise NLC conducted 
a survey covering 200 transport users. 
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North Lanarkshire Council has achieved BS EN IS0 9002 quality assurance accreditation for 
the vehicle maintenance workshop at Coatbridge and Cumbernauld Bellshill. 

The bus operation and central fleet management services are scheduled for review in 
compliance with BS EN IS0 9002 by July 2000. 

For certification to be achieved a strong commitment to customer consultation and interfacing 
with suppliers must be demonstrated, and this will be achieved by following the Service 
Quality Loop process as identified in BS EN IS0 9004 Part 2 Guidelines for services. 

Value For Monev Studv/ Internal Audit 

North Lanarkshire Councils owns or leases approximately 1100 vehicles of various sizes and 
types. In addition, the Council casually hires some 400 vehicles. The predecessor Councils all 
had different arrangements for transport, which were inherited by NLC at its inception. While 
transport arrangements in general are controlled by the transport Department within 
Community Services, there has never been a comprehensive review of the needs of the 
Council or the respective costs and merits of alternative methods of provision, maintenance 
and control. 

The whole of the transport function is being critically reviewed with the overall objective of 
identifying and introducing the most efficient, effective and economical methods of providing 
and utilising transport throughout the Council’s services. 

This study will augment the ADLO and SAVE Users Work. 

EuroDean Foundation Oualitv Model 

In order to ensure the continuous improvement of the Transport service, across all key 
internal business processes, self assessments will be carried out with key staff from the 
relevant areas. The EFQM model will help determine resultant action plans for the service 
and a starting point for the future development of the service. 

Structure and Organisational ReDort 

Finally a report on the future structure and organisation for North Lanarkshire Transport will 
be considered by the Community Services Committee on 3 November 1999. 

Results of Review 

0 Benchmarking 

The initial results of the pilot indicate that North Lanarkshire Council seem to be in the 
upper performance band amongst our family group. However this is only a start albeit 
an encouraging one relative to other authorities performance. 
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The ADLO pilot study results are shown below: 

FUNCTIONS AVERAGE FAIvLlLY 
GROUP 

VEHICLE SUPPLY 
Up to 3.5 Tonnes E3330 
Buses E5309 
RCVS’s (Refuse) E37129 
AVAIL ABILITY 
Up to 3.5 Tonnes 98.54% 
Buses 98.51% 
RCVS’S 94.76% 
ANNUAL 
MAINTENANCE 
Up to 3.5 Tonnes 
Buses 
RCV’S 

E1793 
E2486 
&23755 

Up to 3.5 Tonnes 110.22% 
Buses 123.14% 

NORTH 
LANARKsRlRE 
COUNCIL 

&3682 
E4120 
E36500 

98.33% 
97.76% 
89.10% 

E1064 
E2409 
E15823 

109.65% 
74.09% 
227.48% 

Customer Survey 

The Department is currently awaiting analysis and feedback form ADLO on the 
questionnaire results, and the comparison of our results to other Council like services. 
The results will identify areas requiring close scrutiny, which will involve process 
benchmarking. 

Value For Money 

This is a long term commitment covering a large transport system and is scheduled for 
completion in February 2000. The result of this stringent process will be a list of 
SMART action plans which will form the basis for the future development of the 
service. 

European Foundation Quality Model 

The self assessment are scheduled to place in January 2000 and this will result in action 
plans designed to take the service forward. 

Structure and Organisational Report 

If the proposals of this report are agreed by Council Committee, major changes and 
cost benefits for Transport operations will be realised. 
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Service Review - Improvement Action Plan 

Improvement actions proposed from 
BV review 

(List and number) 

1. Participate in ADLO 
Performance Network on a UK 
basis 

2. Participate in SAVE IT Users 
group KPI study 

3. Maintain existing BS EN IS0 
9002 quality assurance 
accreditation and expand the 
system. 

Improvement target 

Develop pilot performance indicators from key 
performance criteria on a UK national basis. 

Develop a KPI system for Transport based on a 
Scottish Local Authority dimension. 

Maintain for Coatbridge and Wardpark 
operations. Achieve for Bellshill bus services 
and fleet management. 

Officer responsible for 
implementing improvement action 

Head of Cleansing and Transport 

Transport Services Manager 

Transport Services Manager 

To be completed by (date) 

February2000 

March 2000 

July 2000 

July 2000 
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4. Customer Survey Analysis 

5. Internal Audit (VFM Study) 

6. Conduct full EFQM self 
assessments with relevant staff 

7. Transport structure and 
organisational review. 

Evaluate feedback form ADLO based customer 
survey - implement changes in accordance with 
survey results. 

Consider recommendations form VFM study 
and devise action plan. 

The action plans identified from self assessment 
will be implemented. 

Harmonise conditions of service for transport 
workforce; Implement phase one of single 
status agreement; Rationalise vehicle 
maintenence depots from four to two; Reduce 
overhead costs by d5300k plus 

Head of Cleansing and Transport 

Head of Cleansing and Transport 
and the Transport Services 
Manager 

Transport Services Manager 

Head of Cleansing and Transport 
and Transport Services Manager. 

March 2000 Ongoing 

March 2000 Ongoing 

March 2000 

Phase one of single status 
agreement by April 2000 The 
remaining actions will be subject 
to Council approval on 4/11/99 
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GROUNDS MAINTENANCE 



NORTH LANARKSHIRE COUNCIL 

Grounds Maintenance Best Value Service Review ReDort - Executive Summarv 

1.0 Services Selected for Review 

1.1 The Grounds Maintenance Service was identified for Service Review in year two of 
the review rota which is as part of North Lanarkshire Council's Best Value 
submission to the Scottish Office. The service featured in year two since it had been 
the subject of the Compulsory Competitive Tendering legislation embodied in the 
Local Government Scotland Act 1988 as a defined activity. The review dealt with the 
entire grounds maintenance service except for grounds maintenance activities taking 
place within the Council's Cemeteries which will feature as part of the Cemetery 
Service Review. 

1.2 Approximately 35.5 million square metres of surfaces are maintained by the Grounds 
Maintenance Service covering, in broad terms, the following activities: 

Grassland Maintenance 
Tree and Shrub Maintenance 
Maintenance and Planting of Floral Features 
Maintenance of Grassland Edges 
Hard Surfaces Maintenance 
Maintenance of Fencing, Furniture and Play Equipment, etc. 
Water and Drainage Systems Maintenance 
Snow Clearance and Gritting 
Special Events 
New Works - Construction 
Amenity Facilities 
Rural Verge Maintenance 
Highways and Kerb Edge Maintenance 
Childrens Play Area Inspection 

1.3 The Service Review was led by the Service Development & Review Manager 
(Parks). The width of the task involved in implementing the review necessitated a 
fluid team composed of differing members of staff for different parts of the review 
but the notable members of the team included: 

. Grounds Maintenance Operation Manager . . Land Records Manager . Senior Project Officers (Parks) 

Grounds Maintenance Operation Area Managers 

1.4 Since reorganisation in 1996, the grounds maintenance service had been fragmented 
and difficult to manage, largely due to 19 contracts inherited from the previous four 
District Councils, Regional Council and Development Corporation. Significant 
progress was made between the period 1996-1998 where the service moved to a 
harmonised service specification, working time arrangements were resolved, the 
incentive scheme was harmonised and a land inventory was established. 

Cont...// 
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1.5 

1.6 

1.7 

During this period, a E1.5 million revenue reduction was realised by: 

. Reduced Specification . Rationalisation of Material Purchase . . Rationalisation of Depots . Reduced Overtime . Reduced Seasonal Employees . Reduced Establishment . Method of Work Changes 

Rationalisation of Plant and Machinery 

The degree of fragmentation of the service and the fact that the service had been 
subject to the provisions of the compulsory competitive tendering legislation, meant 
that the process of defining and implementing revenue reductions was difficult and 
clearly showed the problems involved in attempting a service review without 
baseline data for the whole of the service by which measures could be taken for 
comparison. 

Accordingly, it was necessary to carry out a detailed exercise of matching the land 
inventory to the service specification and available resources (both human and 
financial). This exercise has used a computer based solution which has focused 
attention on a range of improvements, in particular, identifying the need for changes 
to working methods and improved utilisation of plant, machinery and materials. This 
process of rebuilding the service has continued into 1999. 

2.0 Techniaues Used 

The service review plan identified the following techniques to be used in the service review: 

2.1 Customer survev 

Customer consultation forms the basis of grounds maintenance service review and 
our main objective is the creation of customer focused services. 

Customer perceptions and expectations of service quality have been determined and 
rated in order of how important they are to the customer, using a measurement called 
SERVQUAL. 

This took the form of a questionnaire which was completed by several hundred 
internal customers of the Grounds Maintenance Service (customers internal to the 
Council, e.g. the Department of Education). It is planned to use the same process 
again in one year's time to measure improvements and, therefore, demonstrate 
continuous improvement. 

2.2 Staff Survev 

A survey of all staff involved in the Grounds Maintenance Service is planned to take 
place during November, 1999 with a report to be prepared in December, 1999. This 
survey aims to identify where management arrangements may be improved to assist 
in the provision of the service. 

Cont...// 
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2.3 EuroDean Foundation Oualitv Model (EFOM) 

In order to ensure continuous improvement of the service, a self assessment using an 
EFQM based assessment tool is planned for November, 1999. This seeks to identify 
the strengths and weaknesses of the Grounds Maintenance Service organisation. 
Results will be established from an assessment focusing on middle management in 
1999 and self assessment again in one years time will measure improvement and, 
therefore, demonstrate continuous improvement. It is planned to use the same 
process with junior management commencing in October, 2000 to ensure a wider 
picture of management arrangements is taken. 

2.4 Benchmarking 

In order that comparison for cost effectiveness and quality could be made between 
the Grounds Maintenance Service provided by North Lanarkshire Council and other 
external bodies, a Grounds Maintenance Benchmarking Group was formed in 1999. 
There are currently five members of the group: 

Fife Council . South Lanarkshire Council . West Lothian Council . North Lanarkshire Council . North Ayrshire Council 

The group decided that the approach which would be taken in the comparison 
exercise would be to determine data benchmarks to provide a focus on significant 
areas of difference which could then allow process benchmarking to commence. 
Comparison of data benchmarks indicates cost efficiency but assessment of overall 
quality of service will only become clear when process mapping has been 
established. The Association of Director Labour Organisations (ADLO) had 
established fourteen performance indicators as part of their pilot project 
"Performance Networks" and the group selected two of these performance indicators 
and produced comparison data. The group considered that it would be difficult to 
select more than two indicators at this stage given the complexities of gathering 
comparable data. 

It is intended to join ADLO's "performance networks'' when it is launched and, 
therefore, widen the comparisons being made. 

2.5 Rate ComDarisons 

In order to further assess the cost effectiveness of the service, an exercise took place 
which compared a sample of rates from the existing contracts which had been subject 
to compulsory competitive tendering and the new rates which had been established 
during the process of rebuilding the service. 

2.6 Oualitv Function DeDlovment (OFD) 

This analysis tool is used to translate customer requirements into the service 
planning process. To ensure grounds maintenance services are based on our customer 
needs QFD will be used to design the service specification around the results gained 
from SERVQUAL, customer complaints and, therefore, provide a method of 
ensuring improvement. 

Cont...// 
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3.0 Review FindinPS - 

Significant improvements have been made to the service since 1996, however, it must be 
borne in mind that significant disruption took place at reorganisation and it is clear that the 
service review process has provided a focus to establish an improved grounds maintenance 
service and, through the techniques listed above, a methodology which will ensure 
continuous improvement. It was recognised that rebuilding the service to establish a level 
playing field was essential to allow sensible comparisons to be made and, therefore, provide 
a firm basis for improvement action. 

3.1 Customer Survev 

380 questionnaires were distributed to the total internal customer base and 183 
useable questionnaires were returned which resulted in a 48% response. The 
difference between the customers perceptions and expectations has been analysed, 
and a service quality gap identified for each broad dimension of service. 

It has been concluded that there is a need for greater customer focus providing 
information on the service tailored to the customers needs and creating a more pro- 
active organisation. 

3.2 Staff Survey 

Until the survey is completed, no findings can be reported. The results from this 
exercise will be analysed by the end of December, 1999. 

3.3 EuroDean Foundation Oualitv Model 

Until the assessment is completed, no findings can be reported. The results from this 
exercise will be analysed by the end of December, 1999. 

3.4 Benchmarking 

The following areas of service improvement have been identified: 

A need for improved efficiency to be achieved by better allocation of resources 
(human, plant and materials) to grounds maintenance tasks using a computer 
based solution. 
A need for increased accountability at all levels to be achieved by work ticketing 
and performance measurement, thereby clearly documenting the grounds 
maintenance tasks to be performed and what standards require to be achieved 
using a computer based solution. 
A need for greater transparency to be achieved by providing accurate costs for 
individual grounds maintenance tasks at site level throughout the service using a 
computer based solution. 
A need to harmonise the service across North Lanarkshire to ensure that the 
service provision is equitable. 

Considerable effort has been expended in establishing data benchmarks and to ensure 
like for like comparisons have been made. It is clear that extending the 
benchmarking exercise, to include a larger number of members or bodies external to 
local authority, would have led to failure to achieve any results. 

Cont...// 
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Rate Comuarison 

Until the comparison exercise is completed, no findings can be reported. The results 
from this exercise will be analysed by the end of December, 1999. 

3.6 Conclusions 

3.6.1 

3.6.2 

3.6.3 

3.6.4 

3.6.5 

The need to provide more and better quality information to the customer 
base about the grounds maintenance service is evident, specifically summary 
work schedules, detailed service costs, how to change service activities, how 
to get improvement action, etc. In order that the service can be managed 
most effectively, it is recognised that much of this information is needed by 
both the customer and the service manager and can best be achieved through 
Service Level Agreements. 

The need to get it right, first time, every time, requires an effective Quality 
Assurance System which would serve to ensure quality for the customer. 

While effort has concentrated on the internal customer, there is a significant 
group of stakeholders, best described as external customers, not yet surveyed 
and whose opinion is only known through the complaints systems. To 
ensure a rounded approach to service delivery, it is necessary to determine 
the gap between external customer expectations and perceptions. 

While much has been achieved to measure the cost effectiveness and quality 
of the current service provision, it is necessary to extend the benchmarking 
approach to further analyse our processes and to involve service providers 
outwith the local authority arena. 

It has become apparent, through the review process, that there is a lack of 
consistency regarding the responsibility for the grounds maintenance service 
across North Lanarkshire. A lack of consistency across the budget structure 
also exists which requires to be resolved to assist in establishing 
transparency and accountability. The task of resolving this issue requires 
close interdepartmental working to establish and implement a rationalisation 
of current account holding. 
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4.0 Imm-ovement Action Plan 

Improvement actions proposed 
from BV review 

1. Develop Service Level 
Agreements with customer 

2. Develop a Quality Assurance 
System 

3. Survey external customers 

4. Extend benchmarking exercise 
to include organisations 
external to Local Authority. 

5. Implement through the Open 
Spaces Working Group a 
strategy to rationalise account 
holding 

Improvement Target 

To implement a system which ensures 
transparency and accountability through a 
customer focused service. 

To implement a system that ensures quality 
aimed primarily at achieving customer 
satisfaction by preventing non-conformity 
through all stages of service provision. 

Close the gap between expectation and 
perception of the service of the public directly 
receiving the service. 

To identifl areas for improvement action with 
the overall aim to become comparable to the 
“best in class” 

To improve accountability for grounds 
maintenance responsibilities on a site by site 
basis. 

Officer responsible for implementing 
improvement action 

Service Development & Review Manager 
(Parks) 

Service Development & Review Manager 
(Parks) 

Service Development & Review Manager 
(Parks) 

Service Development & Review Manager 
(Parks) 

Service Development & Review Manager 
(Parks). 

To be 
completed by 

(date) 

April 2000 

April 2000 

December 2000 

March 200 1 

March 200 1 

Note: Each action plan will be developed into a SMART based plan. 
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PRIMARY AND SECONDARY 
TEACHING AND LEARNING 



NORTH LANARKSHIRE COUNCIL 
DEPARTMENT OF EDUCATION 

BEST VALUE SERVICE REVIEW 
OCTOBER 1999 

1: INTRODUCTION 

1.1 This paper outlines the position of the six projects chosen as the education 
department’s Best Value review for year two of the planned five year 
programme. The projects have staggered completion dates thus no final 
recommendations on the entire review is available as yet. 

1.2 The projects reflect a continuing focus on primary education and a move into 
secondery education. Over the year there are 3 projects related to primary 
education, one related to secondary education and two which are common to 
both sectors. 

2: BEST VALUE PROJECTS 

2.1 Primarv sector focus: 

* A review of North Lanarkshire‘s new focused approach to the 
teaching of writing in primary schools. 

Chosen because of national concern with measured levels of pupil performance 
in writing and the need to address this, The review should confirm whether or 
not the North Lanarkshire strategy is raising standards of measured attainment. 

Completion date planned for October 1999. 

* A review of the deployment of promoted teaching staff in 134 
primary schools. 

Chosen because there is evidence of wide disparity amongst primary schools with 
regard to how promoted teaching staff are deployed and whilst the need for 
particular aspects of a school’s provision is recognised, there is apotential for an 
optimum mode of deployment to be identified in meeting our raising 
achievement targets and maximising value for money. 

Completion date planned for December 1999. 

* A review of primary school, provision. 

Chosen because of a need to increase school capacity, to reduce costs and to 
increase the quality of accommodation to meet curricular needs. 

1 



Completion date planned for 2001. 

2.2 Secondarv sector focus: 

* A review of the curriculum and timetabling structure in 26 secondary 
schools. 

Chosen with a view to improve the efficiency in teaching staff deployment to 
deliver the curriculum. 

Completion date planned for December 1999. 

2.3 Common t o  both sectors: 

* A review and analysis o f  the provision of staff development for 
classroom based staff including senior management in schools. 

Chosen to determine whether morale and expertise within the profession is 
increased when there is high quality provision of staff development and whether 
service quality is enhanced. 

Completion date planned for 2000. 

* To review the report "Time for Teaching" published by H M I  / 
Accounts Commission and audit the current position and prepare an 
action plan. 

Chosen to determine if more effective use of ITC can be made to improve 
administration tasks in schools, to free time for teachers to do more quality 
teaching and to re-allocate clerical/ administration duties to appropriate staff. 

Completion date planned for July 2000. 

3: REVIEW TECHNIQUES SELECTED 

3.1 * Benchmarking:- process benchmarking 
- cost benchmarking 
- other- functional benchmarking 

* Customer survey 
* Staff survey 
* Other- management services analysis 

3.2 The above indicates the range of techniques to be used across the six 
projects. Each individual project has identified the specific techniques felt 
relevant to them. 
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3.3 The nature of some of the projects presents difficulties with some aspects of 
benchmarking particularly with other authorities who may not be involved in 
similar projects and thus do not have information to hand. Similarly, there are 
difficulties benchmarking with the private sector this due to the nature of the 
education system. Contact with private sector schools has proved difficult to 
establish. 

4: REVIEW PROJECTS 

4.1 The following pages outline the six projects and progress made to date. 

4.2 These papers were tabled at the last meeting of the education department's 
Performance Management and Review Committee which monitor and evaluate 

the quality agenda within the department. 
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NORTH LANARKSHIRE COUNCIL 

DEPARTMENT OF EDUCATION 

SERVICE REVIEW-PROJECT PROPOSAL 

SCOPE OF PROJECT-A review of North Lanarkshire's new focused approach to 
the teaching of writing in primary schools. 

START DATE- OCt 1998 TARGET COMPLETION DATE- OCt 1999 

REVIEW TEAM- Leader: John Telford Members: Tricia Wilson 
David McClelland 

ISSUES TO BE EXAMINED 
1. Quality/ cost comparison of the writing package in relation to other 
approaches to writing in use in other authorities. 
2. Assessment of the impact of the materials on measured levels of pupil 
atta i n men t . 
JUSTIFICATION FOR CONDUTING THE SERVICE REVIEW 
National concern with measured levels of pupil performance in writing to be 
addressed. The review should confirm whether or not the North Lanarkshire 
strategy is raising standards of measured attainment. 

METHODOLOGIES TO BE USED 
Process benchmarking -comparison of practice in delivering material against 

other authorities. 
-comparison of resources developed with other published 
materials. 

other agencies. 
Cost benchmarking -comparison of cost of delivery to QDS and schools with 

Customer/ staff survey-survey of HT's. Focusing on reasons for choosing 
material, costs to school of support (time 
and cover), improvement in performance 
(staff and pupils). 

PROJECT PLAN 
Introduction- Concerns raised about standards of writing expressed national 
via HMI, authority and schools via development plans. Authority commissioned 
production of support materials for the teaching of writing. This now being 
introduced across the authority This approach to the teaching of writing to be 
reviewed to determine if it meets BV criteria and improves pupil performance. 

Plan- 
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* Collection of information - structure of pack. Oct 98. 
* Determine time involved and cost of developing pack. Match this against 
providers i.e. universities / commercially published materials. Nov/ Dec 98. 
Jan 99. 
* Determine cost to schools in opting in to the pack in terms of time and finance. 
Match this against outside providers, commercial concerns and school needs. 
Jan/ Feb 99 
* Measure the levels of attainment within schools (a) within authority, (b) across 
authorities and (c) with private sector. Oct. 98 
* Measure the levels of attainment on a year basis ( accept that there will only 
be two years information collected), June 1999. 
* Consult HT's on reasons for opting for pack / improvement in performance. 
Dec 98 
* Consult teaching staff on impact of pack on their teaching and on the results 
shown in pupils writing. Dec 98 

Review- 
Use of information gathered to comment on the worth of the pack and whether it 
is supporting staff and in turn improving standards of writing. April / May / 
June 99. 

Conclusion and action plan - 
Based on the evidence collected, determine whether the writing pack is providing 
best value, what further action may be required within the resources available 
and draw up an action plan outlining steps to be taken, timescale for each and 
success criteria. Oct. 1999. This deadline now extended into November, 
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NORTH LANARKSHIRE COUNCIL 
EDUCATION DEPARTMENT 

BEST VALUE SERVICE REVIEW 
DEPLOYMENT OF PROMOTED TEACHING STAFF IN PRIMARY SCHOOLS 

1. INTRODUCTION 

1.1 

1.2 

1.3 

1.4 

has 

1.5 

The promoted staff structure in Primary school is linked to the pupil role of the 
particular establishment. All schools will have a Head Teacher but the number of 
Depute Head Teachers, Assistant Head Teachers and Senior Teachers will vary 
according to the size of the pupil roll. 

Under current staffing standards, the promoted staffing entitlement in our Primary 
schools ranges from the largest (Knowetop) with a pupil roll of 474 to the smallest 
(Auchinloch) with a pupil roll of 49. Respective promoted post entitlements are 1 
Headteacher, 1 Depute Assistant and 3 Senior Teachers at Knowetop compared to 1 
Headteacher at Auchinloch. 

In all, the number of promoted posts in primary schools totals 425 at a budgeted 
cost of &13.539m. 

Although entitlement to promoted posts is set nationally in terms of teachers 
conditions of service, how the staffing resources is deployed in terms of fbnctional 
remit and the nature of management responsibility is determined by the school. It 
come apparent from a previous benchmarking sample that there is wide disparity in 
practice amongst schools in terms of how their promoted staffing entitlement is 
deployed. 

The purpose of this review is to identify how the promoted staff have been deployed 
in all 134 Primary Schools in the 1998/99 academic session and to assess the 
effectiveness of alternative modes utilisation of this staffing resource. 

2. METHODOLOGY 

2.1 Due to the absence of corporate management information related to the review, a 
data gathering exercise was required to establish how each promoted member of 
staff was deployed at each school reporting the number of academic days analysed 
over fourteen possible functions, a list of which is displayed at Appendix A. 

2.2 School records had to be examined in order to identify training days, absence days 
and proportion of time assessed in relation to fbnctional remits. A general 
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HT/AHT/DHT duties category for each post reconciles to the academic session total 
of 195 days. 

2.3 A full internal benchmarking methodology was chosen as, being a large authority 
with 134 primary schools, there was evidence of a wide range of approaches to the 
promoted staff deployment and little would be gamed from comparison with other 
local authorities, in establishing best practice. In addition of the benchmarking clubs 
established, North Lanarkshire was the only authority undertaking a review of the 
nature. 

2.4 A review team was established to consider findings. The Team comprised of Head 
Teacher representatives, Education Personnel and the Education Officer (Budget). 

2.5 

in 

The main area of differentiation in how promoted staff were deployed is the extent 
to which promoted staff were class committed or removed from class commitment 
order to undertake managerial functions. 

3. FINDINGS 

3.1 Highlight data analysis output. 

3.2 Possible Strengths 
Customer perceptions (staff) 
Correlation to attainment (?) 
Internal cover availability 
Deployment Agenda secured 

Promoted salaries for unpromoted functions 
Customer perception (Parents) 
Inappropriate deployment of Headteacher 
Small schools disadvantaged 

3.3 Possible Weaknesses 

4. POSSIBLE RECOMMENDATIONS/ IMPROVEMENTS 

Establish optimum mode of deployment 
Exercise option to exclude HT from class commitment 
Service improvements 
Reduce incidence of promoted staff in class (?) 
Consider a review of the allocation of cover budget to favour 
more those schools with minimal promoted staff. 
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NORTH LANARKSHIRE COUNCIL 
EDUCATION DEPARTMENT 

FUNCTION 

class commitment 

BEST VALUE SERVICE REVIEW 
DEPLOYMENT OF PROMTED TEACHING STAFF IN PFUMARY SCHOOLS 

DEFINITION 

permanent classroom teaching 

absence cover 

learning support/ team teaching 

responsibility 
cover for classroom teacher in the event of 
absence 
additional pupil/ classroom support 

professional review & development 

curriculum development 

staff development- delivery 

staff development- receipt 

I undertaking PRD interviews and follow up 

planning and resourcing curricular 
development 
delivery of in service to staff 

receipt of in service 

illness 

vacancy 

staff days lost due to illness 

staff days lost due to delays in filling posts 

secondment 

general HT duties 

acting HT duties 

staff days seconded outwith school 

head teacher time applied to the core head 
teacher function 
non HT time applied to acting head teacher 1 duties 

general AHT/ DHT duties 

acting AHT/ DHT duties 

AHT/ DHT time applied to the core AHT/ 
DHT function 
non AHT/ DHT time applied to acting 
AHT/ DHT duties 
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North Lanarkshire Council 

Department of Education 

BEST VALUE 

Service Review- Project proposal 

Department undertaking review: Education 

Service review start date: September 1998 Targeted completion date: April 2000 

PROJECT DETAILS 

Scope of project 

To review primary school provision in Cumbernauld with a view to reducing surplus primary 
school places, altering existing catchment areas to meet the needs of local communities and 
providing new schools in developing areas which have no local primaries. 

Review Team: Leader- M. Maciver Member(s)- J. Phillips 

Key issues to be examined 

(1) Design capacities of schools, existing school rolls and roll projections. 
(2) Elements associated with school buildings: location and accessibility, state of repair, projected 
maintenance and property costs, quality of accommodation. 
(3) Current catchment areas. 
(4) Other uses of school buildings. 
( 5 )  Demographic issues. 

Justification for conducting the Service Review 

(1) Current and projected primary school population indicates that some schools are, and will 
continue to be, seriously unoccupied. 
(2) Schools buildings are in a state of disrepair and maintenance costs are high. 
(3) Proximity of schools suggests that closures or amalgamations are feasible without too much 
disruption to local communities. 
(4) Developing areas to the north of Cumbernauld Town and the A80 have no local primary 
schools. Consequently, children from these areas are zoned to schools outwith their local 
community and are being asked to travel inappropriate distances to school. Parents from these 
areas do not send their children to the zoned school but submit placing requests for the nearesl 
school. the accommodation of which cannot satisfv demand. 
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METHODOLOGIES TO BE USED 

Progress Benchmarking. 

Customers / Parental Surveys. 

Benchmarking. 

Comparison of a variety of factors associated with 
one primary school against those of other primary 
schools. 

Parental Questionnaires used to compare views on 
existing primary school provision to proposed 
future primary school provision. 

Cost Benchmarking Comparison of costs associated with current 
primary school provision with those of proposed 
future primary school provision. 

PROJECT PLAN 

Project Task 
Collection of information via visits to 20 Cumbernauld 
Primary Schools 
Examine Key Issues (as described above) 
Produce a series of options / proposals for future 
primary school provision in Cumbernauld 
Prepare a slide presentation on these options / 
proposals 
Prepare a questionnaire to accompany slide 
presentation 
Prepare a timetable for a series of meetings to present 
slide show to representatives of interested parties 
Present slide show to representatives of interested 

Key Date(s) 
Completed by end of April 1999 

Completed by end of May 1999 
Completed by end of July 1999 

Completed by end of July 1999 

Completed by end of July 1999 

Completed by end of July 1999 

Completed by end of August 1999 
parties 
Collect and collate questionnaire returns 
Prepare Consultative Documents on Proposals for 

Completed by mid September 1999 
Completed by end of October 1999 

Future Primary School Provision in Cumbernauld 
Seek approval on proposals from the Education 

result of consultation I 

End of October 1999 
Committee 
Commencement of Formal Consultation period 
Series of public meetings to be held 
End of Formal Consultation period 
Preparation of Reports to Education Committee on 

Beginning of November 1999 
November 1999 

30 November 1999 
December 1999 / January 2000 

Recommendations to Education Committee December 1999 / January 2000 



DEPARTMENT OF EDUCATION 

SERVICE REVIEW - PROJECT PROPOSAL 

SCOPE OF PROJECT - A review of the curriculum and timetabling structure in 26 secondary 
schools. 

START DATE - Aug 1999. COMPLETION DATE - Dec. 1999 

REVIEW TEAM -Team leader - Dan Sweeney Members - Joe Bancewicz 
External consultant 

ISSUES TO BE EXAMINED - 
1. To relate staff deployment at secondary stages S1 / S2, S3 / S4, and S5 / S6 to the national 

2. To assess efficiencies / inefficiencies in school provision. 
3. To consider the impact of medium levels of proforma. 

staffing formula for secondary schools. 

JUSTIFICATION FOR CONDUCTING THE SERVICE REVIEW - 
Improved efficiency in teaching staff deployment to deliver the curriculum. 

METHODOLOGIES TO BE USED - 
Process benchmarking - 
Cost benchmarking - 
Staff survey - survey of secondary schools focusing on timetabling and the deployment of 
teaching staff. 

PROJECT PLAN- 
Introduction - to survey and compare current timetabling arrangements across all 26 secondary 
schools to determine whether there is a pattern for staff deployment and whether more efficient 
methods of timetabling can be established. 

Plan - 
W Distribution of survey to schools seeking timetabling information. Sept 99 
W Return of surveys and collation of information. Oct / Nov 99. 
W Analysis, comparison and benchmarking of information. Nov 99. 

Review - 
Use of information gathered to determine whether efficiencies can be achieved. Dec 99. 

Conclusion and action plan - 
Based on above finding. Dec 99. 
No conclusions yet available. Possible actions may include : 
W issue of service guidelines on timetabling to secure maximum efficiencies on staff 

W school reviews of timetabling / curriculum structures. 
W staff development programme to tackle timetabling skills deficiencies. 
ACTION PLAN 

deployment. 

Based on the final recommendations made to the Education Committee and on its approval of 
these recommendations, an action plan will be constructed next steps, time scale for each step, 
success criteria and person(s) responsible. 
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NORTH LANARKSHIRE COUNCIL 

DEPARTMENT OF EDUCATION SERVICE 

SERVICE REVIEW - PROJECT PROPOSAL 

SCOPE OF PROJECT - Review and analysis of provision of staff development for classroom 
based staff including senior management in schools. 

START DATE - August 1998 TARGET COMPLETION DATE - November 2000 

REVIEW TEAM - team leader - Dan Sweeney. Members - David McClelland 
Sandra Love 

ISSUES TO BE EXAMINED 
1. The level of staff development activity within the department. 
2. Associated cost. 
3. Staff development processes 
4. Evaluation processes. 

JUSTIFICATION FOR CONDUCTING THE SERVICE REVIEW - 
Morale and expertise within the profession is increase when there is high quality provision and 
service quality enhanced. 

METHODOLOGIES TO BE USED - 
Process benchmarking - 
Cost benchmarking - 
Customer survey - 

PROJECT PLAN - 
Introduction - All teaching staff are now involved in Professional Review and Development as 
an entitlement. The aim being that through this process and the provision of staff development, 
the quality of teaching and the service in general will be enhanced. 

Plan - 
1. Establishment of benchmarking club involving six other authorities with external facilitators 

promoted by CIPFA. (Aug. 1998). 
2. Discussion and agreement on definitions, scope and range of project. (Aug. 1998 - Jan. 1999). 
3. Data gathering. (Jan. - April 1999). 
4. Extending benchmarking club to involve a further ten authorities. (April - June 1999). 
5 .  Review / revision of data. (June - Sept. 1999). 
6. Production of report. (Nov. 1999). 

Review - Project at report stage. 

CONCLUSION AND ACTION PLAN - 
Awaiting final report. Service review conclusions will be submitted as soon as the report is 
digested and action plan formulated. 
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NORTH LANARKSHIRE COUNCIL 

DEPARTEMENT OF EDUCATION 

SERVICE REVIEW - “TIME FOR TEACHING” 

SCOPE OF PROJECT - a review of ways in which North Lanarkshire Council Education 
Department can improve administrative practices in order to release more for teaching and for 
management issues, in order to give better value for money. 

START DATE - June 1999 TARGET COMPLETION DATE - June 2000 

REVIEW TEAM - leader- Christine Pollock , Depute Director 
members - Peter Drummond, Professional Officer (review group 
secretary). Eddie Tweedlie, HT Brannock HS; Isabelle Kennedy, HT 
Stepps PS; David McClelland, EO (Budget); Jim Harkins, Educ 
Personnel; Katrina Foley, AFA, Joe Banciewicz, Policy unit: Conn 
Hunter and David Keachie, NLC Management Services; Archie 
Ferguson, QDS 

ISSUES TO BE EXAMINED- 
1. The variety and efficacy of administrative practices in the authority’s schools with particular 

reference to whether practices would be better done by support staff rather than teachers and 
management staff, or with appropriate IT use. 

2. The possibility of authority-wide templates of good practice and use of appropriate technology 
in schools. 

3. the possibility of changes to authority practice to assist schools in their administration. 

JUSTIFICATION FOR CONDUCTING THE SERVICE REVIEW- The Audit Commission 
requires all education authorities to draw up an Action Plan by summer 2000 to take forward the 
recommendations of its joint report with HMI “Time for Teaching”. An external audit will be 
carried out by Price, Waterhouse, Coopers (PWC). 

METHODOLOGIE TO BE USED 
H questionnaire survey of all HTs to audit their current administrative practices, and their views 

H O+M visit to representative pairs of secondaries, primaries and special schools to meet with 

H comparison of practices revealed by the above with templates of good practice from all across 

H dissemination of good practice throughout the authority 

on administration and possible improvements. 

HT and APT&C staff to focus on issues and practices. 

Scotland in “Time for Teaching” report. 

PROJECT PLAN 
Introduction - rehearse the reasons for the need to review and improve administrative practices 
in schools and in the education authority 
Plan - 

W setting up of working party, membership above. June 1999 
W drafting of questionnaire for audit purposes. Aug / Sept 1999 
W visits by O+M to schools. Sept / Oct 1999 
W issue of audit questionnaires to schools. Oct 1999 
W collation of schools’ responses. Oct / Nov 1999 
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W visits to schools to see further example of good or unusual practice. Nov/Dec 1999 / 

W investigation of the possibilities of IT for administration. Nov 1999 / Feb 2000 
W other sub-committees working on possibilities in budget and contracts / resources 

W draw up proposals for changes. March / April 2000 
W submit proposals to HTs for consultation, receive feedback. April / May 2000 
W finalise proposals for Action Plan. June 2000 

Jan / Feb 2000 

fields. Nov 1999 / Feb 2000 

Review - PWC will externally audit the implementation of the plan 

Conclusion and Action Plan - based on the foregoing, the Action Plan will be implemented s 
from the start of school session 2000-2001. Sept 2000 
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NORTH LANARKSHIRE COUNCIL DEPARTMENT OF EDUCATION 
SERVICE REVIEW - IMPROVEMENT ACTION PLAN 

Improvement actions proposed from best Value 
Review 

(list and number) 
All project proposals should continue to be developed as 
per plans and timescales set. 

Development officer should continue to monitor progress 
of each development to ensure timescales are being met. 

Projects should report to Performance Management 
Committee. 

Finalised project should be presented to Performance 
Management Committee for scrutiny and comment. 

Final project reviews should be noted and where possible, 
acted upon. Project details should be incorporated into 
dePartment review. 

Improvement target. 

To ensure all projects are carried forward 
in a planned way. 

To ensure that projects are on time and 
that any difficulties arising are noted and 
where possible addressed. 
To ensure that all projects are monitored 
by a steering committee reflecting a wider 
audience. 

Final conclusions, review and actions plan 
for each project to be viewed by 
Performance Management and Review 
Committee for monitoring and comment if 
necessarv. 
To complete each project, have plan 
implemented and project finding 
incorporated into department review. 

Officer responsible for 
implementing 
improvement action. 

Individual project leaders 

Development officer 
Individual project leaders 

Development officer 
Head of service 

Development officer 
Head of service 

Development officer 
Head of service 

Completion Date; 

On-going 

on-going 

Monthly feedback 
on-going till 
completion of 
projects. 
Part of monthly 
feedback. 
On-going through 
review. 

June 2000. 
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POLICY AND PERF'ORMANCE UNIT 



CHIEF EXECUTIVE’S OFFICE 

BEST VALUE REGIME 

SERVICE REVIEW ROTA - YEAR 2 

REVIEW OF POLICYAND PERFORMANCE UNIT - EXECUTIVE SUMMARY 

1. Background 

1.1. Previous reports on the Service Review process, including the review of the Policy 
and Performance Unit, were submitted for approval by the sub-Committee in July and 
September, 1999. These reports dealt with, respectively: 

- the proposed methodologies and timescales for the reviews 
- interim reports by individual services on progress with the reviews. 

The review which this report summarises has also been subject to a degree of external 
input and appraisal in the following ways: 
- inclusion in the Review Team of staff from outwith the Policy and Performance Unit 
- a peer appraisal by the Best Value Officer Working Group 
- member attendance and involvement in some of the meetings of the Service Review 
Team 
- facilitation of the formal E.F.Q.M.[ European Foundation for Quality Management] self 
assessment session by staff from outwith the Chief Executive’s Office. 

2. Services Selected for Review 

2.1. The services of the Policy and Performance Unit selected for review were: 

a] The Service Planning Process 
b] The Corporate Complaints System 
c] Information and Research, in particular : 
0 the provision of statistical information focusing on trends compilation, statutory 

performance monitoring and publication and unemployment analysis 
0 surveys and public consultation. 

2.2. The reasons for selecting these areas of activity were: 

a] Service Planning 

This function was chosen with a view to improving the effectiveness of the process. The 
service planning process was sufficiently close to the core values of the authority to 
provide a closer links between the Council’s policies and strategies, including its social 
policy responsibilities. The review would also take on board the views of Service 
Departments 



b] Corporate Complaints Procedures 

There was evidence from issues which have arisen from complaints forms processed 
through the Chief Executive’s Office, and from feedback via the complaints reporting 
process, that the complaints handling function would benefit from a review of its 
effectiveness. 

c] Information and Research 

The provision of statistical information and public consultatiodsurveys are included in 
the review as they are key processes in the Best Value context in relation to 
customer/citizen focus, accountability, transparency and identifying areas of practice for 
improvement. The data produced, analysed and reported constitute a key input to 
informing and directing policy providing a crucial source of information for elected 
members and assisting policy and management decisions 

3. Review Methodologv 

3.1. Techniques employed to undertake the review were: 

Process Benchmarking[ involving, as comparators, two other Councils, two private 
sector organisations, two non-local authority public sector organisations and one 
voluntary sector organisation] 
Quality Benchmarking[ with the above organisations] 
Indicative cost comparison with the private sector 
European Foundation for Quality Management[EFQM] Self Assessment 
Customer Survey [telephone and questionnaire] 
Staff Survey [questionnaire]. 

4. Conclusions 

4.1. The key findings of the review pointed to some strengths as well as areas for 
improvement. Customer feedback suggested that, for example :- 
- the Corporate Complaints Procedures were understandable, timeous and user fhendly 
- the formal, process-related aspects of the Service Planning function were felt to be a 
strength. 
However, for the purpose of the review the Review Team concentrated mainly on areas 
and aspects where there was scope for improvement. These can be summarised as 
follows: 

Service Planning 

The process could be streamlined through the selective application of Information 
Technology 
The means by which departmental and corporate plan objectives are aligned could be 
improved and perhaps standardised 
A greater element of group working with meetings a key stages could enhance the 
process within and between departments. 
Stronger and clearer links were required between the service plan process, the 
Community Plan, the Corporate Plan, Best Value and the Performance Management 
framework. 



e More evaluation was required of the outcomes / outputs of Service Plans 
e Training needs of officers engaged in the production of Service Plans required to be 

identified and met. 
e Assistance to departments in preparing service plans should be enhanced 
e A self assessment checking process should be designed and included as part of the 

guideline for future plan production 

Corporate Complaints Procedures 

the scheme required to be advertised and publicised more widely and the number of 
channels for feedback increased 
a centrally located complaints handling/co-ordinating post was needed in order to deal 
with the increased volume of complaints/comments received and to enhance corporate 
co-ordination and responsiveness to complaints/feedback 
technology could assist through the adoption of a networked customer liaison software 
package [or a development of existing technology]. 
the current process required to be modified in relation to the flow of corporate 
complaints forms completed and submitted by the public 
mechanisms for reporting/analysis needed to be rationalised 
links should be forged between complaints data and service standaddobjectives 
it was suggested that a corporate Designated Complaints Officer Group be established 
a link was needed between complaints analysis and Service Plans. 

In formation and Research 

a Service Profile for the information and research function was felt to be needed 
a marketing strategy to be devised to inform customers about the service 
team working required to be enhanced 
there was potential for increased collaborative work [intra and inter-departmental] 
a more systematic and communicative approach to new technologies could profitably 

there was scope for more structured information sharing 
a feasibility study into the production of a Corporate Information Strategy should be 

be adopted 

undertaken. 

5 .  Improvement Action Plans 

5.1. Draft Improvement Action Plans in relation to the findings of the three strands of the 
review have been programmed in accordance with the S.M.A.R.T. [Specific, Measurable, 
Achievable, Realistic and Timed] criteria. The Plans are attached at Annex 1 : 



SERVICE REVIEW IMPROVEMENT ACTION PLANS 

SERVICE PLANNING 

ANNEX 1 

Improvement actions proposed from Best 
Value Service Review 

1. Establish Service Planning Group 

2. Increase use of Information Technology 
for next Service Planning cycle 

3. Assimilation with Performance 
Management Framework 

4. Annual ReviewReport of Service 
Planning Outcomes 

5. Service Planning Briefings to encompass 

Improvement Target 

First Meeting of Group 

Proposals placed before 
Corporate Service Planning 
Group 

Final Committee Approval for 
Performance Management 
Framework 

Incorporation in Service 
Planning Guidelines 

All Departments included 

___ ____ 

Officer responsible for 
implementing Improvement 
Action 

E .Fraser/M .McKever 

R.Hoeninger 

I.Nico1 

E.Fraser/C.Muir 

A. GardinerE-Fraser 

~ ~ 

To be completed by : 

April, 2000 

March, 2000 

April, 2000 

April, 2000 

May, 2000 



wider range of staff I 
6. Inclusion of self-check list with Service 

Review Guidelines 

7. Guidelines to include offer of assistance in 
Plan preparation at interim stage 

8. Include Process Map of Organisational 
Structure with Guidelines 

9. Alignment of Service Planning Process 
with Community Plan 

Incorporation in Service Plan 
Guidelines 

Incorporation in Service Plan 
Guidelines 

Incorporation in Service Plan 
Guidelines 

To be included in Performance 
Management Framework and 
Service Plan Guidelines 

E.Fraser/C .Muir 

A.Gardiner/E.Fraser 

Policy and Performance Unit 

E.Fraser/J.Lees 

December, 1999 

March, 2000 

January, 2000 

April, 2000 



CORPORATE COMPLAINTS PROCEDURES 

Improvement actions proposed from Best 
Value Service Review 

1. Creation of a centrally located customer 
care co-ordination post 

2. Wider advertising and publicity for 
customer feedback mechanisms 

3. Rationalisation of reporting/analysis 
mechanisms 

4. The adoption of a networked customer 
liaison software package 

5. Links to be established between the 
Corporate Complaints Procedure and 
service standards and objectives 

~~ ~ 

Improvement Target 

Advertisement of Post 

Publication/printing/distribution 
of articles/posters/ 

Dialogue established across 
departments 

Network established 

Mechanism to be established in 
the context of complaints 
analysis/reporting 

Officer responsible for 
implementing Improvement 
Action 

M.Castles 

M.McKever 

I.Nico1 / J. Jeffi-ey 

M.McKever / 1.Nicol 

I.Nico1 / J.Jeffi-ey 

To be completed by 

April, 2000 

Jan, 2000 

December, 1999 

June, 2000 

April, 2000 



6. Establishment of Corporate Complaints 
Officer Group 

7. Publication of Customer Charter with 
Standards 

I 8. Establish Quality Awareness Training for 
staff I 

9. Customer feedbackkomplaints to inform 
Service Plans-Design of Process 

10. A formal, structured reporting system to 
be established 

Group Meetings Begin 

Charter Publication resourced 

Framework for Course 

Assimilation of feedback data in 
Service Plan - Process Guidelines 

Information reaching customers 
and Committees 

M.McKever 

I.Nico1 

M.McKever/C.Muir 

Policy and Performance Unit 

I.Nico1 

February, 2000 

February, 2000 

March, 2000 

April, 2000 



INFORMATION AND RESEARCH 

Improvement actions proposed from Best 
Value Service Review 

1. Production of a Service Profile 

2. Enhancement of Team Working 

3. A Marketing Strategy to be devised 

4. More systematic assimilation of new 
technologies including a networked 
complaints/feedback[recording, tracking, 
analysis] system 

5. More structured information sharing tobe 
developed in the Chief Executive’s Office 
and the Council 

Improvement Target 

Profile Completed 

Increased Team activity 

Plan Completed 

Timescaled within departmental 
Service P1ad.T. Strategy 

Timetable to be devised 

~~ 

Officer responsible for 
implementing Improvement 
Action 

Information & Research Section 

Information & Research Section 

Information & Research Section 

Information & Research Section 

Information & Research Section 

To be completed by: 

December, 1999 

Ongoing 

March, 2000 

April, 2000 

December, 1999 
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CREDITORS 



BEST VALUE REGIME - FINANCE DEPARTMENT 

Second Tranche: Creditors Service Review 

1. Introduction 

1.1 Best Value Review Process 

North Lanarkshire Council views the Best Value Regime as an opportunity to improve the 
quality of its services. The Finance Department of the Council endeavours to improve its 
services by applying the key principles of Best Value. This is evident from the Department’s 
service reviews, which have to date, been structured around the “4 C’s” of Challenge, 
Comparison, Consultation and Competition. 

1.2 Scope of Best Value Review 

This report provides a summary of the Creditors Service Review undertaken in the second 
tranche of the Council’s Best Value Rota. The Creditors function was recommended for 
inclusion in this tranche for a number of reasons. However, the function was primarily 
proposed because it has a number of indicators that are recognised and accepted as 
performance measures, and therefore, this is an excellent service to benchmark. 

1.3 Structure of Report 

The remaining sections of this report provide details of the service review methodology and 
results. Based on this, recommendations for future action and areas for improvement are also 
highlighted. 

2. Obiectives of the Creditors Service 

North Lanarkshire Council Creditors Service is responsible for the payment of approximately 
450,000 invoices per annum. In addition to paying suppliers for goods and services received, 
the Creditors Service is also responsible for the issue of payments for Housing Benefits, 
Education Bursaries, Council Tax rebates etc. 

The objective of the Creditors Service is to provide an efficient and high quality service to both 
suppliers and user Departments. This objective includes the following obligations: - 

+ To process invoices within 5 working days of their receipt in the Creditors section. 
+ To maximise the number of payments processed within the Council’s agreed payment 

terms 
+ To answer queries from Departments and suppliers promptly and efficiently, and in a 

courteous manner 
+ To comply with the requirements of Construction Industry Tax and other relevant 

legislation 
+ To provide a Creditors service that satisfies both Audit and Data Protection requirements. 

The budgeted cost of the Creditors Service for 1999/2000 is &406,000. 

3. Service Review Methodolow 

3.1 Selection of Service Review Method 



An alternative to benchmarking is market testing. The Finance Department did not choose 
market testing at this time primarily because there is no ready-made market for outsourcing the 
Creditors function. Also, market testing was considered inappropriate at this time because the 
Council was due to issue a tender for an integrated financial management system. Tendering for 
an integrated financial system will result in changes in procedures and data, and will also 
require altering staff duties to allow the creditors service to be specified and evaluated. 
Therefore, given this scenario, market testing was deemed inappropriate at this time. 

Market testing also raises corporate issues for the authority, and therefore it is essential to 
ensure that the long-term needs of the authority are satisfied prior to any Department 
undertaking market testing of any nature. 

The Department has still to utilise techniques such as EFQM. It is anticipated that the model 
will be utilised in the third tranche to assist with the qualitative assessment of the Internal Audit 
function. 

3.2 Participation in Scottish Benchmarking Club 

The Creditors Benchmarking exercise received independent scrutiny, having been undertaken 
by IPF Ltd, the commercial arm of the Chartered Institute of Public Finance and Accountancy. 
It was conducted under the auspices of the Scottish Benchmarking Group, and all calculations 
and statistics were therefore independently generated using the information supplied by 
participating authorities. 

IPF has a proven track record in benchmarking, having gained excellent experience of similar 
benchmarking exercises through both the Scottish and National Benchmarking Clubs. 

Appendix A illustrates the authorities that are members of the Scottish Benchmarking Club for 
Creditors. This appendix highlights that there is a wide range of authorities participating, from 
smaller, rural authorities to larger, urban authorities. 

Authorities participating in Scottish Benchmarking clubs are required to complete a standard 
questionnaire. This questionnaire requests information on the costs of the service, the resources 
available to provide the service, and the number of invoices and payments processed. Since 
the questionnaire does not focus solely on costs, the results will enable the Department to assess 
the quality of service currently provided. 

Based on definitions supplied by IPF Ltd, the questionnaire identifies core Creditors functions. 
Upon receiving all authorities’ data, IPF prepared a report comparing all authorities costs and 
statistics with the Scottish average. The headline indicator for the Creditors service is the cost 
per invoice processed, but additional details based on the statistics supplied are also illustrated 
graphically. Having participated in the Creditors benchmarking exercise, North Lanarkshire 
Council obtained comparisons with the Scottish average for a variety of indicators, the details of 
which are illustrated in Appendix B. 

3.3 Inter-authority Working Group 

In addition to the IPF benchmarking exercise, the Creditors Service is also participating in an 
Inter Authority Working Group (or “family” group), with a view to carrying out detailed 
benchmarking of processes. The group consists of 5 authorities having similar populations and 
characteristics, details of which are supplied in Appendix A. 

Using the information from the IPF survey as their basis, this group intends to compare their 
detailed processes. It is anticipated that this will highlight areas for improvement and will 
therefore add value to the Best Value Service Review process. 



Following on from the creation of this working group, North Lanarkshire Council and Fife 
Council have agreed to form a benchmarking partnership and to undertake more detailed cost 
and quality comparisons. This is illustrated in the sections Action Plan illustrated as Appendix 
C. 

3.4 Private Sector Comparisons 

In order to compare the service with a variety of organisations, the Creditors Service also 
wishes to benchmark with a private sector organisation. The Department is currently liasing 
with Scottish Power concerning this, and anticipates being able to undertake an initial 
benchmark on costs and processes by the end of the current financial year. This has been 
incorporated into the section’s Action Plan, illustrated as Appendix C. 

3.5 Consultation Exercises 

In order to ensure that the Creditors service currently provided is effective, the Department 
embarked upon a consultation process, issuing surveys to both users and employees. 

The Department issued a user survey to each of the Council’s service Departments, asking them 
to provide comments on their awareness of the services available and their levels of satisfaction 
thereon. Upon receiving the completed responses, the surveys were analysed, a feedback 
document was produced and the Creditors section created a Creditors Forum to allow more 
detailed discussions of issues identified. Feedback from this Forum indicates that it has been 
well received. 

The Department has yet to obtain supplier views of its performance. This issue is complicated 
by the fact that supplier views will relate to the performance of the Council as a whole, and 
hence will not assist the Department to assess the performance of the Creditors section. 
However, it is appreciated that these views are essential, and therefore the Department intends 
to address this in its discussions with Scottish Power. 

Employees are vital to the Best Value process and in order to aid both communications and the 
service review process, the Department issued an employee survey to all Finance employees. 
This survey concentrated on issues including leadership, training, satisfaction, communication 
and customers. Employees were asked to provide views on each area and to also identify any 
areas in which service improvements could be achieved. The Department is presently 
summarising and analysing the results of this employee survey, with a view to issuing 
employees with details of the feedback received in each of the areas. 

3.6 Preparation for Potential Competition 

Whilst the Department has not yet entered into any formal market testing or tendering exercises, 
this may become an option at a later stage in the review process. The Department has therefore 
been reviewing the charging mechanisms of the Creditors function in order to more accurately 
reflect the likely tariffs of charges utilised by the private sector. To date, the Department has 
moved from a single charge per invoice processed to a set of charges encompassing the various 
Creditors function activities. It is anticipated that charges will continue to be reviewed and 
enhanced, and this is reflected in the Action Plan illustrated as Appendix C. 

4. Service Review Findings 

4.1 Scottish Benchmarking Club Results 

The IPF report illustrates that North Lanarkshire Council’s performance is satisfactory, having a 
cost per invoice processed slightly above the Scottish average. However, upon reviewing the 
secondary indicators, the Department has identified areas requiring further investigation. For 



example, the results indicate that IT and other overhead costs are high, and hence there may be a 
need to review the methods of charging for these services. The Department has prepared an 
Action Plan in order to progress service improvements. This is illustrated as Appendix C and 
incorporates the issues identified fiom consultation exercises and the IPF benchmarking club. 

However, whilst the cost per invoice processed in the Scottish Benchmarking Club exercise is 
slightly above the group average, the results of an exercise previously undertaken by the 
Accounts Commission illustrate that the performance of the creditors section is satisfactory. 

In order to assist auditors in the analysis and benchmarking of the performance of their audited 
bodies, the Accounts Commission compiled a statistical profile known as “Compare”. The 
results of this were supplied to local authorities and, on examining the data collected concerning 
the number of staff per 1,000 invoices processed, North Lanarkshire Council is the third lowest 
of its family group, and the seventh lowest of all 32 unitary authorities. 

5. Conclusions 

The Creditors Best Value Service Review illustrates that users are primarily satisfied with the 
services received, and also that the Creditors function is competitive on both a cost and quality 
level. Nevertheless, areas for improvement have been identified, and these have been included 
in the Creditors Service Action Plan, illustrated as Appendix C. 



APPENDIX A 

Members Of Scottish Benchmarking Club: Creditors 
Service 

The members of the Creditors Scottish Benchmarking Club are: - 

Aberdeenshire 
Dumfries 
East Renfiewshire 
Falkirk 
Moray 
Perth & Kinross 
Shetland Islands 
South Lanarkshire 
West Dunbartonshire 

Angus 
East Dunbartonshire 
Edinburgh 
Fife 
North Lanarkshire 
Scottish Borders 
South Ayrshire 
Stirling 
West Lothian 

Members Of Inter-Authority Creditors Working Group 

The members of the Inter-authority working group for the Creditors service are: 

+ Dumfries and Galloway Council + Fife Council 
+ North Lanarkshire Council + South Lanarkshire Council 

+ West Dunbartonshire Council 



APPENDIX B 

Scottish Benchmarking Club - Creditors Service 
Comparisons Between North Lanarkshire Council And 
Scottish Average 

The indicators examined in the IPF benchmarking exercise, and the subsequent results 
are illustrated in the chart below. This chart contains the benchmarking results of North 
Lanarkshire Council’s Creditors section and, for comparison purposes, the 
benchmarking group average is also illustrated. 

The report also provided information relating to types of payments, types of input and levels of 
accuracy obtained. The table below lists the other information available from the IPF exercise. 

In formation Category 

Types of Payment 

Types of Input 

Levels of Accuracy 

Others 

Comparative Indicator 

+ Crossed Cheque 
+ BACS 
+ Opencheque 
+ Manual Cheaue 

+ Input Centrally 
+ Input Locally 

+ Duplicate Payments (%) 
+ Incorrect payee/amount (%) 

+ Paid on time (%) 
+ Runs per week 
+ Invoices per payment 



APPENDIX C 

Creditors Service Action Plan 

Item 

Payment 
Methods 

Systems 
development 

Charging 

Performance 
indicators 

Consultation 
with users 

Service Level 
agreements 

Benchmarking 

Departmental 
Performance 
Reviews 

Inter 
4uthority 
Creditors 
Working 
Group 

Objective 

To increase the number of 
suppliers paid by BACS 

To improve the quality of the 
Creditors system 

To continue to improve the 
charging mechanisms of the 
Creditors service 

To produce standards and 
targets for scrutiny by the 
public, as a guide to the 
performance of the section 

To raise awareness of the 
views and needs of the Service 
Departments 

To provide Departments with 
documentation stating the 
quantity and quality of service 
provided 
To determine the performance 
of the Creditors function 

To monitor client Departments 
performance over a range of 
measures 

To provide a forum for 
discussion on Creditor related 
matters and enhance the 
provision of a quality service 
by sharing of knowledge and 
Experience. 

Action 

Letter to all Council suppliers 
asking for bank account details, 
using bank details where shown on 
invoices. 

Specify and evaluate the 
requirements of the Creditors 
service; 
Evaluate responses to requirements 
specification; 
Implement the Creditors module 
Identify non-standard processing 
costs, e.g. electronic feeders; 
Introduce additional charges for 
returned cheques 
Initial standards created and 
reported to committee; 
Reduce standard payment terms 
(and relevant indicators) from 34 to 
30 days; 
Introduce additional indicator on 
Value of invoices paid late. 
Issue of user survey; 

Creation of Creditors forum and 
meetings with departments in line 
with revised Council Structure; 
Issue brief questionnaire to 
departmental practitioners. 

Production of Service level 
statements; 
Production of service level 
agreements 
Participate in IPF Scottish 
benchkarking club; 
Compare costs and processes with 
Scottish Power 
Compare costs and processes with 
Fife Council 
Produce detailed quarterly reports; 
Provide summary information to 
Department management; 
Arrange follow up meetings to 
discuss progress in improving 
performance. 
Set up and chair inter authority- 
working group. 

Completion or Target Date 

Letters issued throughout 
1998199, with percentage of 
BACS payments increasing 
from 3 1% to 49%. Target of 
50% during 1999/2000; 
Payments to landlords in 
respect of Housing Benefit 
Payments being considered for 
BACS. 

July 1999 

September 1999 

December 2000 
April 1999 

April 1998 onwards; 

August 1999 

August 1999 

March 1998, two-yearly 
thereafter 
December 1999; 

December 1999 

September 1998 

July 1999 

March 1999 

December 1999 

December 1999 

June 1998; 
September 1999; 

December 1999 

February 1999 



CASH COLLECTION 



BEST VALUE REGIME - FINANCE DEPARTMENT 

Second Tranche: Cash Collection Service Review 

1. Introduction 

1.1 Best Value Review Process 

North Lanarkshire Council views the Best Value Regime as an opportunity to improve the 
quality of its services. The Finance Department of the Council endeavours to improve its 
services by applying the key principles of Best Value. This is evident from the Department’s 
service reviews, which have to date, been structured around the “4 C’S’’ of Challenge, 
Comparison, Consultation and Competition. 

1.2 Scope of Best Value Review 

This report provides a summary of the Cash Collection Service Review undertaken in the 
second tranche of the Council’s Best Value Rota. The Cash Collection function was 
recommended for inclusion in this tranche because, like Payroll and Creditors, the function is 
largely transaction-based, and is therefore, well suited to metrics benchmarking. The 
Department anticipated that this would be a starting point for more detailed comparisons, and 
that when considered alongside consultation, benchmarking would provide a means of assessing 
the performance of the service. 

1.3 Structure of Report 

The remaining sections of this report provide details of the service review methodology and 
results. Based on this, recommendations for future action and areas for improvement are also 
highlighted. 

2. Obiectives of the Cash Collection Service 

North Lanarkshire Council Cash Collection Service consists of 12 local area offices plus a 
headquarters section. In addition to processing payments for rent, council tax etc, the area 
offices are responsible for customer enquiries regarding balances, benefits etc. Staff in the 
headquarters section process Direct Debit tapes, and reconcile all income received. 

The objective of the Cash Collection Service is to provide an efficient and high quality service 
to members of the public and user Departments. This objective includes the following 
obligations: - 
+ Treat all members of the public fairly, without discrimination 
+ Deal with all requests, enquiries and concerns promptly and courteously 
+ Provide general advice on payment methods and assistance available to the public 
+ Maintain confidentiality of information supplied by members of the public 
+ Endeavour to maintain waiting times at public counters to less than 10 minutes 

The budgeted cost of the Cash Collection Service for 1999/2000 is &998,600. 



3. Service Review Methodology 

3.1 Selection of Service Review Method 

The preferred method of review for the Cash Collection service was benchmarking. As well as 
providing a cost and quality comparison with other local authorities, benchmarking also 
highlights any areas or issues that the Council needs to address in order to improve the service. 

An alternative to benchmarking is market testing. The Finance Department did not choose 
market testing at this time because only part of the Cash Collection function has comparable 
private sector suppliers. Since only the “on-site collection of payment” aspect of the Council’s 
service has a market competitor, it is inappropriate at this time to consider market testing this 
service. 

Factors such as ensuring Year 2000 compliance of systems and the transfer of functions fiom 
the Housing Department contributed to changes in the operation of the Cash Collection 
function, and this resulted in the function being unable to undertake a full market testing 
exercise. Since market testing also raises corporate issues for the authority, it is essential to 
ensure that the long-term needs of the authority are satisfied prior to any Department 
undertaking market testing of any nature. 

The Department has still to utilise techniques such as EFQM. It is anticipated that the model 
will be utilised in the third tranche to assist with the qualitative assessment of the Internal Audit 
function. 

3.2 Participation in Scottish Benchmarking Club 

For the service reviews undertaken to date, the Finance Department’s preferred option has been 
to participate in the Scottish Benchmarking Clubs for an initial review of its services. However, 
there is no Benchmarking Club available for the Cash Collection function. This is primarily 
because local authorities have a tendency to structure their Cash Collection functions 
differently, with some authorities operating for example, a Municipal Bank, and others having 
links with Housing offices. Such differences in structures mean that it is very difficult to obtain 
the standard service that is necessary for collecting data in a consistent manner, and for making 
sensible comparisons. 

Given the lack of a benchmarking club and the fact that the Council wishes to benchmark this 
function, the Department contacted East Dunbartonshire Council to discuss the possibility of 
entering into a benchmarking partnership. East Dunbartonshire Council, although much smaller 
in size, is the only other authority in the United Kingdom that operates a Municipal Bank 
network and structures its Cash Collection function in a comparable manner. It is therefore an 
excellent benchmarking partner since cost and quality comparisons with this Council will 
provide sufficient information to allow us to assess the performance of the Cash Collection 
function. 

East Dunbartonshire Council agreed to be our benchmarking partner for this function, and 
Appendix A illustrates the action necessary to progress this exercise. 

3.3 Private Sector Comparisons 

Section 3.1 of this report indicates that only part of the Council’s Cash Collection service is 
capable of being compared with the private sector. However, the Department wishes to 
compare the performance of its service with a variety of organisations, and therefore intends to 
undertake comparisons with both the Post Office and Paypoint. 



The Council presently has a contract with the Post Office whereby specified Post Offices 
throughout the North Lanarkshire area are able to receive payments for rent, council tax etc 
from members of the Public. This contract provides the Council with details of a private sector 
charge for the “on-site collection of payment” aspect of the Council’s Cash Collection service, 
and therefore allows the Council to make an initial cost comparison. 

The Department extended this cost comparison to Paypoint, an alternative private sector 
provider. Paypoint is similar to the Post Office in that they operate cash machines in local 
stores and outlets and also charge a fixed rate per transaction processed. They therefore provide 
a service that allows members of the Public to pay council tax etc, at various locations and 
various times. 

Whilst the cost comparisons with the private sector were limited in scope, the information 
obtained from this exercise prompted the Department to review the operation of the current cash 
collection outlets. The Department reviewed its contract with the Post Office, negotiated a new 
contract with Paypoint, and began a review of the cost effectiveness of the Department’s area 
offices. It is anticipated that these actions will not only generate significant savings for the 
Council, but will provide sufficient information for the Department to undertake more detailed 
cost and quality comparisons. 

Details of the area office review are illustrated in Appendix B, and the issues resulting from this 
and the initial cost comparison are highlighted in the section’s Action Plan illustrated as 
Appendix D. 

3.4 Consultation Exercises 

In order to ensure that the Cash Collection service currently provided is effective, the 
Department embarked upon an extensive consultation process. 

The Department, in conjunction with CAS (CIPFA Advisory Service) and Strathclyde 
University, organised an exit survey at 3 of the largest Cash Collection area ofices. This 
survey addressed issues such as Quality of Service and Documentation, Attitude of staff, 
Payment methods, opening times and location of area offices. The main objectives of the 
survey were to identify the public levels of satisfaction with the area offices selected. Of the 
sample surveyed, the public levels of satisfaction were very high, with the service receiving on 
average a satisfaction rating of 4.6 (highest score for survey was 5 ) .  Details of the initial exit 
survey and its results are illustrated in Appendix C. 

The Department has recently developed additional questionnaires to address the areas excluded 
from the initial exit survey. A postal questionnaire aimed at obtaining the views of customers 
who do not use the area offices is scheduled for later this year, as is a questionnaire to cover the 
remaining area offices. This has been incorporated into the section Action Plan illustrated as 
Appendix D. 

Employees are vital to the Best Value process and in order to aid communications and the 
service review process, the Department issued an employee survey to all Finance employees. 
This survey concentrated on issues including leadership, training, satisfaction, communication 
and customers. Employees were asked to provide views on each area and to also identify any 
areas in which service improvements could be achieved. The Department is presently 
summarising and analysing the results of this employee survey, with a view to issuing 
employees with details of the feedback received in each of the areas. 

3.5 Preparation for Potential Competition 

Whilst the Department has not yet entered into any formal market testing or tendering exercises, 
this may become an option at a later stage in the review process. The Department therefore 



intends to review the charging mechanisms of the Cash Collection function for the financial 
year 2000/200 1 , and this is reflected in the Action Plan illustrated as Appendix D. 

4. Service Review Findings 

4.1 Private Sector Comparisons 

The initial comparisons with Paypoint and the Post Office are inconclusive. Since neither the 
Post Office nor Paypoint provide a service comparable to the Council, the Department used only 
staff costs to calculate an approximate cost per transaction processed. Whilst this information 
was insufficient to allow any meaningful performance comparisons to be made, it did prompt 
the Department into negotiating new contracts, and reviewing the cost effectiveness of its area 
offices. This action has resulted in a proposal to close 2 area offices, thereby resulting in 
significant savings for the Council. Details of this are illustrated in Appendices B and D. 

4.2 Consultation Exercises 

The results of the exit survey undertaken at 3 of the area offices illustrate that members of the 
public are very satisfied with the cash collection services provided. However, since this survey 
only relates to a sample of the possible customer base, the Department intends to extend its 
consultation to include both the other area offices, and those customers who do not user any 
area office. 

5. Conclusions 

The Cash Collection Best Value Service Review illustrates that customers are very satisfied 
with the services received. An initial comparison with the private sector has proved to be 
inconclusive, but has nevertheless identified areas that the Department should be reviewing. 
Based on this initial service review, the Department has identified areas for improvement, and 
these have been included in the Cash Collection Service Action Plan, illustrated as Appendix D. 



APPENDIX A 

Benchmarkina Partnership with East Dunbartonshire 
Council 

Objectives 

Both authorities agreed that the objective of this benchmarking partnership was to identify the 
cash collection activities comparable with the Post Office and Paypoint, and also those 
undertaken as a result of the specific structure of the authorities. 

Scope of Review 

The cash collection function comprises various activities, some of which are not comparable 
with the private sector. In order to be able to assess the Department’s performance in this area, 
both Councils agreed to divide the function into the following main activities: - 

+ Processing of Counter transactions 
+ Municipal Bank related transactions 
+ Processing of Non-cash payments 
+ Reconciliation and Control of all income types 

Methodology 

Since neither Council operates separate cost centres for the different cash collection functions, it 
was necessary to agree a methodology that allows the figures obtained to be on a “like for like” 
basis. Both Councils therefore agreed to adopt the following methodology when identifying 
and costing the components of the cash collection service: - 

+ 
+ 
+ 
+ 

4 

+ 
+ 
+ 
+ 

Identify and list all tasks undertaken by cash collection staff 
Classify tasks as either Counter transactions, Bank transactions, Non-cash payments or 
Controls and Reconciliation 
Using the task list, identify the amount andor percentage of time allocated to Controls and 
Reconciliation, and Non-cash payments. 
Determine the costs of the Controls and Reconciliation, and Non-cash payment activities in 
one of 2 ways: - 
+ Obtain the chargeable hourly rate for Cash collection and apply this to the hours 

allocated to the relevant activities 
4 Apply the percentage of time allocated to these activities to the total budgeted costs of 

the cash collection function 
Quantify the actual number and types of transactions performed during the agreed time, for 
example, the financial year 1999/2000 
Using the numbers of transactions for the period, calculate the percentages attributable to 
both Counter and Bank transactions 
Apply the calculated percentages to each cash office, thereby identifying the costs per 
transaction for each area office 
Calculate an average cost per transaction 
Compare average costs with those charged by the Post Office and Paypoint. 

Target for Completion 

The proposed timescale for completing this analysis is 3 1 st December 1999. 



APPENDIX B 

Review Of The Cost Effectiveness Of The Cash Collection 
Operation 

Introduction 

Having undertaken an initial cost comparison exercise with the Post Office and Paypoint, the 
Department commenced a review of the operation and cost effectiveness of the Cash Collection 
area offices. The review concentrated on staff costs only and was undertaken by the Council’s 
Management Services officers. 

Calculation of Cost per transaction processed 

Upon relating the number of posts in each office to the volumes of transactions processed, 
Management Services identified a wide divergence in the transaction costs of the area offices. 
The transaction costs per office were calculated as follows: - 

Area Office 
Wishaw 
Bellshill 
Airdrie North 
Shotts 
Viewpark 
Motherwell 
Moodiesburn 
Kilsyth 
Coatbridge North 
Woodside Street 
Whifflet 
Cumbernauld 
Airdrie South 

Cost per transaction processed @ence) 
26 
21 
28 
30 
31 
32 
41 
47 
51 
5 1  
58 
58 
75 

Analysis of Calculations 

The transaction costs per office at the higher end of the scale compare very unfavourably with 
the private sector benchmarks of 47p (Post Office) and 36p (Paypoint). Taking future changes 
in workload into consideration, the area offices that are likely to retain unfavourable rates are 
Whifflet and Woodside Street Offices. Unlike the other area offices, these provide a collection 
facility only, and taking other factors into consideration, it is proposed that it is no longer a 
viable option to continue to operate these area offices. 

Recommendations 

The Department submitted a report to the Finance Committee on 21St October 1999 
recommending the rationalisation of area offices, This involves closing 2 area offices, 
implementing a new staffing structure, and standardising the opening and working hours of all 
offices. The Committee accepted this recommendation, and it is therefore anticipated that this 
action could generate savings of approximately &53,000 for the Council. It is also anticipated 
that this rationalisation will allow the Department to achieve more favourable costs per 
transaction processed in the remaining area offices, with figures ranging from approximately 
25p in Airdrie North to 41p in Moodiesburn. 



APPENDIX C 

Results Of Exit Survey On Cash Collection Service 

This survey was undertaken by Strathclyde University on behalf of North Lanarkshire 
Council. The objectives of the survey, the sample base and the results of the survey 
are illustrated below. 

Obiectives of Survey 

o Examine satisfaction with the location of cash collection and enquiry sites 
o Measure satisfaction with cash collection and the service provided at the payment desk 
o Measure satisfaction with the service provided at the enquiry desk 

Payment - Sample 

Total 

Bellshill 
Coatbridge 
Motherwell 

16-44 
45-64 
64+ 

Female 
Bank Account 
Owner - Occupier 

Enquiry Sample 

Total 

Bellshill 
Coatbridge 
Motherwell 

16-44 
45-65 
64+ 

Female 
Bank Account 
Owner - Occupier 

154 

3 6% 
32% 
32% 

21% 
3 1% 
48% 

64% 
57% 
36% 

92 

33% 
34% 
33% 

28% 
36% 
36% 

63% 
39% 
20% 



APPENDIX C 

Normal Method of Payment 

(Base=246) 

o In Council Offices 88% 
o In a Post Office 8% 

DD / Standing Order 4% 

(Base=l54) 

P 98% pay the same amount on a regular basis (of these: 83% monthly; 12% weekly; 5% 
fortnightly) 

Length of Time Had to Wait 

P Payment (base = 154) 

- Served Right Away 
- Up to 5 minutes 
- 6-10 minutes 
- Over 10 minutes 

0 Enquiry (base = 92) 

- Served Right Away 
- Up to 5 minutes 
- 6- 10 minutes 
- Over 10 minutes 

45% 
46% 
8% 
1% 

20% 
59% 
11% 
10% 



APPENDIX C 

Waiting Time 
Efficiency of Service 
Staff Appearance 
Friendliness / 
Appearance 

Payments - RatinP of Service 

ALL BELLSHILL 

4.6 4.7 
4.8 4.7 
4.7 4.7 
4.7 4.7 

COATBRIDGE MOTHER WELL 

Opening times / 
availability 

4.8 
4.9 
4.9 
4.8 

4.6 

4.3 
4.7 
4.7 
4.7 

5 = Very Good 1 = Very Poor Base = 154 

Knowledge of Staff 
Tidiness / 
Cleanliness 

payment area 
Layout & design of 

Enquiries - RatinP of Service 

4.6 4.6 
4.6 4.7 

4.4 4.4 4.3 4.5 

4.4 I 4.7 I 

Waiting Time 
Efficiency of Service 

4.2 

4.3 4.3 4.3 4.2 
4.6 4.5 4.5 4.7 

4.7 

Staff Appearance 4.8 4.6 4.9 4.8 

4.8 

Friendliness / 
Appearance 
Knowledge of Staff 
Ability to deal with 
enquiry 

4.5 

4.7 4.6 4.9 4.7 

4.6 4.7 4.6 4.5 
4.6 4.7 4.5 4.5 

I I ALL I BELLSHILL 1 COATBRIDGE I MOTHERWELL I 

Tidiness / 
Cleanliness 

enquiry desk 

Opening times / 
availability 

to enquiry 

Layout & design of 

Privacy 

Clarity of response 

4.7 4.6 4.8 4.8 

4.3 4.4 4.3 4.3 

3.1 3.3 2.6 3.3 
4.5 4.4 4.7 4.6 

4.5 4.6 4.5 4.5 

5 = Very Good 1 = Very Poor Base = 92 



APPENDIX C 

Comparisons with Customers’ Previous Visits 

0 Payments (base=154) 

- Better (quicker service) 24% 
- About the same 72% 
- Worse 1% 

o Enquiries (base=92) 

- Better (quicker service) 8% 
- About the same 67% 
- Worse 1% 



APPENDIX D 
Cash Collection: Action Plan 

Item 

Payment 
Methods 

Charging 

Performance 
indicators 

Consultation 
with users 

Consultation 
with 
employees 

Preparation of 
Customer 
Charter 

Benchmarking 

Objective 

To increase the number of 
customers who pay by Direct 
Debit. 

To improve the charging 
mechanisms of the service 

To reduce transaction costs 

To produce standards and targets 
for scrutiny by the public, as a 
guide to the performance of the 
section 
To raise awareness of the views 
and needs of Customers 

To ensure that employees views 
and suggestions are available for 
hture planning of the service 

To provide Customers with 
documentation stating the level 
and quality of service available 

To determine the performance of 
the Cash Collection function 

Action 

Issue Direct Debit leaflets with 
Council tax documentation; 
Encourage payment by direct 
debit by following up March 
1998 Prize Draw 
Brief overview of staff costs and 
initial calculation of cost per 
transaction processed; 
Identify and calculate additional 
charging mechanisms e.g.: cost 
per transaction processed. 
To introduce Paypoint 
collection facilities 
Identify initial standards and 
report to committee, e.g.; 
waiting times in offices 

Sample area office exit survey; 
Design of postal survey and area 
office survey; 
Distribution of second phase of 
surveys; 

Following on from issue of 
survey to employees, production 
of summary responses for 
managers; 
Development of employee 
questionnaire to include more 
detailed questions regarding the 
methods of working within each 
section; 
Discussions with employees 
regarding issues raised. 
Consideration of appropriate 
measures of quality; 
Preparation of initial Customer 
charter; 
Submission of Charter to 
Finance Committee for 
approval; 
Distribution of Charter to 
appropriate area offices 

Initial cost comparison with 
private sector supplier rates; 
Consideration of appropriate 
benchmarking partners; 
Initial discussions with East 
Dunbartonshire Council; 
Proposal to improve service by 
rationalising number of area 
offices; 
Calculate agreed costs and 
benchmark with East 
Dunbartonshire Council; 
Compare cost of transactions 
processed by cash offices with 
Post Office and Paypoint. 

Completion or Target 
Date 
March 1999 
(and annually); 
April 2000 

May 1999; 

March 2000 

January 2000 

January 2000 

February 1999; 
August 1999; 

November 1999; 

August 1999; 

December 1999 
(and annually) 

Ongoing 

March 1999; 

August 1999; 

October 1999; 

December 1999. 

May 1999; 

August 1999; 

September 1999; 

October 1999; 

December 1999; 

February 2000. 


