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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. 

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 1998 and 1999. 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 Years 1 and 2 of the Council’s 
programme are detailed at Appendix 1. The areas being covered by Service Reviews in Year 3, 
the current year, are detailed at Appendix 2. 

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 took place within a wider audit of selected services 
{carried out by the External Auditors} in the context of performance management and planning. 
This is the arrangement for the current year also, although the Scottish Executive visited the 
Council on 15t’1 November to hear a presentation on the Councils Best Value approach. This was 
part of a series of visits to Councils on a Best Value fact-finding programme. 



5. INTERNAL SCRUTINY 

5.1. Member Level - Members receive detailed reports at Service Committees and summary 
reports at the Performance and Best Value Sub Committee. Members consider 
- 
- 
- 

the methodologies for service reviews 
progress made in undertaking the reviews 
progress in implementing review Action Plans and recommendations. 

5.2 Officer Level - In addition to member scrutiny the Best Value Officer Working Group 
arranges Peer Group assessment of all reviews. Peer Groups comprise representatives from 
every service. The Group considers presentations by review project managers on the review 
approaches and techniques and initial conclusions. At these presentations the opportunity exists 
to evaluate the full range of reviews and to share experience, question and challenge approaches 
and exchange ideas. 

6. REVIEW FINDINGS 

6.1. Ten review executive summaries were reported to the Sub Committee on gth November. 
Appendix 2 contains the remainder of the executive summaries of the detailed findings and 
Improvement Action Plans for services and activities in year 3 of the programme. Most of the 
services have completed the Action Plans at this stage; others are at varying stages of 
completion and will be finalised in the coming months. 
The Finance Department’s service review timetable originally scheduled a review of the 
Purchasing service for this year. However, since the rota was established, the Council has 
agreed to replace its financial systems with effect from April 2001. The new integrated financial 
management system includes the development of commitment accounting and the use of e- 
commerce and this will have a major impact on the Purchasing service. It has been agreed, 
therefore, that there would be little benefit in reviewing the existing service but instead that the 
review be delayed until the new centralised purchasing service has been put in place. The 
preparatory work for the best value review will assist in the implementation of the new system. 

6.2. 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} approves the Improvement Action Plans included as Appendix 2; 

b} agrees the proposal to submit the full service review reports to Service Committees in the 
first available cycle in the New Year and ; 

c} otherwise notes the content of the report. 

Chief Executive 

Local Government Access to Information Act 

For further information on this report contact Alex Gardiner or Mike McKever on ext. 2231 or 2348. 



Appendix 1 

Department 
Education 

Leisure Services 

Service Reviews - Years 1 and 2 

Activity 
Primary Teaching and Learning [Phase l} 

Catering 

YEAR 1 

Social Work Residential Accommodation for Children 

Finance I Payroll 

Education Teaching and Learning (Primary Education) 

Teaching and Learning (Secondam Education) 

I 

Environmental Services I Cleansing 

Community Services Grounds maintenance 

Transport 

I I --I 

Chief Executive Policyhfonnation 

Administration District Courts 
Office systems 
Printing 

Planning 

Housing 

I Property Services 

Economic Development 

Building Control 

Local Housing Service Areas 1-6 

Finance 

Social Work I Childcare Services 

Creditors 
Cash Collection 
I.T. Business Systems 



Appendix 2 

Best Value Service Reviews 

Executive Summaries 

- Internal Audit 
- Insurance Services 
- Training and Development 
- Recruitment and Selection 
- Home Care{Community Groups} 
- Community Alarms 
- Meals on Wheels 
- Day Services{Elderly} 
- Criminal Justice Services 
- Secondary School Accommodation 
- Raising Achievement Initiative 
- Early Years Staffing 
- Network Support Service 
- Psychological Services 
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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 Internal Audit Service Review undertaken in the third 
tranche of the Council’s Best Value Rota. The Internal Audit function was recommended for 
inclusion in this tranche for a number of reasons and was considered to be an ideal service to 
review since it had joined a CIPFA initiative namely the Scottish Benchmarking Club in 1998 
which provides regular comparisons of information. 

The Audit Manager is a member of the Scottish Local Authority Chief Internal Auditors Group, 
which discusses benchmarking related matters and meets on a quarterly basis. 

Following the assessment and facilitation of the EFQM model pertinent to the Internal Audit 
function a SMART Action Plan was produced. 

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 service improvements are 
contained in the Improvement Action Plan in Appendix 2. 

2. Objectives of the Internal Audit Service 

North Lanarkshire Council Internal Audit Service is responsible for providing an independent 
review of all financial and related systems and operations of the Council, to ensure that the 
Financial Regulations are being complied with and that the Council’s interests are being 
protected. 

The objective of the Internal Audit Service is to provide an efficient and high quality service to 
the Council and its Departments. This objective includes the following obligations: - 

Internal Audit activity and progress will be compared to the Audit Plan and reported 
quarterly to Chief Executive’s Audit Group. 

Documentation of all systems audited will be produced and maintained. 

The results of all audits will be reported in an appropriate manner and the implementation of 
results followed up. 

At the conclusion of each audit a satisfaction form will be issued to the auditees for 
completion. The responses will be examined and action taken where appropriate. 

To attain at least 90% of the planned audit activity each year and to perform the following 
functions:- 



Systems Reviews 
Value For Money Studies 
Regularity Audit 
Contract Audit 
Fraud Investigations 

+ Regularly review the performance indicators and report the results to the Finance Committee 

The budgeted cost of the Internal Audit Service for 2000/200 1 is &665,7 15. 

3. Service Review Methodology 

3. I Selection of Service Review Method 

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

In addition, the EFQM model was introduced in the tranche to assist with the qualitative 
assessment of the Internal Audit function. This provided valuable feedback from both 
employees and Departments in identifying strengths and wealmesses of the service and drawing 
up a SMART plan for improvement. 

3.2 Participation in Scottish Benchmarking Club 

The Internal Audit Benchmarking exercise received independent scrutiny, having been 
undertaken by IPF Ltd, the commercial arm of the Chartered Institute of Public Finance and 
Accountancy. 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. 

The Scottish Benchmarking Club for Internal Audit covers a wide range of both rural and urban 
authorities. 

Authorities in Scottish Benchmarking clubs were required to complete a standard questionnaire. 
This questionnaire requested information on the costs of the service, the resources available to 
provide the service, and the number of productive Audit days. The questionnaire did not focus 
solely on costs however and the results enabled the Department to assess the quality of service 
currently provided. 

Based on definitions supplied by IPF Ltd, the questionnaire identified core Internal Audit 
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 Internal Audit 
service is the cost per productive day 



3.3 Other Benchmarking Groups 

In addition to the IPF benchmarking exercise, the Internal Audit Service participated in two 
other family groups as follows: - 

1) A group consisting of 4 authorities having similar population and 
characteristics. 

2) A group of 7 providers consisting of both public and private sectors including 
North Lanarkshire Council was benchmarked by Renfiewshire Council. 

The information gained fiom the IPF and other surveys continues to highlight the areas for 
service improvement through the Action Plans and therefore add value to the Best Value 
Service Review process. 

3.4 Private Sector Comparisons 

In order to compare the service with a variety of organisations, the Internal Audit Service also 
wishes to benchmark with a private sector organisation. Participation in the Benchmarking 
exercise described in 3.3 above enabled some comparison of performance with a private sector 
organisation. 

3.5 Consultation Exercises 

In order to ensure that the Internal Audit service currently provided is effective, a consultation 
process of issuing surveys to both departments and employees was embarked upon. 

An Internal Audit user survey was issued to each of the Council’s 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 Internal Audit section now convene regular staff meetings to 
discuss the issues identified. Feedback from the staff meetings has been well received. 

Employees are vital to the Best Value process and in order to aid both communications and the 
service review process, an employee survey was issued to all Internal Audit employees. The 
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 prepared a summary on 
each area along with a graphical analysis of the results and this was issued to all employees in 
February, 2000. 

4. Service Review Findings 

4.1 Benchmarking Club Results 

The Internal Audit Service in addition to the IPF Benchmarking Club for Scottish local 
authorities also participated in two other family groups which consisted of both public 
and private sector providers. 

Details of the Benchmarking results can be found in Appendix 1. 



4.2 Analysis of Benchmarking Results 

North Lanarkshire Council Internal Audit Service featured well in the Benchmarking Club 
results as follows:- 

(1) The costs per auditor were lower than that of the Scottish Local Authority 
average and the private sector comparator. 

(2) The number of productive audit days was highest (75%) compared to the 
Scottish Average (70.9%) and that of the private sector comparator (53.7%). 

(3) The cost per productive audit day was lower (5164) than the Scottish average 
(5189) and that of the private sector comparator (5237). 

4.3 Analysis of the Employee and Departmental Surveys 

(1) Employee Survey 

The overall impression of the service provided by the employees of the Internal Audit 
Service can be summarised as follows:- 

(a) The employees considered the service to be both professional and approachable. 

(b) The majority of employees agreed that 

+ Being right first time 
+ Good communication 
+ The provision of accurate information 
+ The promotion of Best Value 

Comprised the core elements of the service. 

(2) Departmental Survey 

The overall impression of the service provided by the Departments of the Council can be 
summarised as follows:- 

The Internal Audit Service was considered to be both approachable and professional. 

The level of importance of the service was scored at 91% where as satisfaction levels 
scored 73%. 

The Internal Audit staff were friendly and provided accurate information. 

The functions critical to the Departments were investigation of fraud, regularity audit 
and system reviews. 

It was suggested that there should be a promotion and an awareness of the service and 
procedures with improvements to the provision of Best Value and communications. 



4.4 Internal Audit Performance 

(1) The total productive audit days achieved represented 97.5% of the planned activity for the 
year, which exceeded the internal audit performance indicator target of 90% of the plan. 

(2) In the period under review Internal Audit achieved the following performances:- 

Functions No 

Systems Reviews 47 
Value for Money Studies 26 
Regularity Audits 61 
Contract Audits 10 
Fraud and Irregularity 93 

Audit Days % of Plan 

1131 101.5 
743 102.8 
726 82.8 
176 38.9 
776 141.1 

5 .  Conclusions 

Internal Audit is delivering a very good standard of service even although the number of 
productive days was 100 fewer than that planned for the year. It should be noted however, that 
despite difficulties through staff vacancies and long term sick absence the productive days 
overall represented 97.5% of plan for the year. 



Appendix 1 

Description NLC 

Total costs per auditor E32,905 
Productive audit days per 196 
auditor 
Effective audit time % 75% 
Cost per productive audit day E164 

BENCHMARKING CLUB RESULTS 

IPF Club Family of 4 Family of 7 Private 
Sector 

E34,805 E32,867 E26,290 E3 3,142 
185 184 189 140 

70.9% 70.5% 72.4% 53.7% 
E1 89 E173 E140 E237 



Appendix 2 
Service Review - Improvement Action Plan 

I Description of the Planned 

communications with 
staff and encourage 
greater involvement in 
the review of the 
performance of the 
service 

2. Improve the methods of 
obtaining the views of 
customers to encourage 
maximum feedback on the 
service provided and 
suggestions for 
improvement. 
Ensure that customers’ 
views are taken into 
account in the service 
planning process. 

Why has this 
improvement been 
chosen and which 
PMP criteria does it 
relate to? 

Self assessment has 
highlighted the need 
€or staff to be more 
involved in the service 
- in the conduct of 
reviews, within the 
service planning 
process and in the 
identification of 
potential 
improvements 

Criteria 1,4,5 

Improvements in 
communication with 
users have been made 
since the original 
questionnaire issued 
in 1998. However, 
scope for 
improvement still 
exists. 

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

To ensure that staff 
are aware of the 
need to promote 
continuous 
improvement within 
the service. Their 
views will be sought 
on key tasks 
required for the 
service plan and on 
areas where 
performance can be 
improved 

Audit service 
performance will 
improve if user 
departments 
understand what is 
required of them and 
the procedures for 
carrying this out. 
This will take the 
form of fewer 
requests for 
supplementary 

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

Actions 

b Awareness 
Sessions - to include a 
review of the service 
plan and training 
resources available. 

employee 
questionnaires to be 
issued to obtain views 
of the service and 
suggestions for 
improvement 

the success of recently- 
established meetings of 
the audit teams 

D Follow up 

D Assessment of 

0 Develop an 
Audit quality manual, 
communicating the 
section’s mission, 
procedures, functions 
and responsibility. 

0 Assess the value 
of the image/profile 
statement, issued to 
customers in September 
2000 

Timescale 

March 200 1 

April 2001 

December 
2000 

December 
2000 

January 
200 1 

April 2001 

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

Feedback at 
awareness sessions 
and responses to 
questionnaires will 
enable the service to 
review the 
effectiveness of the 
planned 
improvement 

Improved flow of 
information between 
the Finance 
Department and 
service departments, 
speeding up the 
processing of claims 
by the Council 

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

Service Plan 

Service Plan 



Description of the Planned 
Improvement 

3. Continue to assess the 
performance of the 
service by: 

comparingkey 
processes withm the 
internal audit service 
using a “family group” 

performance standards 
and targets 

producing 

Criteria 2,3,4 

Why has this 
improvement been 
chosen and whch 
PMP criteria does it 
relate to? 

The results of the 
benchmarking 
exercises undertaken 
as part of the service 
review were very 
satisfactory. 
However, the groups 
of benchmarking 
partners were very 
diverse and 
concentrated on 
inputs. 

Criteria 8,9,10 

information from 
departments. 

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

To develop a smaller 
and more relevant 
family group, 
concentrating on 
comparing outputs 

0 Follow up I 
departmental 
questionnaires to be 
issued, encouraging 
views and suggestions 
for improvement 

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

Actions 

0 Attempt to define 
the “core” audit service 
so that performance 
comparisons w i b  the 
family group can be 
conducted on a like-for- 
llke basis 
Undertake comparative 
analysis of key 
activities 

appropriate 
performance measures 

produced by CIPFA 
Directors Of Finance 
Best Value Working 
Group 

0 Identify 

0 Adopt PIS 

Timescale 

April 2001 

Following 
above 
April 2001 

December 
2000 

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

Availability of data 
with which to 
compare 
performance. 
Identification of 
actions for improved 
practice. 

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

Service Plan 
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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 fiom 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 Insurance Section Review undertaken in the third tranche of the 
Council’s Best Value Rota. The Insurance function was recommended for inclusion in this tranche because 
the function was considered to be well suited to benchmarking and there was the opportunity to join a 
Scottish Benchmarking Club operated under the auspices of CIF’FA. 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 service improvements are contained in the Improvement Action 
Plan in Appendix 2. 

Objectives of the Insurance Service 

North Lanarkshire Council’s Insurance Service is administered by a unit of 6 staff located in the Council’s 
headquarters. Its main functions include: 

Allocation of premiums 

0 

0 

The arrangement of appropriate insurance cover for the Council’s assets and other risks 

Providing advice regarding all aspects of insurance 

Dealing with all claims and liaising with claims handler 

The development of the Council’s risk management strategy 

The objective of the Insurance Service is to provide an efficient and high quality service to members of the 
public and user departments. This includes the following: 

0 

Treat all members of the public fairly, without discrimination 

Deal with insurance claims promptly and courteously 

Provide general advice on all insurance aspects 

Acknowledge claims and enquiries within 3 working days of receipt 

0 Complete investigations and submit a report to the claims handler within 20 working days of receipt. (It 
should be noted that this target relates to the target time for processing claims within the Finance 
Department. The actual time taken for submission of a report depends on the speed of response of 
service departments.) 

The budgeted cost of the Insurance Service for 2000/2001 is &442,987 



3 Service Review Methodology 

3.1 Selection of Service Review Method 

As noted above, the preferred method of review for the Insurance 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 may need to address in order to improve the service. The adoption of ‘best 
practice’ ensures that councils are able to utilise best value methods. 

3.2 Participation in Scottish Benchmarking Club 

The Finance Department’s chosen option for the initial review of all its services undertaken to date has been 
to participate in the Scottish Benchmarking Clubs organised by IPF Ltd., the commercial arm of CIPFA. For 
Insurance, this included a comparison with 16 local authorities. The results of the benchmarking exercise 
highlighted wide differences in the approaches used by authorities, for example, in terms of insurance cover, 
premiums, excesses and self-funding. Such differences mean that it is very difficult to define a standard 
service and it was therefore difficult to collect data in a consistent manner to make meaningful comparisons 
and thus to draw valid conclusions. 

Given the limitations of the results that could be obtained from the Scottish Benchmarking Club survey, the 
Department approached a small number of organisations whose insurance function was felt to be more 
comparable to that of North Lanarkshire Council. They agreed to join a “family group” to carry out cost and 
quality comparisons and an in-depth analysis of the key processes of the insurance function. The member 
authorities of the family group are North Lanarkshire, Fife and Renfrewshire Councils and West of Scotland 
Water Authority. This group has also encountered difficulties in defining the “core” insurance service and 
work is ongoing to enable “like-for-like” comparisons. 

3.3 Private Sector Comparisons 

The Council’s Insurance service cannot be compared with the private sector because of the nature of the 
service provided. However, the inclusion of the West of Scotland Water Authority within the family group 
enables comparison with an organisation outwith local government. 

It should be noted that a private sector market exists for the provision of specialised insurance services, such 
as claims handling and loss adjuster services. Currently these services are not performed in-house but are 
carried out by a private sector company following a competitive tendering exercise. The claims handling 
service will be re-tendered during 2000/01 with a new contract effective from 1 April 2001. Also, specialist 
advice is obtained from the Council’s AdviserBroker who was appointed following competitive quotations 
in August 2000. 

3.4 Consultation Exercises 

In order to ensure that the Insurance service currently provided is effective, survey questionnaires were 
issued to user departments and employees. 

Service Departments 

An Insurance user survey was issued to each of the Council’s Departments, asking them to provide 
comments on their awareness of the services available and their satisfaction with the service provided. Upon 
receiving the completed responses, the surveys were analysed and issues identified are included within the 
Action Plan. 



Employees 

Employees are vital to the Best Value process and, in order to aid both communications and the service 
review process, an employee survey was issued to all Insurance 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. 
A summary of each area and a graphical analysis of the results was issued to all employees in February 2000. 
Issues raised within the survey are also included within the Action Plan 

3.5 Value For Money Study 

A value for money study was undertaken as part of the Best Value Review of the Insurance Section with the 
terms of reference being to examine current methods, procedures and organisation and to make 
recommendations for improvement. Issues arising from the conclusions of the study have been included in 
the Improvement Action Plan. 

4 Service Review Findings 

4.1 Benchmarking Results 

The benchmarking results indicated that the Council is favourably placed with regards to employer’s liability 
and motor vehicle insurance while it ranks reasonably with regard to public liability and property insurance. 

It must be noted, however, that the benchmarking results are determined more by councils’ approaches to 
insurance (self-funding, excess levels, etc.) than by the efficiency of their insurance administration. Also, 
North Lanarkshire Council has a combined liability policy, including public liability and employer’s liability 
in a single policy. It is difficult to derive an accurate split of costs between the two policies and therefore 
limits the conclusions that can be reached. Further investigation of how the costs have been constructed 
must be carried out within the family group. 

North Lanarkshire Council featured in the family group results as follows: - 

Employers Liability 
The cost per employee of &I  1.20 was the lowest within the family group; the group average cost per employee was 

i19.40. 

Public Liability 
The cost per head of population of 24.85 was the highest within the family group; the group average cost 
per head of population was 23.62. 

Motor Vehicle 
The cost per claim of E724 was the second lowest within the family group; the group average cost per claim was 2765. 

Property Insurance 
The cost per head of population of E3.30 was the highest within the family group; the group average cost per head of 

population was g2.66. 

Details of the findings can be found in Appendix 1. 



4.3 Analysis of Employee and Departmental Surveys 

(1) Employee Survey 

The overall impression of the service provided by the employees of the Insurance Section can be 
summarised as follows: 

(a) The employees considered the service to be efficient, approachable and friendly. 

(b) The majority of the employees agreed that the following are the key requirements of the service: 

0 Promptness 
e 

0 Being right first time 
The provision of accurate information 

(2) Departmental Survey 

The overall impression of the service provided by the Departments of the Council can be summarised as 
follows: 

0 

0 

0 

0 

The Insurance Service was considered to be approachable, responsive and efficient 

The level of importance of the service was scored at 82%; the satisfaction level scored higher at 
90% 

The Insurance staff were friendly and dealt with enquiries efficiently 

The key functions critical according to the departments were claims processing, advising both 
the Council and the public and ensuring that there was appropriate cover for all the Council’s 
assets. 

It was suggested that there should be a promotion and awareness of the service and procedures. 

4.4 Value For Money Study 

The main recommendations arising from the value for money study were as follows: - 
0 The consequences of implementing electronic document management technology should be 

explored, for example to speed up the process of obtaining reports from departments 

Procedures should be examined to minimise the duplication of information, for example between 
the Council and its claims handler 

There should be an increase in risk management activity within the section 

0 

0 



5. Conclusions 

The benchmarking results indicate that the Council’s insurances are favourably placed in comparison to the 
members of the family group with regard to employer’s liability and motor vehicle insurance but rank 
highest in both public liability and property insurance. However, further work is required within the family 
group to investigate how these variances have arisen 

The employee and departmental survey results indicate a very positive impression of the service. However, 
they have identified areas where improvement is required. The issues raised are being addressed and are 
contained in the Action Plan. In addition, The value for money study has identified areas for hrther 
investigation. 

In conclusion, the review has demonstrated that the service being provided is efficient and fairly placed 
within the family group. Every endeavour is being made to maintain Best Value and to achieve continuous 
improvement. Implementation of the Action Plan will be monitored and progress will be reported to 
Committee. Appendix 1 



NORTH LANARKSHIRE COUNCIL 
Insurance Service: Best Value Service Review 

Benchmarking Results 

Insurance Liability 

Note Due to the particular nature of the service provided by West of Scotland Water Authority it has been excluded from the Property Insurance Comparisons. 



Appendix 2 

Service Review - Improvement Action Plan 

Description of the 
Planned Improvement 

1. Improve 
communications with 
staff and encourage 
greater involvement in 
the review of the 
performance of the 
service 

2. Improve the methods of 
obtaining the views of 
customers to encourage 
maximum feedback on the 
service provided and 
suggestions for 
improvement. 
Ensure that customers’ 
views are taken into 
account in the service 
planning process. 

Why has this 
improvement been 
chosen and which 
PMP criteria does it 
relate to? 

Self assessment has 
hghlighted the need 
for staff to be more 
involved in the service 
- in the conduct of 
reviews, within the 
service planning 
process and in the 
identification of 
potential 
improvements 

Criteria 1,4,5 
Improvements in 
communication with 
users have been made 
since the original 
questionnaire issued 
in 1998. However, 
scope for 
improvement still 
exists. 

Criteria 2,3,4 

What is this 
improvement 
intended to 
achieve? This 
should be both 
specific and 
measurable. 
To ensure that staff 
are aware of the 
need to promote 
continuous 
improvement within 
the service. Their 
views will be sought 
on key tasks 
required for the 
service plan and on 
areas where 
performance can be 
immoved 
Insurance service 
performance will 
improve if user 
departments 
understand what is 
required of them and 
the procedures for 
carrying this out. 
This will take the 
form of fewer 
requests for 
supplementary 

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

Actions 
Awareness Sessions - 

to include a review of the 
service plan and training 
resources available. 

B Follow up employee 
questionnaires to be 
issued to obtain views of 
the service and 
suggestions for 
improvement 

0 Continued 
development of the Risk 
Management Working 
Group. 

0 Follow up 
departmental 
questionnaires to be 
issued, encouragmg 
views and suggestions 
for improvement 

Prepare procedure 
manuals for use in 

Timescale 
March 
200 1 

April 2001 

3-monthly 

April 2001 

April 2001 

~ ~~ 

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

Feedback at 
awareness sessions 
and responses to 
questionnaires will 
enable the service to 
review the 
effectiveness of the 
planned 
improvement 

Improved flow of 
information between 
the Finance 
Department and 
service departments, 
speeding up the 
processing of claims 
by the Council 

[n which of your plans 
(e.g. Service Plans} is 
this improvement 
detailed 

Service Plan 

Service Plan 



I 
Description of the 
Planned Improvement 

3. Continue to assess the 
performance of the 
service by: 

comparingkey 
processes w i h n  
insurance 
admmistration using a 
“family group” 

producing 
performance standards 
and targets 

4. Evaluation of potential 

Why has this 
improvement been 
chosen and which 
PMP criteria does it 
relate to? 

Benchmarking 
showed that the 
service is performing 
satisfactorily. Further 
comparison should aid 
continuous 
improvement. 

Criteria 8,9,10 

The service review 
hghlighted the 
potential for improved 
practice through the 
use of information and 
communications 
technology 

Criteria 6,s 

information from 
departments. 

What is this 
improvement 
intended to 
achieve? This 
should be both 
specific and 
measurable. 
Comparing 
processes and 
performance 
indicators with other 
organisations to 
identify better 
practice. 

To ensure that the 
most effective use is 
made of IT in 
transferring data to 
improve the process 
of settling claims 

departments and 
formalise contacts within 
departments 

~ ~ ~ _ _ _ _ _ _  ~~ ~~ ~ 

What are the key project milestones 
*or this improvement These should 
letail both relevant actions/ timescales 
? 

Qctions Timescale 
1 Attempt to define the 

“core” insurance service 
so that performance 
comparisons within the 
family group can be 
conducted on a like-for- 
like basis 

1 Undertake 
comparative analysis of 
key activities 

Identify appropriate 
performance measures 

1 Adopt PIS produced 
by CIPFA Directors Of 
Finance Best Value 
Working Group 

Undertake a feasibility 
study to explore the 
benefits of implementing 
document image 
processing 

of the claims 
management system 
operated jointly by the 
Insurance Section and 
the claims handler 

Monitor the usefulness 

April 2001 

Following 
above 
April 2001 

December 
2000 

April 2001 

December 
2000 

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

Availability of data 
with which to 
compare 
performance. 
Identification of 
actions for improved 
practice. 

Evaluation 
document produced 
to compare the cost 
and benefits of 
expanding the use of 
IT 
Assessment of the 
claims handling 
process produced 

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

Service Plan 

Service Plan 



I 5. Raising awareness of I The service review I Awareness in 
identified that more 
time should be spent in 

~ promoting risk ' management in the 
authority 

risk management activity 

Criterion 8 

departments of the 
cost impact of 
claims on their 
budgets. Reduced 
cost of claims by 
preventing liability. 

0 Improve management I December 
reports to provide 
departments with the 
cost of claims 

0 Assessment of the 
benefits arising from use 
of the Risk Management 
Budget approved in 
1999100 

0 Identify potential risk 
management projects 

2000 

January 
200 1 

Revised 
plan April 
2001 

Feedback from I ServicePlan 
departments on the 
extent to which 
additional 
information has 
improved awareness 
of the cost of claims 



Training and Development 



Administration Department 
Personnel Services Division 

1. 

1.1 

2. 

2.1 

2.2 

3. 

3.1 

3.2 

4. 

4.1 

4.2 

5. 

5.1 

Best Value Review of Training and Development 
Executive Summary 

Introduction 

As part of the Council’s Best Value Plan, Training and Development, as a function of Personnel 
Services, was identified for review in year three of the Council’s rota. The service review process 
was adopted with a view to fulfilling the objectives contained in the Council’s Best Value 
Submission, as approved by the Scottish Executive. 

Background 

The Training and Development Unit comprises a team of 5 Officers, with an approved expenditure 
budget of 2246,965 excluding apportioned expenditure. 

The Unit provides a Council-wide service, which includes delivering training programmes centrally, 
as well as tailoring courses to meet departmental requirements. The Unit also manages and co- 
ordinates the Skillseekers Programme, as well as student and work experience placements. 

Scope of the Review 

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

Cost Effectiveness of Training Budgets 

Effectiveness of Training Delivery 

Skillseekers Programme 

The review also recognises that there exists both a centralised and devolved training service. The 
departments of Education, Social Work, Community Services and Construction Services have 
discrete training stag and all departments within the Council have established, independent training 
budgets. 

Review Methodology 

Prior to commencing the review, a presentation on the principles of Best Value and the review 
process for Training and Development was made to all staff within the Personnel Services Division. 

A small project team was established, which included representation from the department of 
Planning and Environment, as a client department. 
Benchmarking 

Under the auspices of the ABC Benchmarking Partnership, an Employee Development Sub Group 
was established in August 1999 to design and develop a database of information for comparative 
purposes about training being undertaken in the eight represented Councils. 



5.2 

5.3 

5.4 

5.5 

5.6 

5.7 

6 .  

6.1 

6.2 

The purpose of the exercise was to identify the training and development activities undertaken in 
each Council and to attach some element of cost to those activities. Existing activities and time 
recording systems were compared. 

While all Councils undertake most of the identified activities, the results did not reveal quantity, 
quality or method of delivery so it was not possible to allocate a cost to particular activities across 
participating Councils. It was also recognised that there are major differences of size of Councils, as 
well as of structure and funding of centralised training establishments. 

Whilst acknowledging the constraints on the benchmarking exercise, of particular value to the review 
were indicators relative to committed training budgets, both centralised and decentralised. 

0 Committed centralised training budgets ranged from 57,000 to 5499,576. The Council’s total 
centralised budget was E99,OOO. 

Decentralised training budgets ranged from 53 16,000 to 51.06m. The Council’s decentralised 
budget was 51.06m. 

Training budgets committed per employee ranged from 568 to 5283. The Council’s per capita 
figure was 568. 

MCG Consulting Group was engaged to review the hnctions of Training, Personnel and Health and 
Safety and to compare the findings from an analysis of personnel activities and costs across 18 
Scottish Councils, as well as providing comparisons with private sector organisations. While the 
final report has not yet been submitted, interim findings provide some value to inform the review 
process at this stage. In particular, comparator figures for private sector organisations of training 
budgets per employee ranged from 5326 to 5855. 

The Council participated in the People Skills Scoreboard Survey 2000, organised through COSLA on 
behalf of the Local Government National Training Organisation (LGNTO), across all Scottish 
Councils. The scoreboard asks for information on a set of performance indicators on investment in 
training and development and provides a mechanism for comparing investment between and within 
sectors. The results of the survey are expected in November 2000 and will be incorporated into the 
final review report. 

The review group continues to participate in benchmarking activities to develop meaningful 
performance indicators and focusing on outputs and value in particular. 

Customer Consultation 

The MCG Consulting Group undertook a face to face interviews with internal customers from three 
departments to discuss service perceptions. Internally, the review group issued questionnaires to 
Directors, Managers and departmental Training Co-ordinators as well as establishing a Slullseekers 
focus group. In addition, a telephone survey was conducted across a random sample of employees, 
to ascertain the impact of training delivery on their job performance. The views of staff within the 
Personnel Services Division will also inform the review process. 

The full outcome of the customer and staff consultation exercise remains to be finalised and analysed 
and will be reported in the final review report. Preliminary findings, however, indicate the following 
areas to be considered for improvement:- 

* A need for management development training 

A greater focus on the development of courses to reflect the direct needs of departments, at local 
operational level. 

More effective promotion of training information 



Greater use of current Intranet provision. 

Increased awareness within departments of the services provided by the Training and 
Development Unit. 

General need for a range of I.T. related skills. 

7. EFQM 

The review group proposes to use selected criteria within the EFQM Model to structure the strengths and 
areas for improvement to facilitate the formulation of the final Action Plan and has enlisted the 
assistance of an Independent Assessor for the exercise. 

8. Conclusion 

The review group continues to evaluate the adequacy of existing information systems, processes and 
management information. The final outcome of the review of Training and Development will be 
submitted to the Personnel Services Committee in February 2001. 



Recruitment and Selection 



Administration Department 
Personnel Services Division 

9. 

9.1 

10. 

10.1 

10.2 

Best Value Review of Recruitment and Selection 
Executive Summary 

Introduction 

As part of the Council’s Best Value Plan, Recruitment and Selection, was identified for 
review in year three of the Council’s rota. The service review process was adopted with a 
view to fulfilling the objectives contained in the Council’s Best Value submission, as 
approved by the Scottish Executive. 

Background 

Recruitment and Selection is one of a range of services provided to Client Departments by 
the Personnel Services Division. 

As a discrete activity, Recruitment and Selection incorporates a range of processes, 
including: 

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

2.3 For the departments of Education, Social Work, Community Services and Construction 
Services, selection interviewing is undertaken by devolved personnel staff, with corporate 
Personnel Services undertaking selection interviews only for posts graded PO7 and above, in 
accordance with Council policy. 

2.4 In addition to the above operational processes, Personnel Services also has a corporate 
responsibility for the application, monitoring and review of the Council’s Recruitment Policy. 

11. Scope of the Review 

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

Cost Effectiveness of Recruitment Advertising Budget 

Success of Selection Processes 



0 Efficiency of Appointments Procedures 

Staff Groups 

Managerial/ 
Professional 

11.2 

12. 

12.1 

12.2 

12.3 

12.4 

12.5 

12.6 

12.7 

Private Sector Scottish Councils NLC Rate 
Median Median 

9.0 8 4.8 

While elements of the activity are devolved to a number of departments, as mentioned above, 
the Council’s advertising budget of &I 54,000 is maintained centrally. 

Review Methodology 

Prior to commencing the review, a presentation on the principles of Best Value and the 
review process for Recruitment and Selection was made to all staff within the Personnel 
Services Division. 

Benchmarking 

As part of the ABC Benchmarking Group for Personnel Services, a Recruitment and Selection Sub- 
Group was established in 1999. 

The terms of reference were twofold. Firstly, to facilitate the sharing of best practice across 
the breadth of the recruitment and selection process and secondly, to identifL a number of 
options for benchmarking from the process. 

The sub-group has identified the following indicators for benchmarking purposes: 

0 Turnover Rate 

0 Application Form Return Rates 

Percentage of Posts Advertised Internally 

Average Time Lapses in Recruitment and Selection Process 

Advertising Costs 

The data for the above indicators has been submitted to Midlothian Council, which is 
responsible for co-ordinating the responses. The results of the exercise will be incorporated 
in the final review report. 

The MCG Consulting Group was engaged to review the functions of Personnel, Training 
and Health and Safety and to compare the findings, from an analysis of personnel activities 
and costs, across 18 Scottish Councils, as well as providing comparisons with private sector 
organisations. 

The final report on the exercise has yet to be submitted. Interim findings, however, provide 
some value to inform the review, at this stage. 

Staff Turnover Rates (%) 



5.0 

5.1 

5.2 

5.3 

5.4 

6. 

6.1 

7. 

7.1 

Clerical/ 
Administrative 

Operatives 

Teachers 

11.7 10.9 8.3 

11.7 16.0 18.0 

- 5.0 3.5 

Private sector database figures show combined ‘support staff data for 
clerical/administrative and operative staff. 

Private Sector Median 
Scottish Councils Median 

Advertising Costs 

1,073 
345 

NLC Rate 189 

Customer Consultation 

The MCG Consulting Group undertook face to face interviews with representatives 
from three client departments, to discuss their service perceptions. 

From the interim findings, the general review from the discussions indicates that 
Personnel are seen as being supportive in the recruitment process, and make efforts to meet 
managers’ needs. 

Areas to be considered for action relate to difficulties experienced by departments in 
the practical application of elements of the Council’s policy. 

The review group is consulting, via questionnaires, with customers, both internal and 
external, who have been involved in any of the stages in the recruitment and selection 
process. Questionnaires are also being issued to all client departments to seek views on their 
perception of the activity and its impact on their service delivery. The views of staff within 
the Personnel Services Division will also inform the review group. 

EFQM 

The review group proposes to use selected criteria within the EFQM Model to structure the 
strengths and areas for improvement to facilitate the formulation of the final Action Plan and 
has enlisted the assistance of an Independent Assessor for the exercise. 

Conclusion 

The review group continues to evaluate the adequacy of existing information systems, 
processes and management information. The final outcome of the review of Recruitment 
and Selection will be submitted to the Personnel Services Committee in February 2001. 



Home Care{Community Groups} 



Social Work Department 

Best Value Service Review - Home Care: 2000/01 

1 SCOPE OF PROJECT 

1.1 
groups. At the present time in any one week, approximately 2,850 individuals receive home care 
services provided or purchased by North Lanarkshire Council with an average of 19,500 contact 
hours being provided. 

To review Home Care Services provided to individuals from all community care client 

1.2 
management support costs as well as direct support services. 

The annual budgeted expenditure for this service is E9.75 million, which includes 

2 SELECTION OF SERVICE BEING REVIEWED 

2.1 
a major Departmental review of the Home Care Service which has resulted in a number of 
significant changes having been made to the in-house provision. 

This service review is being undertaken following the recent implementation of phase one of 

2.2 As well as studying the effectiveness and efficiency of home care services provided and 
purchased by the Council, this service review will also consider the extent to which the current 
service provision is meeting the objectives of the internal review, with particular reference to the 
key issues noted below:- 

{ Screening 
To examine existing systems from point of referral to service delivery 
outcome. 

{ Review of Care Plans 
To examine quality, cost and effectiveness of the service. 

{ Tasks and Times 
To examine reliability, consistency, accessibility and flexibility of service. 

{ Human Resource Management 
To examine systems for the recruitment, support and retention of employees to 
achieve an optimum level of attendance. 



3 REVIEW TECHNIQUES 

3.1 Audit Scotland 

3.1 1 
authorities to older people aged 65 years and over. The aim of Audit Scotland is to place its 
review of home care in the context of Best Value; to work with a small number of Councils 
of which North Lanarkshire is one; and to identify performance indicators covering quality 
and cost issues. 

Audit Scotland are undertaking a review of home care services provided by local 

3.12 
the collation and analysis of responses and information gathered. 

Audit Scotland will be involved in undertaking survey interviews, assisting with 

3.13 
resource and implement this review 

North Lanarkshire staff will be working closely with Audit Scotland in order to 

3.2 Review Team 

3.21 
of Home Care Services, both that of Audit Scotland as well as those services provided to 
children and adults, in each of the locations where services are provided. 

A Review Team has been formed to implement and oversee the Best Value Review 

3.22 
administer questionnaires and gather information. 

Individual Implementation Groups will be identified in each of the locations to 

3.23 
in order to ensure objectivity and transparency. 

Both the Review Team and Implementation Groups comprised a range of Officers 

3.3 Surveys 

3.31 
different approaches. These will include a Questionnaire Survey of:- 

{ Service Users 
{ Carers of Service Users 
{ Service Providers 
{ Service Managers 

In keeping with EFQM methodology, information will be gathered via a number of 

Stakeholders 

3.32 
the above groups. 

Individual interviews will be carried out with a representative sample from each of 



3.33 

{ User satisfaction 
{ Carer satisfaction 

{ 

{ 
{ Employee satisfaction 

The survey will cover the following areas:- 

Effectiveness of management of resources 
Management and development of employees 

3.34 
North Lanarkshire level. It is anticipated that an external agency will be engaged to collate 
the responses. 

Responses to questionnaires will be collated both at the level of each location and at 

3.4 Benchmarking 

3.41 
best practice and service costs. The Review Team has identified aspects of the services 
being reviewed in respect of which benchmarking will be undertaken, namely in the 
following key areas:- 

Benchmarking information will be provided in relation to what is considered to be 

{ 

{ 

{ 
{ 

3.42 

3.43 

Pattern of service in terms o f :  

i) Hours of Service 
ii) Episodes of Contact 
iii) Numbers of Employees Supporting Service User. 

Response time from identification of home support needs to implementation of 
service. 

Review of Care Plans 
Human Resource Management, with particular attention to: 

0 Training 
ii) Support and Supervision 
iii) Attendance Management 

North Lanarkshire Council Social Work Department is a member of the Forth 
and Clyde Valley’s Best Value Social Work Group comprising South 
Lanarkshire, West Lothian, Fife and West Dunbartonshire. This group was 
established over 2 years ago and has agreed a protocol for the sharing and 
publication of information for benchmarking purposes. This is the group of 
authorities against which external benchmarking will be carried out in the 
review. 

For the element of service review which is being undertaken by Audit Scotland, a 
considerable number of quantitative and qualitative indicators will be collected from the 
participating Councils. This will allow for a broad range of information which can be 
benchmarked between these Councils. 



4 REPORTING AND APPROVAL 

4.1 As one of the four Social Work Community Care Best Value Reviews which are being 
undertaken in 2000, the Service Review in respect of Home Care is subject to a number of reporting 
mechanisms within the Council, namely:- 

4.1 1 Best Value Steering Group 

This group was established in August 2000 to oversee the five community care 
reviews which are being undertaken this year. The group comprises 
membership from the North Lanarkshire Council Departments of Social Work, 
Community Services and Chief Executive’s. It is anticipated that an elected 
member as well as a representative from an independent advisory group to 
older people will shortly be joining this group. 

4.12 North Lanarkshire Council Best Value Officer Working Group and Peer 
Review Group 

An outline of the community care Best Value reviews was submitted to the 
Chief Executive’s Department in June 2000. A presentation on the reviews 
was provided to the Best Value Officer Working GroupBeer Review Group 
on 27 September 2000. 

4.13 The final reports will be submitted for consideration and approval to the Policy 
and Resources Committee or Best Value (Perfonnance and Best Value) Sub 
Committee as well as to Social Work Committee. 

5 TIMESCALE 

5.1 
completion of the Best Value Service Review of the Home Care service. A report in respect of this 
Best Value Service Review will be provided to Committee in March 2001. 

Detailed information is provided in Appendix 1 in respect of the timescale for the 
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Community Alarms 



Social Work Department 

Best Value Service Review - Community Alarms: 2000/01 

1. SCOPE 

This review is intended to consider all aspects of the Community Alarm service provided in 
North Lanarkshire Council to individuals from all community care groups. The Community 
Alarm service currently has a total of 3,816 service users, with development plans to extend 
the service. The budget for the service in 2000/2001 is &650,300. 

2. REASONS FOR SELECTION OF SERVICE BEING REVIE WED 

The Community Alarm service was identified as being appropriate for review since it forms 
an important element of service provision to older people, for whom all community-based 
services are being reviewed this year. 

North Lanarkshire Council’s Community Alarm Service became operational in November 
1999 after many months of careful planning. It enables a wide range of people including 
frail older people, those with mental ill health, physical or learning disability and 
housebound individuals to remain safely within the community. 

3. REVIEW TECHNIQUES 

A Review Team has been established under the direction of the Head of Social Work 
Services in order to oversee and implement the Best Value Service Review of the 
Community Alarm service. The Review Team meets weekly and reports regularly to the 
Social Work Best Value Lead Officer Group which is convened by the Principal Officer of 
Community Care. 

The work which has been completed within this review to date includes the following:- 

Service Implementation Profile - Completed 

Call Centre Operator & Home - 
Support Worker staff 

Questionnaire survey undertaken in April/May 
2000 with staff in respect of:- 

Service Aims and Objectives; 
Communication Technical/Operation 
Procedures; 
Health and Safety; and 
Staff Morale. 



Work is currently being co-ordinated by the Review Team in respect of:- 

User satisfaction- 

Carer satisfaction 

Internal Customers- 

Other Stakeholders 

Questionnaires based on the gap analysis approach will 
be undertaken with 5% sample of service users (1 90 
service users) 

Postal and telephone questionnaires with 5% sample of 
carers of current service users - (190 carers) 

Postal questionnaires based on the EFQM model will 
be issued to Social Work Staff (56) 

Postal questionnaires being issued to Housing (12) and 
Health (12) personnel - (24 in total) 

The Review Team has also commenced work in respect of the following areas:- 

- Development of performance indicators; 

- Benchmarking qualitative and quantitative indicators in collaboration with 
Forth and Clyde Benchmarking Group; and 

- Development of a SMART Action Plan 

4. REPORTING AND APPROVAL PROCESS 

As one of the four Community Care Best Value Reviews which are being undertaken in 
2000, the Service Review in respect of Community Alarms is subject to a number of 
reporting mechanisms within the Council, namely:- 

A) Best Value Steering Group 

This group was established in August 2000 to oversee the community care reviews which 
are being undertaken this year. The group comprises membership from the North 
Lanarkshire Council Departments of Social Work, Community Services and Chief 
Executive’s. It is anticipated that an elected member as well as a representative from an 
independent advisory group to older people will shortly be joining this group. 

B) North Lanarkshire Council Best Value Officer Working Group and Peer Review Group 

An outline of the community care Best Value reviews was submitted to the Chief 
Executive’s Department in June 2000. A presentation on the reviews was provided to the 
Best Value Officer Working Group/Peer Review Group on 27 September 2000. 

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 COMMUNITY ALARM SER VICE BEST VALUE RE VIEW 

Home visits/service user questionnaire implementation 

Detailed information is provided overleaf in respect of the timescale for the completion of 
the Best Value Service Review of the Community Alarm service. A report in respect of this 
Best Value Service Review will be provided to Committee in January 2001 

- 
w.b. 

6.11 .OO 

TIMESCALE FOR COMMUNITYALARMSERVICE BEST VALUE REVIEW 

Questionnaires to be issued to carers, internal customers 
and other stakeholders 
Performance Indicators 

Analysis of auestionnaires 
Benchmarking 

Action I Date for Completion 

w.b. 
6.11.00 
1.12.00 
1.12.00 
8.12.00 

Action Plan 
Final ReDort 

15.12.00 
15.12.00 



Community Meals 



Social Work Department 

Best Value Service Review - Community Meals: 2000/01 

1. SCOPE 

This review is intended to consider the community meals service which is provided or 
funded by the Social Work Department, including lunch clubs, the meals on wheels service 
and the frozen meals service provided through the home support teams. The annual budget 
for these services is $665,000. At present around 6,550 meals per week are supplied to 
2,270 individuals. 

2. SELECTION OF SERVICE BEING REVIEWED 

The community meals service is being reviewed as part of the Best Value service review in 
2000 of all community based services for older people, to consider their effectiveness in 
assisting older people to remain living in their own homes. Particular issues around food 
safety and cost effectiveness of current service provision will also be examined. 

3 REVIEW TECHNIQUES 

The methodologies used in respect of undertaking the Best Value Service Review of the 
Community Meals service are described below. 

A) Review Team 

A Review Team has been established under the direction of the Head of Social Work 
Services comprising Social Work staff and representation from Community Services 
(Catering) and Protective Service (Environmental Health). 

The Review Team has considered the specific service objectives of the Community Meals 
Service and identified key issues which are to be considered in the context of the Service 
Review:- 

* Effectiveness of service 
Efficiency of service 

Customer satisfaction 
Safety and quality of service 

Existing management information and performance measures will be used to analyse the 
current operation of the Community Meals service. This process will include consideration 
of the adequacy of existing information and systems. 

The Review Team has selected the following methodologies as being suitable for this 
Service Review, having defined the criteria to be used in the exercise as well as 
benchmarking variables. Members of staff have been identified / nominated by the Review 
Team to administer and implement the fieldwork part of the study. 



B) EFQM Study / Staff Survey 

The European Foundation for Quality Management (EFQM) Model is a widely recognised 
quality framework within Scotland and was approved by North Lanarkshire Council in 1998 
as the preferred quality framework. The EFQM Model is based on 9 criteria:- 

5 ‘enablers’ which encompass what an organisation does, how it does it and its future 

4 ‘results’ which relate to the achievements of the organisation. 

* 
direction; and 

A questionnaire relating directly to the above criteria has been developed for the Best Value 
Service Review of Community Meals service. These questionnaires will be completed by 
appropriate members of staff. In addition to the completion of questionnaires, an evidence- 
based audit will be undertaken to verify responses. 

C) Customer Survey 

A perception and expectation based questionnaire has been developed for use with service 
users, based on the ‘Servqual’ model. This approach has been developed to consider the 
five dimensions of service which have been found to be most important to customers, 
namely:- 
* Tangible aspects of the service (i.e. appearance) 

Assurance, knowledge and ability of staff 

Reliability 
Responsiveness 

Empathy 

Service users will score both their expectations and their perceptions of the Community 
Meals service which will result in a service quality gap score for each question, which will 
identify the aspects of the service which require to be improved or changed. 

D) Benchmarking 

North Lanarkshire Council Social Work Department is a member of the Forth and Clyde 
Valley’s Best Value Social Work Group comprising South Lanarkshire, West Lothian, Fife 
and West Dunbartonshire. This group was established over 2 years ago and has agreed a 
protocol for the sharing and publication of information for benchmarking purposes. This is 
the group of authorities against which external benchmarking will be carried out in the 
review. 
It is intended that benchmarking information will be provided in relation to what is 
considered to be best practice and service costs. The Review Team has identified aspects of 
the services being reviewed in respect of which benchmarking will be undertaken. 

4. REPORTING AND APPROVAL PROCESS 

As one of the four Community Care Best Value Reviews which are being undertaken in 
2000, the Service Review in respect of Community Meals service is subject to a number of 
reporting mechanisms within the Council, namely:- 



A) Best Value Steering Group 

This group was established in August 2000 to oversee the five community care reviews 
which are being undertaken this year. The group comprises membership from the North 
Lanarkshire Council Departments of Social Work, Community Services and Chief 
Executive’s. It is anticipated that an elected member as well as a representative from an 
independent advisory group to older people will shortly be joining this group. 

B) North Lanarkshire Council Best Value Officer Working Group and Peer Review Group 

An outline of the community care Best Value reviews was submitted to the Chief 
Executive’s Department in June 2000. A presentation on the reviews was provided 
to the Best Value Officer Working Group/Peer Review Group on 27 September 
2000. 

C) The final report and action plan will be submitted for consideration and approval to the 
Policy and Resources Committee or Best Value (Performance and Best Value) Sub 
Committee as well as to Social Work Committee. 

5. TIMESCALES 

It is not possible to provide an improvement action plan at this stage. Detailed information 
is provided below in respect of the Best Value Service Review of the Community Meals 
process. A report in respect of this Best Value Review will be provided to Committee in 
March 2001. 

TIMESCALE FOR COMMUNITY MEALS SERVICE BEST VALUE REVIEW 

Action Date for Completion 

Benchmarking 
Implementation of Methodology 
Collation 
Analysis 
Report writing 
Action Plan 
Feedback 

30th November, 2000 
4th December, 2000 
31st December, 2000 
15th January 2001 
4th February, 2001 
4th February, 2001 
4th March, 2001 



Day Services {Elderly} 



SOCIAL WORK DEPARTMENT 

BEST VALUE SERVICE REVIEW - DAY CARE FOR OLDER PEOPLE 

1. Scope of the Day Care Services. 

This review is intended to consider all aspects of Day Services provided to older people in 
North Lanarkshire. Approximately 3 14-day care places are provided or purchased by North 
Lanarkshire Council each day, providing a service to 780 individuals per week. The annual 
budgeted expenditure for day services to older people is in excess of E2 million. 

2. Reasons for Selection of Service being Reviewed. 

Day services to older people are being reviewed as part of the Social Work Best Value 
Review in the year 2000/2001 of all community based services for older people. The 
purpose of the review is to consider the effectiveness of the service in assisting older people 
to remain living in their own homes. 

3. Review Techniques 

The methodologies being used in respect of undertaking the Best Value Review of the Day 
Care for Older People are described below. 

A) Review Team 

A Review Team has been established under the direction of the Head of Social Work 
Services comprising:- 

Principal Officer, Community Care Social Work 
Area Manager, Motherwell Area Team Social Work 
Senior Community Care Officer Social Work 
Unit Manager, Alexander Resource Centre Social Work 
Service Development & Review Officer Community Services 

The Review Team has considered the specific service objectives of the Day Care for Older 
People service and identified the following key issues which are to be considered in the 
context of the Service Review. 

*:* Unit Cost of Service 
+:* Services available in each Centre 
*:* Times of Day and days per week service is available 
*:* Fabric and quality of buildings 
*:* Clients receiving 1,2,3 ......... up to 7 days per week service 
*:+ Referral, assessment 
+:+ Care Planning and review procedure 

Existing management information and performance measures will be used to analyse the 
current operation of the Day Care for Older People Service. This process will include 
consideration of the adequacy of existing information and systems. 



The Review Team has selected the following methodologies as being suitable for this 
Service Review, having defined the criteria to be used in the exercise as well as 
benchmarking variables. Members of staff have been identifiednominated by the Review 
Team to administer and implement the fieldwork part of the study. 

B) EFQM Study/Staff Study 

The European Foundation for Quality Management (EFQM) Model is a widely recognised 
quality framework within Scotland and was approved by North Lanarkshire Council in 1998 
as the preferred quality framework. The EFQM Model is based on 9 criteria:- 

*:* 5 ‘enablers’ which encompass what an organisation does, how it does it and it’s future 

*:* 4 ‘results’ which relate to the achievements of the organisation 
direction; and 

A questionnaire relating directly to the above criteria has been developed for the Best Value 
Service Review of Day Care for Older People. These questionnaires will be completed by 
appropriate members of staff. In addition to the completion of questionnaires, an evidence- 
based audit will be undertaken within each service to verify responses. 

C) Customer Survey 

A perception and expectation based questionnaire has been developed for use with service 
users, based on the ‘Servqual’ model. This approach has been developed to consider the 
five dimensions of service which have been found to be most important to customers, 
namely:- 

0 Tangible aspects of the service (i.e. appearance) 
0 Reliability 
0 Responsiveness 
0 Assurance, knowledge and ability of staff 
0 Empathy 

Service users will score both their expectations and their perceptions of the Day Care for 
Older People Service which will result in a service quality gap score for each question 
thereby identifying the aspects of the service which require to be improved or changed. 
Information from a recent departmental review of Day Care Services for Older People may 
be used to validate or confirm the information gathered in the Servqual questionnaire. 

D) Benchmarking 

North Lanarkshire Council Social Work Department is a member of the Forth and Clyde 
Valley’s Best Value Social Work Group comprising South Lanarkshire, West Lothian, Fife 
and West Dunbartonshire. This group was established over 2 years ago and has agreed a 
protocol for the sharing and publication of information for benchmarking purposes. This is 
the group of authorities against which external benchmarking will be carried out in the 
review. 



It is intended that benchmarking information will be provided in relation to what is 
considered to be best practice and service costs. The Review Team has identified aspects of 
the services being reviewed in respect of which benchmarking will be undertaken. 

Implementing Methodology 

4. Reporting and Approval Process. 

Mid November to end December 
2000 

As one of the Five Community Care Best Value Reviews which are being undertaken in 
2000, the Service Review in respect of Day Care for Older People is subject to a number of 
reporting mechanisms within the Council namely:- 

Collation and analysis 
Report Writing 
Action Plan and Feedback 

A) Best Value Steering Group 

~~ 

January 2001 
Mid January to Mid February 2001 
February 200 1 

This group was established in August 2000 to oversee the five community care reviews 
which are being undertaken this year. The group comprises membership from North 
Lanarkshire Council Departments of Social Work, Community Services and Chief 
Executive’s. It is anticipated that an elected member as well as a representative from an 
independent advisory group to older people will shortly be joining this group. 

B) North Lanarkshire Council Best Value Officer Working Group and Peer Review Group 

An outline of the community care Best Value reviews was submitted to the Chief 
Executive’s Department in June 2000. A presentation on the reviews was provided to the 
Best Value Officer Working Grouppeer Review Group on 27 September 2000. 

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 

It is not possible to provide an improvement action plan at this stage. Detailed information 
is provided below in respect of the Best Value Service Review of Day Care for Older People 
process. A report in respect of this Best Value Review will be provided to Committee in 
March 2001. 



Criminal Justice Services 



SOCIAL WORK DEPARTMENT 

BEST VALUE SERVICE REVIEW 

SOCIAL WORK SERVICES IN THE CRIMINAL JUSTICE SYSTEM - PROBATION 
SERVICES AND COURT SERVICES 

1. SCOPE 

This Best Value study has been undertaken to review social work provision in relation to Probation 
and Court services. The annual budgeted expenditure for social work provision in respect of 
Probation and Court services is E600,OOO. 

2. REASONS FOR SELECTION 

Social Work Services in the Criminal Justice System are being redeveloped following a decision by 
the Scottish Executive that these should be delivered in Groupings of Local Authorities across 
Scotland. Revised arrangements are to come into force in September 2001 with the period until 
then being used to establish the revised planning, finance, and structural arrangements required to 
put the new system in to effect. 

Criminal Justice Services in North Lanarkshire were not scheduled to be subject to Best Value 
Review until year 4 of the cycle. In view of the development of the Criminal Justice Grouping, 
however, it was felt that the Review of these core services for Criminal Justice activity should be 
undertaken, in line with the cycle arrangements for South Lanarkshire. 

3. REVIEW TECHNIQUES SELECTED 

COSLA, in conjunction with the Association of Directors of Social Work and the Scottish 
Executive have led on the development of a Quality Assurance Framework for Social Work 
Services in the Criminal Justice System. This was produced in draft form, with the direct 
involvement of staff from both North and South Lanarkshire. In view of the direct involvement of 
staff, and its particular focus on Social Work Criminal Justice Services, this methodology was used 
as the basis for the Service Review. 

Like EFQM, the methodology concentrates on processes. It was accompanied by the development, 
with partner Authorities for Benchmarking - West Dumbartonshire, South Lanarkshire, Fife and 
West Lothian Councils. Benchmarking measures have been established to review costs, quality, 
performance and process. 

4. REVIEW FINDINGS 

The main findings, currently subject to final consideration are: 



a 

a 

a 

a 

a 

5. 

That the core service of Probation should continue to be provided at as local a level as possible, 
integrated with other Social Work Services. 
Probation support arrangements e.g., Groupwork Intervention Services should, in the main, be 
delivered at local level. Account is taken of the need for centralised activity, co-ordinated 
between the two Councils, for the delivery of services to small groups of high-risk offenders. 
It is possible to continue to deliver Probation Services at local level within the current structural 
arrangements for the two Authorities. 
Court Services should be combined to improve support and communication arrangements 
between Court Social Work Units and with the Courts themselves. This will involve 
consideration of Personnel implications. As the main provider of services to Courts, South 
Lanarkshire will take lead responsibility in this matter. 
In relation to both services - Probation and Court - Benchmarking indicates that performance is 
generally satisfactory. 

IMPROVEMENT ACTION PLAN 

It is not possible to provide an improvement Action Plan at this stage. The summary report 
coincides with work being undertaken to develop the Action Plan in conjunction with South 
Lanarkshire Council and independent parties invited to participate in the review process to ensure 
objectivity in the Service Reviews. It is anticipated that an interim Report will be available by 
December and will incorporate the agreed improvement Action Plan. A report in respect of this 
Best Value Service Review will be provided to Committee in January 2001. 



Secondary School Accommodation 
Raising Achievement Initiative 
Early Years Staffing 
Network Support Service 
Psychological Services 





NORTH LANARKSHIRE COUNCIL 
EDUCATION DEPARTMENT 

BEST VALUE SERVICE REVIEW - 2000/2001 

1. 

1.1 

1.2 

2. 

2.1 

2.2 

3. 

3.1 

Introduction 

The Education Department is now in the third year of a five-year cycle of Best Value Service 
Reviews. The reviews for this year continue to focus on Secondary School Education but aspects 
of the Early Years Service, Special Educational Needs and Psychological Service have been 
brought forward from the original service review timetable. 

A total of five reviews are have been planned for the year, two with a focus on the secondary sector 
and three focussing on individual services (although SEN and Psychological Services impact on all 
of the services under review). The programme established for 1999/2000 and the reasons for 
choosing the areas for review are as follows: 

A review of Secondary School Accommodation: chosen to ensure that present provision is 
efficient, provides value for money and that there is broad curricular provision. 

A review of the departments “Raising Achievement for All” initiatives in 
secondary schools: chosen to review the effectiveness of central support 
mechanisms, to identify the range of practice within the authority’s twenty six secondary schools 
and effectiveness of resource allocation in respect of “Raising Achievement for All”. 

A review of staffing in Early Years Establishments: chosen to review the variation in staffing 
structures / conditions of service and grades which exist across the authority. 

A review of the Network Support Service: chosen in light of new policy in this area. The service 
needs to consider how well it is supporting raising achievement and inclusive education in all 
establishments. 

A review of Psychological Services: chosen as a review in light of the Scottish 
Executive’s document relating to Scottish Psychological Services, the recording 
process in light of the publication of the manual of Good Practice in 1999, the ability of the 
database to facilitate changes which embrace the social inclusion strategy and use of ICT and to 
investigate ways of ensuring effective clerical support across the service. 

Review Teams 

In previous rounds of service reviews, the department used a small group of staff to manage 

all projects. For this round, teams have been established for each of the five reviews. Each team 
is led by an officer with appropriate background in the service under review and other members of 
the team have been chosen from both headquarters staff and staff from establishments. An elected 
member has been invited to sit on each project, councillors being nominated identified by the 
Convenor of the Education Committee. 

The creation of such teams allows a larger number of staff to be exposed to the process of Best 
Value Service Reviews. It is hoped that this will create a larger staff base from which to conduct 
future reviews. 

Review Structure 

Each project team has identified specific issues within the service to be reviewed. They have 



planned how to conduct this and decided which techniques to use. 

3.2 As yet, none of the review teams has developed an action plan. They are in the process of 
completing the information gathering processes, collating this and drawing conclusions from such. 
It is hoped that most reviews will be complete by the end of December. 

3.3 The following pages outline the nature of the project, the key issues to be examined, the 
methodologies to be used, the tasks undertaken so far and future actions. 



NORTH LANARKSHIRE COUNCIL 
EDUCATION DEPARTMENT 

BEST VALUE SERVICE REVIEW 

Review of secondary school provision. 

4.1 Background to the review: 

North Lanarkshire Council Education Department has responsibility for 26 secondary schools ranging 
in pupil roll from 458 to 1387 ( figures correct at 1.9.00). Each of the secondary schools forms the 
centre for a cluster of other establishments which will include primary schools and can include pre 
five establishments and special schools. The cluster arrangement also indicates the associated primary 
schools for each of the secondary schools. 

4.2 Key issues examined: 

In focussing on secondary school provision it was agreed that the key issues to be examined would be: 
(a) The extent to which small schools (<600 pupils) can provide an effective curricular 

(b) Opportunities for rationalising current accommodation provision in the secondary 
provision. 

sector. 

4.3 Methodologies to be used: 

In taking forward this review, the following methodologies will be used: 

(a) Quality benchmarking - relating to pupil attainment. 
(b) The curricular provision currently offered to pupils. 
(c) An analysis of current accommodation and roll projections. 

4.4 Tasks undertaken to date: 

A paper analysing primary and secondary school provision has been prepared Approval has been 
received from the Education Committee which has allowed the review to proceed. 

At the time of developing this project, the department has begun looking at a Public Private 
Partnership bid which would have significant impact on this particular review. Much of the 
information being gathered for the PPP will be similar to that needed by the review team. 

To date, meetings have been set up with other departments within the council to gather information on 
schools. The information being gathered includes: 

Secondary school analysis of accommodation; 

Assessing the capacity of secondary schools - Standard Circular 61; 

Summary of YO occupancy; 

Secondary school evaluations; 

Gross areas of buildings; 

Cost per pupil; 



Secondary schools and their associated primaries; 

Information on the location of asbestos; 

list of building issues stemming from HMI reports on secondary schools 

Vandalism costs. 

Malicious damage insurance claims; 

The team involved in this has also taken into consideration the following: 

School premises regulations; 

Standard school designs; 

The committee report: Schools for the Millennium 

Number of pupils in rooms - Standard Circular 19 

Population information including current distribution and projected - this including areas such as 
Cumbernauld, Stepps and Ravenscraig developments. 

Area guidelines for schools issued by D.F.E.E. 

This information is being collated to provide an overall view of the conditions of buildings within the 
authority. Added to this is the central focus of secondary schools namely the learning and teaching 
aspect. Together with the work above, a comprehensive picture will emerge of the provision of 
schools. 

Work on this is expected to be completed by December 2000. 

4.5 Findings to date / future action: 

The PPP project has directly impacted on the progress of this review. Much of the work on collecting 
information is now part of the PPP. For this reason, the review is being subsumed into the larger 
project to ensure that there is no duplication of effort. 

The returns / findings from the above require to tabulated in a logical order so that a comprehensive 
overview of the schools can be gained. Whilst much of the information is now to hand, the format for 
doing so is still to be decided. 

At this point in time, it is not possible to make clear recommendations on the review. It is possible 
that the review timescale itself will slip due to the larger project. 

The review team requires to meet and draw conclusions from the information already gathered. 

Benchmarking activities related to pupil attainment has yet to be completed. (This may be delayed due 
to difficulties at SQA.) 



NORTH LANARKSHIRE COUNCIL 
EDUCATION DEPARTMENT 

BEST VALUE SERVICE REVIEW 

Review of the Department’s “Raising Achievement for All’’ initiative in secondary schools. 

5.1 Background to the review: 

Central to the work of the Education Department is the policy document “Raising Achievement for 
All”. The policy recognises that there is a link between deprivation and underachievement and that 
this link must be broken if we are to give our young people an equal chance to succeed. The policy 
takes a very broad view of achievement and draws on recent research to highlight the importance of 
“multiple intelligences”. It stresses the importance of “the development of the whole person”, 
emphasising qualities such as self esteem, motivation, determination, “stickability” and high 
aspirations as vital to success in adult life as well as gaining academic success. 

The policy sets out clear targets for progress for everyone. These targets cover three areas: 

(i) input targets - in the form of resources to help deliver the other two groups of targets; 

(ii) outcome targets - being both quantitative (e.g. national examination grades) and 
qualitative (e.g. about increases in levels of self-esteem): and 

(iii) experiential targets - which outline the kinds of experiences which are important in 
helping learners achieve their full potential. 

In the secondary sector, the input targets include establishing supported study in all schools, Easter 
Schools and a weeks Outward Bound course for 25% of S4 cohort. 

It is against this background that this review has been established. 

5.2 Key issues to be examined: 

(a) Out of school hours learning, both school based and centrally organised, as contributing to 
“Raising Achievement for All” objectives. This to include: 

Study support 

Outward Bound programme 

Easter Schools 

(b) Other “Raising Achievement for All” ventures initiated by secondary schools themselves, in 
relation to fulfilling experiential targets outlined in the policy and linked to the deployment of 
additional resources to support the policy. 

5.3 Methodologies to be used: 

In taking this review forward, the team has used the following: 

(a) Process benchmarking 
Comparison of North Lanarkshire’s programme with that of Birmingham City Council 

who are known to offer a similar type of programme. 
Survey of schools to determine what they offer in relation to fulfilling experiential 

targets. This to have an element of cost benchmarking. 



(b) Quality benchmarking - 
seeking information from other authorities on the types of programmes offered, and the 

organisation of such. 
conduct an internal case study of one secondary school’s programme for supported 

comparison of results of students attending Easter School vis a vis peer group; using S 
Grade baseline 

study against other schools. 

(c) Cost benchmarking - 
examining the cost of the Outward Bound programme as established against the basic cost 

of the same and against other private providers. 
examining the cost per pupil by school for supported study. 

(d) Customer survey - 
establishing views from parents, pupils and on Outward Bound, Supported Study and 

Easter Schools. 

(e) Staff survey - 
seeking views on Outward Bound, Supported Study and Easter Schools. 

It is worthwhile noting that in terms of Study Support the Education Department already provides 
support to a number of other authorities across the country and that our programme is a model copied 
by them. Irrespective of this, these authorities have been asked to support this review and provide us 
with information on their programmes - the view being taken that the model may have been adapted 
and that aspects of these changes may be worth pursuing. 

5.4 Tasks undertaken to date: 

The team have conducted work in the following areas: 

Study Support - Evaluation forms have been circulated to all schools. Part of this survey focuses on 
the range and scope of provision. Internal cost benchmarking across all schools is undenvay, 
focussing on the cost per pupil by school. Programmes and evaluations of network meetings together 
with analysis of how this authority allocates money on formula + bid basis is being collated. Contact 
has been established with other authorities regarding this for process benchmarking. An internal case 
study of one of our secondary’s programme benchmarked against other schools is underway. 

Easter Schools - A student survey has taken place and evaluations are in the process of being collated. 
Contact has been made with other authorities offering similar provision so that process benchmarking 
can take place. Information on costs and the provision of similar programmes from the private sector 
is being sought. The plan to compare S Grade results of pupils attending Easter Schools against their 
peer group has run into difficulties due to problems at SQA. 

Outward Bound - A parental questionnaire has been issued and returns are being made. An external 
evaluation is proceeding, looking at comparing costs of this programme against unsubsidised 
programmes and programmes offered by the private sector. A comparative study is being arranged 
with Birmingham who are known to run a similar programme is being arranged, this will allow 
process benchmarking to take place. Work already undenvay as part of a post graduate study is being 
used to determine the qualitative effects of the Outward Bound programme. 

Other “Raising Achievement for All” initiatives in secondary schools - a questionnaire has been 
prepared for secondary schools with a view to cost and process benchmarking between schools. This 
is being conducted alongside visits to individual establishments. 

5.5 Findings to date / future action: 



A significant amount of information has been gathered to date. Whilst some of this has already been 
collated there is still some outstanding work to be completed. 

Some of our benchmarking work has a focus on comparing exam results of S4 pupils who have had 
support against those who did not. This aspect requires exam result infornation but, due to difficulties 
at SQA, this information may not be available for some time so the work planned for this faces delay. 
However, the team believe this to be an important piece of work and are considering continuing with 
this as a possible action point. Aspects of this review will face delay because of this. 

To date, a single return from another council has been received, this giving information on Easter 
study. It has been agreed that a time limit of 1 November be set for returns all returns 
Information regarding costs for the Outward Bound programme is available. Initial viewing of this 
suggests that the programme offered (with subsidies from the Outward Bound Trust) is very 
competitive when costed against the programme unsubsidised. Similarly, a programme offered by a 
private operator is proving to be more expensive. Initial views on this indicate that if the programme 
continues it should do so as it stands. 

Some of the early survey work of parents and pupils indicate that the initiatives in place are of value 
but it is difficult to determine how this translates into the aims of the policy. Further work is required 
in interpreting the returns. 

Surveys have produced a range of “other initiatives” which have been developed by schools in 
supporting the policy. These are being collated and are likely to become the basis of an action point. 
The information being collated and made available to schools and a data base of activities being set up 
and maintained so that schools can draw on a bank of ideas and have access to contacts in schools. 
This would hopefully enhance the service delivered. 



NORTH LANARKSHIRE COUNCIL 
EDUCATION DEPARTMENT 

BEST VALUE SERVICE REVIEW 

Review of current staffing levels in early years establishments. 

6.1 Background to the review: 

The former Strathclyde Regional Council had a policy which intended to create an integrated early 
years service under the control of the Education Department. At the time, early years services were 
provided by both the Education Department having nursery schools and classes, and the Social Work 
Department with establishments under a variety of titles such as day nurseries, day centres, children’s 
centres, family centres etc. It was recommended that a pay structure be created based on APT&C 
staffing conditions which would attract staff with the best skills, experience and qualifications and all 
new establishments thereafter would provide a range of services suited both to child care and the 
social needs of families. The staffing compliment and structure of the centres would take account of 
the extent and range of services provided. This new type of integrated early years service would be 
designated community nurseries. Unfortunately it was not possible to create a standardised form for 
this provision. 

In 1990, following a national wage agreement staff found themselves on different salary scales and 
working different hours depending on which type of nursery they worked in and which set of 
employment conditions applied to each individual. In addition, there also existed senior posts in some 
establishments and not in others. 

Although there are different types of early years establishments with staff employed on different sets 
of conditions, they all adhere to the same educational curriculum. 

Within North Lanarkshire, the council is responsible for: 

nursery schools which operate during similar hours and weeks per year as schools and are staffed by 
a head teacher, perhaps a second teacher and with nursery nurses employed on national pay and 
conditions; 

nursery classes as per nursery schools but without a head teacher (the head teacher being that of the 
school); 

nursery centres which provide child care over the extended day and all year where the staff are 
employed on Day Grade conditions; 

community nurseries which in addition to the provision of child care over the extended day and year, 
may also provide a range of other services both social and educational, with staff employed on 
N T & C  conditions. 

It is against this background and the fact that early years provision is an expanding area within the 
education department that this review was planned. 

6.2 Key issues examined: 

In taking forward this review it has been agreed to focus on the following key issues: 

(a) The variations in staffing structures across establishments. 
(b) Terms and conditions of employment for staff across establishments. 



(c) Salaries and grades which currently exist in the range of early years establishments. 
(d) Variations in the costs of different types of provision. 

6.3 Methodologies to be used: 

The review team has decided that the following methodologies will be used: 

(a) process benchmarking; 
(b) quality benchmarking; 
(c) cost benchmarking; 
(d) customer survey; and 
(e) staff survey. 

6.4 Tasks undertaken to date: 

A major contributor to the review is a report commissioned fkom a consultant who was directed to 
report on the current provision and staffing of pre -five establishments. 

This report has reviewed each of the four types of provision mentioned above as well as the special 
educational needs nursery classes that are attached to SEN schools. Comment is made on the hours 
of opening, the hours worked by staff, staff / child ratio and the different staffing compliments across 
the range of nursery provision. 

Since this review is of interest to both the personnel section within education and corporate personnel, 
the contents of this report has been made known to corporate personnel for comment before 
progressing further. A response from personnel is awaited. 

Similarly, trade unions will have an interest in the report and any subsequent recommendations. for 
that reason, informal discussion has taken place with trades unions whose members would be involved 
in any changes which the report prompts. 

The report is available from the department for scrutiny. 

6.5 Findings to date / future actions: 

Nursery schools - There are eight of these in total, each occupying a stand-alone building. They are 
open during school term and general school day times. Staffing structures consist of a head teacher, a 
second teacher in most cases, sometimes a senior nursery nurse with the full compliment being made 
up by a nursery nurse. There is no defined criteria to determine at what size a nursery school should 
have a second teacher post nor is there a criteria for the inclusion of a senior nursery nurse. 

All teaching posts are governed by national agreement whereby salaries are based on a 35-hour week 
with class contact time being 27.5 hours. The hours which nursery staff work and are paid varies 
considerably, there being long historical reasons for this. 

The normal adult / child ratio is 1 ; 10 and of the eight schools six exceed this with two conforming to 
it. 

Nursery classes - are located in primary schools and provide the same provision as nursery schools. 
At the time of the report there were 43 such classes varying in size from 20 full time equivalent (fte) 
places to 50fte. All bar one are staffed to the ratio of 1:lO. and all bar one have a teacher and basic 
grade nursery nurses with no additional promoted posts. One class has two child care worker posts in 
addition to the teacher post. These posts are normally associated with nursery centres which operate 
over an extended day and for the full year. In this instance the staff were appointed to provide an 
extended service during the year. 

At school holiday periods a temporary teacher may have to be employed and also at times when the 



child care workers take annual leave which under APT&C conditions can be at any time of the year. 
Teacher conditions are the same as those in nursery schools and similarly, there exists the same 
variations in nursery nurse hours actually being worked and paid. 
Special education needs nursery classes - have a similar staffing structure to nursery classes. 
However, there are two classes with teachers on a common scale, two with an assistant head teacher 
and one with a senior teacher. In all cases staff receive an enhancement to their salaries to reflect the 
additional experience required and the difficulties which often exist with the children attending. The 
staffing ratio in these classes is evaluated in accordance with the needs of the children attending. 

Nursery centres (formerly Social Work Day Nurseries) - four of these operate over an extended day 
during the full year and in some instances offer other services such as out of school care. The child 
care staff in these nurseries are the only employees within the education department who are paid on 
APT&C spinal column points but whose conditions of service operate to a full time post of 3 8 hours 
per week. 

Three of the centres are managed by an officer in charge, the other is managed by a head teacher who 
is employed for 35 hours per week over 52 weeks and has a salary based on that of an equivalent sized 
nursery. 

As all staff in this type of nursery can take their annual leave at most times throughout the year there 
are occasions when there may be only one senior post available during the day. 

Community nurseries - there are eight of these nurseries operating over an extended day and full year. 
Staff here are employed on APT&C conditions these being full posts of 35 hours per week. None of 
these nurseries has a teacher post included in its staffing compliment. 

The grades and salaries of heads and deputes of these nurseries are based on the number of staff for 
which they are responsible. Unlike nursery centres on Day Grades, the salary reflects the increased 
staffing required when there is a high proportion of children under three years old to which higher 
staff ratios apply. There is no specified criteria which determines when additional supervisory posts 
should be created 

In addition to early years staff there may also be staff employed who provide an out of school care 
service within the centres. These staff are, in some centres, designated as Pre-5 workers but their 
salaries have a qualification bar applied to them. 

Teaching staff in nursery schools and classes are employed under national agreements and as such, no 
increase in hours or reduction in salary to a comparable level with other staff in establishments which 
operate over the extended day, can be considered at present. 

The team are awaiting a response from personnel so that they can give consideration to the 
information gathered relating to non-teacher nursery staff. 

Comparative tables have been drawn up showing staffing levels and salary costs for early years 
establishments. These tables also give an indication of possible restructuring as well as comments 
relating to staff and cost changes. These tables along with the recommendations in the report require 
further consideration. 
At this point, no clear action points are emerging and the review has been delayed due to the need of a 
response from personnel. 



NORTH LANARKSHIRE COUNCIL 
EDUCATION DEPARTMENT 

7.1 

BEST VALUE SERVICE REVIEW 

Review of education network teams which provide visiting support to establishments with 
respect to the aims of “Raising Achievement for All” and the targets of the new policy 

“Looking Forward - Responding to Children’s Rights and Individual Needs” 

Background to the review: 

The Area Network Support Service comprises six teams based in the following areas: 

(i) Airdrie 

(ii) Bellshill 

(iii) Coatbridge 

(iv) Cumbemauld having two teams “A” and “B” 

(v) Wishaw 

The teams are staffed by experienced primary and secondary teachers most of whom have or are 
working towards additional qualifications in Special Educational Needs. Each team is co-ordinated by 
a network manager who has responsibility for staff deployment, development, school liaison and the 
overall management of their area service. Team bases are equipped with a range of both published 
and staff produced support materials and with computer hardware and software. These resources are 
for use not only by network staff, but offer a rich resource for use by schools. Bases can be used by 
schools to examine resources, to support teaching and learning and for network staff to produce 
materials for use in schools. They are also used for staff development for support staff weekly and on 
in-service days. 

In order to ensure effective deployment of staff, each school has a basic allocation of time from 
Network Support. Additional support is accessed via a bidding system which takes place twice a year 
for primary schools and once a year for secondary schools. At the beginning of each term an 
agreement is negotiated between the school and the network manager. This agreement outlines the 
type of support to be given to individual schools as well as discussing areas of responsibility. 

As well as Area Network Support teams the service has specialist teams in the areas of: 

(i) Early years: 

(ii) English as another language; 

(iii) Visual impairment ( primary schools only - secondary school support is shared with 
South Lanarkshire) 

(iv) Hearing impairment 

(v) Behaviour support 

Each of these teams is also co-ordinated by a network manager. Schools gain access to these teams on 
a needs basis. Individual cases are referred normally by a multidisciplinary team for specific 
intervention. 



The service aims to support schools in the development and implementation of whole school 
approaches to effective teaching and learning for all children, including those with a Record of Needs. 

Both area teams and specialist teams are currently involved heavily involved in formulating and 
implementing Individual Educational Programmes (IEPs) which are part of the current Scottish 
executive initiative on target setting for pupils with Special Educational needs. 

The service as a whole is managed from Education Department Headquarters by an Adviser in SEN. 

It is against this background that this review has been established. 

7.2 Key issues examined: 

(a) The structure and organisation of the service provided including, bidding systems, management 
and deployment. 

(b) The purpose and scope of the service looking at staff roles and focus of activities. 

(c) Aspects of delivery at stages - early years, primary and secondary. 

(d) Links to other teams and groups such as Quality Development Service, Early Intervention Team 
Special Educational Needs and Special Needs Auxiliaries. 

7.3 Methodologies to be used: 

In taking forward this review, the team has used the following methodologies: 

Contact with Glasgow City Council, Edinburgh City Council and South Lanarkshire Council has been 
made. Information has been sought regarding the range of external support available to schools and 
how this is deployed across the authority, the financial structures in place to run the service ( this will 
be matched against the range of support offered and the deployment of such) and the quality of the 
service provided. This information will encompass the first three points below : 

(a) Process benchmarking 

(b) Quality benchmarking 

(c) Cost benchmarking 

(d) Customer surveys - A survey of parents and pupils has been undertaken in a sample of schools 
across the authority. Included were secondary schools, primary schools, nurseries and pre-five 
establishments. The sample of schools chosen reflect the range of support services offered. The 
surveys have been undertaken on a face to face basis with permission to speak to pupils sought from 
the parents interviewed. 

(e) Staff surveys - Questionnaires on the structure and effectiveness of the service have been 
issued to support staff in all area network teams, specialist teams and schools. 

7.4 Tasks undertaken to date: 

In moving this review forward, the team have undertaken the following; 

A questionnaire for parents has been issued and completed. The responses to this have been collated. 
In general, the findings are: 

The results from parents are positive in that the parents interviewed appreciated the support received 
by their child, they would have liked more , but appreciated that the resource was finite. There was an 



indication of a need to ensure that parents are made aware of the fact that their child is receiving 
support and that they know the name of the teacherh working with their child. Whilst the meeting 
with parents on a face to face basis was reassuring for those interviewed, a limited number of parents 
attended. For this reason, it should be noted that the size of the sample may not reflect accurately, the 
views of parents whose children receive support. The limited parental response also raises questions 
about the suitability of such a process. Pupils knew who worked with them and appeared to welcome 
this support. Many identified support given from teachers and auxiliary staff. There was a mixed 
response to questions about where this support took place and whether it was as an individual or as a 
gr0UP. 

The issuing of a questionnaire on the service to secondary and primary schools, nursery schools, early 
years establishments and network teams. This work has been collated and is in the process of being 
analysed. 

Initial findings suggest that schools and staff from the service prefer the basic allocation and bid 
system as at present although there are significant numbers suggesting either a basic bid plus 
allocation on a footwear and clothing basis or, a school allocation for learning support except for 
specialist provision. It also appears that the process of bidding for additional support on a once / twice 
yearly basis depending on sector, is preferred. The information centred on allocation of staff from 
area learning support teams requires further scrutiny. 

A first glance, there appears to be an issue about how the different support services are co-ordinated 
across the service. A significant number of responses from support staff, primary and secondary 
schools seeing this as being not very effective. This response requires to be matched against what was 
identified as future needs. 

A benchmarking exercise has begun with three other authorities. This focuses on comparative costs 
and the structure of the service provided. To date no response has been received. 

A significant amount of information from a range stakeholders has now been gathered. Some of this 
is collated and has already been analysed. Further work in the collation of the remaining information 
including feedback from other authorities is required and is undenvay 

The team is now beginning the process of identifying strengths and areas for development in 
preparation for making recommendations and a subsequent action plan. 

The review team would like it noted that in carrying out this review and in involving parents, pupils 
and staff much time for gathering, collating and analysing information is lost due to school holidays. 
The timescale for such an exercise is therefore condensed into a short period of time. 

7.5 Findings to date / future action: 

There appears to be satisfaction within schools, within the service itself and with parents about the 
service and the support it provides to schools and their pupils. There was however a general 
consensus that more support is required. 

Initial responses show much parental satisfaction with the system. An issue which could be addressed 
is the need to ensure that all parents are aware of the support services available and that those parents 
whose children benefit from the service are aware of this and have a contact name provided. 

Schools and support staff appear to favour the system of allocating support as presently operated that 
being a basic allocation plus bidding. There is however a significant number schools who would 
rather have a school allocation without any bidding. This would be a significant change in current 
practice and therefore requires further investigation. 

A common concern which is highlighted throughout the evidence is the lack of co-ordination across 
different services. A review of how co-ordination across teams is managed may be needed. This may 



focus on how to manage the sharing of information, collaboration time, review meetings and 
communication between different services. 

Authority teams i.e. Behaviour Support, English as Another Language and Sensory Impairment visit 
schools across the whole authority. This results in extensive travelling between establishments which 
reduces time for support and has cost implications. Consideration of these issues and prudent 
planning may well be a recommendation of the final report. 

The team intend further meetings to draw conclusions from the evidence collected and collated and to 
produce a set of conclusions, recommendations and Improvement Plan in their final report. 



NORTH LANARKSHIRE COUNCIL 
EDUCATION DEPARTMENT 

BEST VALUE SERVICE REVIEW 

Review of Psychological Service in context of local and national initiatives and policy 
development. 

8.1 Background to the review: 

Psychological services in Scotland originate in the Education (Scotland ) Act 1948. The statutory 
foundation for the current functioning of local authority psychological services is the Education 
(Scotland) Act 1980. 

This specifies that: 

“It shall be the duty of every education authority to provide for their area a psychological service in 
clinics or elsewhere, and the functions of that service shall include - 

the study of children with special educational needs; 

the giving of advice to parents and teachers as to the appropriate methods of education for such 
children; 

in suitable cases, provision for the special educational needs of such children in clinics; and 

the giving of advice to a local authority within the meaning of the Social Work (Scotland) Act 1968 
regarding the assessment of the needs of any child for the purposes of any of the provision of that or 
any other enactment. ( This section is considerably expanded by the Children (Scotland) Act 1995. 

In relation to the Social Work (Scotland) Act 1968, the service is required to undertake assessment 
and reporting as required by the Reporter to the Children’s Panel. In addition, the Children (Scotland) 
Act requires assessments to be carried out in the context of assessment orders. 

The Psychological Service within North Lanarkshire has a key function in relation to the education 
department, namely to assist in the meeting of special educational needs of its 0 - 19 population. 

This population numbers some 80,000, there are 26 secondary schools, 133 primary schools, 11 
special schools and 13 special units as well as an increasing number of early years establishments. 

Servicing this is a compliment of 23 psychologists based in three psychological service centres across 
the council. A principal psychologist is based in the education department and as well as managing 
the psychological service, works as a member of the special needs team led by the education officer. 

Two clerical support officers in each centre provide clerical support for psychologists. Support for the 
principal psychologist is available in the education department fiom the admin officer who manages 
the special needs section. 

Services are delivered by the psychological service at three levels: 

(i) school or establishment level; 

(ii) education department level; and 

(iii) at an interagency level. 



It is in the above context that this review was established. 

8.2 Key issues examined: 

(a) The current service delivery model used by the service - 
communication with users (parents, pupils, teachers and the Reporter to the Children’s 

Panel) on expectations of the service; 
management links between the psychological service and school managers; and 
the service review process. 

(b) The recording process with a focus on procedures for reviewing the record. 

(c) The use of SEN database. 

(d) Clerical support in each of the service’s centres including central support. 

8.3 Methodologies to be used: 

The review team decided on the following methodologies for this review: 

(a) Process benchmarking 

(b) Quality benchmarking 

(c) Cost benchmarking 

(d) Customer survey 

(e) Staff survey. 

8.4 Tasks undertaken to date: 

Key issue (a) 
Communication with users: 

A survey for use with parents has been prepared on the basis of the Scottish executive’s Performance 
Indicators for the Psychological Service. This was sent to parents’ of all children referred to the 
service between April 1999 and April 2000 

As part of the practice agreements operating with schools, a formal survey has been built into the end 
of session meeting between head teacher and psychologist. This can be used to gather feedback on 
school levels of satisfaction. As for the parent survey, this survey is based on the performance 
indicators for the service. In addressing school management links with the management of the service, 
a question was included which related to formal input to head teachers from the service management. 

In gathering feedback from pupils, and considering the very broad range of abilities reflected among 
them, a single survey was felt to be of very little relevance. For the purposes of this review it was 
agreed that a pilot would be undertaken to look at feelings of satisfaction within two groups of pupils 
who had been part of a specific project. This was done as part of the ongoing work of the project. 

As the senior Reporter to Children’s Panel had retired it was not possible to seek his views on the 
work of the service in relation to the Children’s Panel. It has been agreed that it would be more 
helpful to determine a baseline for effective service to the Children’s Panel through discussion with 
the newly appointed senior reporter. 

In looking at the quality of the internal service review process, a questionnaire was prepared for the 



city family of authorities (Glasgow, Edinburgh, Dundee and Aberdeen). The intention of this is to 
allow comparison of how other authorities have developed their service since the reorganisation of 
local government. 

Key issue (b) 
The recording process: 

Time taken to open a Record of Needs has been investigated. The Audit Commission, on an annual 
basis, collates figures for the average time taken to open a Record of Needs. This 

information was obtained from the department’s policy unit. 

In order to look at the effectiveness of the process of reviewing Records of Needs, a questionnaire was 
devised on the basis of the Manual of Good Practice, which enables comparisons to be made with the 
city family of authorities. 

Key issue (c) 
The SEN database: 

Key users of the database were defined. A questionnaire was devised to look at levels of satisfaction 
with the database and to identify areas where improvement may be needed. 

Key issue (d) 
Clerical support in each of the service’s centres including central support. 

The range of tasks which could be done to support psychologists was agreed. Questionnaires were 
drawn up for both psychologists and clerical officers in order to determine the extent to which 
psychologists time could be freed up to allow them to undertake more duties which may only be 
carried out by psychologists. 

8.5 Findings to date / future action: 

A significant amount of information has already been gathered for this review and much of it has been 
collated. The team are starting to draw tentative conclusions from this in preparation for making 
recommendations and the drawing up of an action plan. Already identified is the need to better inform 
both establishments and parents about the service and what it provides. 

129 out of 647 parental surveys distributed were returned. Initial indications from these returns show 
the majority of parents have positive experiences of the service. There is an indication of 
dissatisfaction over a lack of written information about the service. 

56 head teacher surveys have been returned, 46 from primary schools, 10 from secondaries. Initial 
inspection shows a high level of satisfaction across all areas examined. There are some differences 
however between primary and secondary responses and this needs further scrutiny. One possible area 
for improvement is the work file where secondary schools found the file more helpful than primary 
schools, although secondary schools were rather less happy about the content. It should be noted 
however that both sectors were positive about the file. 

Involving pupils with the pilot exercise has been helpful, indicating that valuable information may be 
obtained by seeking the views of children and young people. The responses to this part of the review 
are still being collated. 

There has been no response from other councils with regards to our request for information on the 
service review process. 

Information gathered from the Accounts Commission about the average time taken to open a record of 
needs shows the service reducing the time taken over a period of three sessions and that we are in line 



with guidance from the Scottish Office. As yet there has been no response from other councils 
regarding the process of review of Records of Needs. 

From the responses received there is an indication that the process of review of Records of Needs 
requires clarification and improvement in line with the Manual of Good Practice. 

Results to date from the questionnaire circulated to key personnel regarding the SEN database have 
identified two issues: 

(i) The unreliability of the system in terms of the stability of its communications. Related to this was 
the speed of using the database which required the dialling to the mother computer in the Kyle Road 
base. 

(ii) A major issue related to the ease of access to the information within the database. This issue 
requires further consideration by the team. 

During the course of this review an opportunity arose to benchmark setting up and administering a 
council SEN database. A system marketed by the Sam Weller Foundation was demonstrated to a 
number of authorities including North Lanarkshire. The system is currently in use in fourteen 
authorities in England as well as Borders Council. Further consideration of this is required. 

Returns from psychologists indicate that they feel they undertake tasks which could be completed by 
someone else. Some 50% of staff felt that this could be up to an hour per day. 

Clerical staff agreed that a greater variety of tasks could be undertaken but felt time available did not 
allow this. 

Some benchmarking information did become available showing one council having 3 clerical staff 
supporting 8 psychologists. In addition, the clerical staff had higher grades. 

Information has been sought from Notre Dame Centre on costs but to date no response has been 
received. 

Whilst further scrutiny of the information gathered is required, the following issues have been 
identified: 

Key issue (a) 
Communication with users: 

Provision of written information for parents 

Survey of remaining head teachers. 

Revision of the workfile, with particular reference to the needs of secondary schools. 

Introducing a system of rigorously seeking the views of children at the point of referral with 
attention to the development of mechanisms to seek views at other points during the process of 
involvement with the service. 

Presentation to be given to head teachers on the work of the psychological service. 

Key issue (a) 
Communication with users: 

Maintenance of monitoring procedures for the time taken to open Records of Needs to ensure 
continued good practice in this area. 



Development of the review procedures for the Record of Needs. 

Key issue (c) 
The SEN database: 

Upgrading of hardware and communication system for the database. 

Definition of the role of systems administrator for the system with the consequent introduction of 
admin protocols. 

Key issue (d) 
Clerical support in each of the service’s centres including central support. 

Sharing of the clerical post, currently vacant in the Monklands office to allow support to be offered 
to the clerical team in Motherwell as necessary. 

Recommendation should be made for formal review of clerical support within the service. 


