.....!.Q-

AGENDA ITEM No

NORTH LANARKSHIRE COUNCIL
REPORT

To:

1

CORPORATE SERVICES COMMITTEE

Subject: BEST VALUE REVIEW: MEMBERS’
SERVICES

From: HEAD OF CENTRAL SERVICES
Date: 3 January 2008

Ref: JAF/IL

1.

Purpose of Report

1.1

The report advises the Committee of the conduct of a Best Value review of the Members’
Services section of the Central Services Division - and of the functions performed by that
section - and submits, for consideration, the report compiled following that review.

2.

Background

2.1

As part of the Corporate Services performance management arrangements, a Best Value
review of the Members’ Services section of the Central Services Division has been
undertaken. That review has been overseen by a Best Value Working Group comprising
both members and officers of the Council and has been informed by information from
questionnaires issued to all members of the Council, all members of staff within the
section and all 31 other local authorities in Scotland. The review is now concluded and
the report on the review is attached as the appendix to this report.

3.

Review Findings and Recommendations

3.1

While the review has identified that the services provided compare favourably with those
provided within other authorities - and that there is a general level of satisfaction with
those services - areas for improvement have been identified, and those are detailed in
Appendix 5 to the attached report.

4.

Recommendation

4.1

It is recommended that the Committee give consideration to the attached report and
approve the improvement actions identified.

H e F e n t r a l Services
Members seeking further information on the contents of this report are asked to contact John Fleming, Head
of Central Services on Extension 2228.

Best Value Review Mbrs Services.doc
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Members’ Services Best Value Review

1.

Background to Service

1.1

The Central Services Division of Corporate Services is, amongst other things,
responsible for providing comprehensive administrative, clerical and secretarial
services for 70 elected members; organising twinning activities in liaison with
twinning associations and groups; co-ordinating civic transport and providing civic
and ceremonial support services to the Provost, Depute Provost and senior elected
members. These services are undertaken by the Members’ Services unit.

1.2

The Members’ Services Unit is located at the Civic Centre, Motherwell and currently
works with a complement of 14 members of staff from offices on the ground, fourth
and fifth floors.

1.3

Expenditure for Members’ Services in the year 2006/2007 was f621,545. This
included such elements as surgery advertisements, equipment, twinning and civic
hospitality.

1.4

The key issues that have been identified for review are:

1.4.1 the efficiency and effectiveness of procedures and processes in respect of
services to elected members, including support services, civic functions and
twinning arrangements;

1.4.2 identification of areas for improvement; and
1.4.3 future areas of activity for the service.

2.

Review MethodologiedTechniques

2.1

A Best Value Working Group was formed in February 2007. Members of the original
group included the Convener of General Purposes, Vice-convener of General
Purposes, a member of the minority group, and members of staff from Members’
Services, Committee Services, and the Admin Section. Following the elections in
May 2007 and the subsequent change in committee structure, the newly elected
Convener and Vice-Convener of Corporate Services were invited onto the Group.
The review is being guided and informed by the Council’s ‘Continuous Improvement
Service Review Toolkit‘.

2.2

For the purpose of measuring the Members’ Services processes and comparing the
level of services provided, consultation exercises were undertaken to gather
information from customers who use the service, the staff who provide the service
and other local authorities.

2.2.1 In respect of service users, questionnaires were issued to:
0

0

every Elected Member of the council for their views on customer care,
document production, administrative support, complaints, civic events,
information technology resources and training;
every member of staff for their views on job satisfaction, office
procedures, customer care, resources, training and development;

31 local authorities inviting them to assist in the process of benchmarking
with a view to comparing service delivery, indicative costs, equipment and
IT provision.
2.2.2 A telephone survey and interview was carried out with the representatives of
the twinning associations for their views on the assistance provided by staff,
the quality of information provided and liaison arrangements with the council.
2.3

In addition, all members of staff within the Section have completed the on-line Best
Value training module. Regular meetings are held with all staff and SWOT (see
appendix 1) and PESTLE (see appendix 2) analyses have been undertaken.

2.4

While the project proposal form did not identify the European Foundation for Quality
Management (EFQM) model for self assessment as a methodology which would be
used in the Members' Services Best Value Review, the value of the model as a
technique for measuring quality was recognised and the questionnaire issued to staff
was based on the EFQM model in order to inform the review. In addition, a selfanalysis and self-evaluation exercise was undertaken with staff.

2.5

A timescale was drawn up for each of the planned actions to undertake the review
(see appendix 3).

3.

Review Findings

3.1

Customer Consultation - Elected Members

3.1.1 Prior to the May 2007 local government elections, all Elected Members were invited
to participate in the review process and to express their views on any aspect of the
current and future service provision. 20 responded (28.5%).
3.1.2 In November 2007, six months after the elections, a further questionnaire was issued
to seek the views of the 23 members newly elected to the council in May as well as
the 47 returning councillors. 18 responded (26%).
3.1.3 Areas consulted on included customer care, document production, administrative
support, civic events, complaints, IT resources and IT training.
3.1.4 Customer Care
The pre-election returns indicate a high level of satisfaction as perceived by our
customers in respect of customer care with 95% rating the helpfulness of staff as
excellent and 5% rating it as good. 70% rated document production as excellent,
25% rated this service as good and the remaining 5% said it was satisfactory
The post-election returns indicate a slight decrease with 76% rating the helpfulness
of staff as excellent, 12% rating it as good and 12% rating it as satisfactory. The
post-election ratings for document production indicated that 59% thought it was
excellent, 29% thought it was good and 12% thought it was satisfactory. However,
the overall level of satisfaction remained relatively high.
The followina araDhs show both the pre- and post-election results.
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3.1.4 Administrative Support
In respect of Administrative support, the pre-election returns were mixed with a large
proportion of the respondents indicating high satisfaction levels with some aspects of
the service but lower levels with others.
For example, 90% of the pre-election returns indicated that both surgery
arrangements and surgery advertisements were excellent, with the remaining 10%
thinking it was good or satisfactory. In contrast looking at the library and information
service, 10% of respondents offered no rating at all. Of the 90% who did rate the
service, 44% thought it was excellent, 33% thought it was good, 11% thought it was
satisfactory and 11% thought it was unsatisfactory.
The post-election results showed a decrease to 53% of respondents indicating the
surgery arrangements were excellent, 29% thinking they were good, 12% indicating

they were satisfactory and 6% that they were unsatisfactory. For surgery
advertisements, 41% thought they were excellent, 35% thought they were good, 18%
thought they were satisfactory and 6% indicated they were unsatisfactory. Again in
contrast, 23% of the respondents offered no rating at all for the library and
information service. Of those who did respond, 29% thought it was excellent, 50%
though it was good and 21% thought it was satisfactory.
Again the following graphs compare the pre- and post-election results.
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Admin Support Post-election
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3.15

Civic Events
Of the comments made in respect of Civic Events in both the pre and post-election
surveys, most fall into the ‘excellent’, ‘good’ and ‘satisfactory’ categories. In the preelection survey, 10% offered no overall rating for the service. Of those who did
respond, 50% thought it was excellent, 33% thought it was good and 17% thought it
was satisfactory.
In the post election survey, 6% did not offer any overall rating. Of those who did
respond, 59% thought it was excellent, 35% thought it was good and 6% thought it
was satisfactory.
The following graph shows both the pre and post election results for the overall rating
of procedures relating to civic events.
Civice Events -Overall Ratings

We currently have no method of formally measuring customer satisfaction from the
organisations who receive civic hospitality. The only indicator we have of this are the
thank you notes that come in from the organisations. The introduction of feedback
cards would assist in gathering this information and help us to monitor customer
satisfaction rates.
In addition to this and in order to raise the public profile and maximise positive press
coverage, the press information form should be redesigned.
3.1.5 Complaints
In the pre-election survey, 85% of the respondents indicated they had had no
complaints. Of the 15% who had a complaint, 10% said it had been dealt with
satisfactorily and 5% indicated that the problem had not been resolved.
In the post-election survey 72% of the respondents had not made any complaints.
The 28% who had made a complaint indicated that it had been handled satisfactorily
and all but one of the complaints had been resolved at the time of the survey.

9%

3.1.7 IT Resources
In respect of IT Resources, the pre-election returns were mixed with a majority of the
respondents indicating high satisfaction levels with some aspects of the service but
lower levels with others. For example, in relation to their office PC and printer 5% did
not indicate a rating for this resource. Of the 95% who did respond, 74% thought it
was excellent and 26% thought it was good. Then, in respect of home working 25%
of the respondents offered no rating for this service. Of the 75% who did respond
36% thought it was excellent, 43% thought it was good, 14% thought it was
satisfactory and 7% thought it was unsatisfactory, as the following graph shows.

-

IT Resources Preelection Ratings

In the post-election survey 6% offered no rating for the office PC and printer. Of the
94% who did respond, 41% thought the resource was excellent, 41% thought it was
good and 18% thought it was satisfactory. In relation to home working 28% of the
respondents offered no rating for this resource. Of the 72% who did respond, 39%
thought the service was excellent, 15% thought it was good and 46% thought it was
satisfactory as the following graph shows.

-

IT Resources Post-election Ratings

3.1.8 IT Training
In the pre-election survey, a high proportion of the respondents offered no ratings in
relation to the categories within IT training. Taking two examples, 60% offered no
rating for word processing training. Of those who did respond 50% thought it was
excellent and 50% thought it was good. For Outlook 45% offered no rating and of
those who did, 36% thought it was excellent, 55% thought it was good and 9%
thought it was satisfactory.
The results were similar in the post-election survey with 56% offering no rating at all
for training in word processing. Of those who did rate the service, 37.5% thought it
was excellent and 62.5% thought it was good. With regards to Outlook training 50%
offered no rating; of those who did 44% thought it was excellent and 56% thought it
was good.
3.2

Staff Consultation

3.2.1 The staffing establishment of the Members’ Services Section at April 2007 was 15.
One clerical officer then vacated her post leaving the current complement of staff at
14. As part of the Best Value consultation exercise, staff were invited to complete a
questionnaire of which Part 1 related solely to the Members’ Services Section and
Part 2 to the terms of the EFQM model. At the time of the survey in February 2007
questionnaires were issued to 11 members of staff; eight were completed and
returned.
3.2.2 In Part 1, Section 1 of the survey, staff were asked questions on job satisfaction, how
confident they felt, the fairness of the work allocation, clarity of instructions, whether
they felt stressed and if they required extra support.
0

37.5% replied that they always experience job satisfaction, 25% said they usually
did, with the remaining 37.5% replying sometimes.
87.5% responded that they were always confident when dealing with customers
and the public, with the remaining 12.5% responding that they were usually
confident.

0

0

0

12.5% felt that the work was always allocated, fairly, 75% replied usually and
12.5% replied sometimes.
25% said that instructions were always clear, with the other 75% replying that
they were usually clear.
12.5% responded that they were sometimes stressed at work, with 87.5% saying
they were never stressed.
100% replied that they did not require any extra support in the workplace.

3.2.3 Part 1, Section 2 of the survey invited staff to comment on whether or not they
agreed with statements relating to training opportunities and surrounding issues.
0

25% strongly agree that they are aware of training opportunities with the
remaining 75% agreeing that they are aware.

1bo

37.5% strongly agreed that participation in training is mutually discussed and
agreed, with 62.5% agreeing that it was.

12.5% strongly agreed that they are encouraged to identify areas in their work
that could be improved through participation in training initiatives, with the
remaining 87.5% agreeing with the statement.
37.5% agreed that they had the opportunity to put training into practice, with
62.5% disagreeing with this.
100% agreed that progress is monitored, discussed and recorded.
100% agreed that Corporate Services does a good job of equipping employees
with the skills needed to respond to changes.
3.2.4 Part 2, Section 1 of the survey invited staff to respond to statements on leadership
and state whether or not they agreed with them.
0

0

0

12.5% strongly agreed that managers provided a high level of leadership activity
and behaviour, with 87.5% agreeing with the statement.
25% strongly agreed that managers recognise and appreciate individual and
team efforts and achievements at all levels of the organisation by positive
feedback, with 75% agreeing with the statement.
37.5% strongly agreed that managers are accessible and motivate and support
staff in undertaking their duties, with 62.5% agreeing with the statement

3.2.5 Part 2, Section 2 provided statements on policy and strategy and again asked staff
whether or not they agreed with them
0

0

12.5% said they strongly agreed that they were generally familiar with the
strategies and priorities of the council, with 87.5% agreeing with the statement.
12.5% strongly agreed, and 87.5% agreed, that policy and strategy are reviewed,
developed and updated.
12.5% strongly agreed, and 87.5% agreed, that policy and strategy are
developed to meet the needs and expectation of customers.

0

25% agreed and 75% disagreed with the statement that policy and strategy are
developed taking into account employees' opinions and suggestions.

3.2.6 Section 3 asked staff to say whether they agreed or disagreed with statements on
people management.
0

0

0

25% strongly agreed and 75% agreed that staff are provided with feedback on
their performance and contribution to the service.
25% strongly agreed and 75% agreed that the section's capabilities and needs
are maintained and developed through appropriate training and support.
87.5% agreed that team skills are developed and individual team objectives are
reviewed and updated, with 12.5% disagreeing with this statement.
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12.5% strongly agreed that there were clear communication channels, with 50%
agreeing and 37.5% disagreeing.
3.2.7

In Section 4, 12.5% strongly agreed, 62.5% agreed and 25% disagreed with
statements that overall we manage resources in an effective, economic and efficient
manner, and that we use a systematic approach in improving resources.

3.2.8 Section 5 related to 'Processes' with 100% agreeing that service improvements are
developed in line with customers' needs and expectations. 75% agreed that process
changes are communicated with 25% disagreeing.
3.2.9 Section 6 related to customer results with 100% of respondents agreeing that
customers are generally happy with the service they receive. 12.5% strongly agreed
and 87.5% agreed that customer surveys and performance indicators are used to
measure satisfaction levels.
3.2.10 Section 7 centred on people results with 12.5% strongly agreeing and 87.5%
agreeing that there is a culture of encouragement for staff to learn and achieve.
When asked if there is a reasonable level of staff satisfaction in the section, 25%
agreed, 37.5% disagreed, 12.5% strongly disagreed and 25% offered no response.
100% agreed that employees are asked for their views on improving the service,
75% agreed that their suggestions are acted upon, 12.5% disagreed and 12.4% did
not respond.
3.2.11 Section 8 related to society results, with 25% agreeing that the community was
satisfied with the service and that we provide value for money, 50% disagreed with
this and the remaining 25% offered no comment.
3.2.12 Section 9 related to key performance results with 87.5% agreeing that the
management process examines non-financiaI indicato rs to measure performance
and efficiency with 12.5% offering no response. 75% agreed that the management
process measures and examine financial performance, budget expenditure and
promotes value for money with 12.5% strongly disagreeing with this statement and
12.5% offering no response.
3.3

Benchmarking - Local Authorities

3.3.1 31 local authorities were invited to assist in the process of benchmarking the services
under review within the Members' Services Section. A total of 14 authorities
(including North Lanarkshire Council) responded
3.3.2 The objectives of the benchmarking exercise were to compare working practices;
compare methods of measuring performance and service delivery; and compare the
cost of service provision, with a view to identifying performance gaps and focusing on
areas for improvement.
3.3.3 The returns indicate that there are significant variations across councils in the extent
of the budget allocated to and service provision by Members' Services Sections.
Some local authorities did not provide information on either their total budget or
employee costs and in others the information was unclear. Because of these
significant variations, it was not possible to make cost comparisons
3.3.4 What we can compare are the services, resources and equipment provided to the
elected members of each local authority. In all of these categories North Lanarkshire
Council compares very favourably with the others who responded to the survey.

132

3.3.5 For example, the Members' Services Sections of five of the local authorities
(including North Lanarkshire Council) have responsibility for civic hospitality and
twinning events. Five others have responsibility for civic hospitality only and another
four have responsibilityfor neither.
3.3.6 North Lanarkshire Council, along with one other local authority, are the only ones
who provide the entire range of IT resources as outlined in the survey. The other 12
provide access to e-mail, intranet, internet and MARS systems. Three provide
access to a caseload management system, 2 (including ourselves) are participating
in a pilot, and one has a system under review. North Lanarkshire Council, along with
two other authorities, provide elected members with access to a digital dictation
system.
3.3.7 The equipment councils provide to their elected members also varies widely. 12 of
the local authorities provide elected members with office PCs, the two who don't
provide office PCs offer either a home PC or a laptop instead. 11 provide office
printers and 9 provide home printers. 12 provide a home telephone and 7 provide a
home fax, 13 provide both an office telephone and fax. 11 authorities provide mobile
telephones, two of which give them to some senior elected members only. 7 provide
elected members with handheld devices such as Blackberry, IPAQ, etc with one
providing this equipment to senior elected members only. North Lanarkshire Council
offers all of the above equipment to our elected members.
3.3.8 Six local authorities, including North Lanarkshire Council, use performance indicators
and carry out customer satisfaction surveys.
3.3.9 Ten local authorities, including North Lanarkshire Council offer induction training to
councillors. The other four authorities were reviewing the induction process prior to
the elections in May.
3.4

Survey of Twinning Associations

3.4.1

North Lanarkshire Council has seven twinning links and one friendship link for which
the Members Services Unit undertakes the organisation of twinning arrangements.
The Council is responsible for the formal aspects of twinning and provides assistance
towards exchange visits to established twin towns overseas and exchange visits to
North Lanarkshire by representatives from these twin towns in addition to the
provision of appropriate hospitality in each case.

3.4.2 Mostly, the towns involved in twinning within North Lanarkshire have established
formal contacts with twin towns overseas via a twinning association. The role in
twinning associations is to promote interest in twinning, encourage twinning activities
generally and in relation to specific projects, the exchange of cultural and sporting
events, the advancement of education facilities and the promotion of economic
opportunities.
3.4.3 Telephone interviews were undertaken with representatives from all Twinning
Associations and other departments of the Council who seek information from
Corporate Services on funding arrangements or youth exchanges.
3.4.5 Representatives were invited to express their views on the service provision and,
although the majority of representatives expressed satisfaction with the twinning
service provided, two commented that the service could be improved by the provision
of clear guidelines in the form of a booklet which should include funding
arrangements, basic information on procedures and also include a named contact.

3.4.6 Interviews were also undertaken with representatives from the twin towns of Bron
and Campi Bisenzio during recent visits to North Lanarkshire. The views of the
representatives were extremely positive in respect of programme content, hospitality,
helpfulness of staff, and the opportunity for cultural exchange.
4.

Sustainability
The Best Value Working Group looked at sustainability issues surrounding the
services provided. We identified several areas where ‘green’ efficiencies could be
achieved as follows.

4.1

The areas identified in relation to IT were the recycling of printer cartridges for both
staff and elected members, including the elected members’ home printers. In
addition, efficiencies could be made by the introduction of double sided printing and
the reinforcement of the practice of double sided photocopying wherever possible.

4.2

Energy saving efficiencies could be achieved by switching off PCs, printers, lights,
etc on exiting the building in the evening.

4.3

In relation to the civic gifts we intend to source suppliers who can supply goods made
from recyclable materials. Carrier bags currently used for the civic gifts are plastic
and we are also looking at sourcing ones that are recyclable.

4.4

The use of re-usable envelopes for inter-departmentalmail is another area that would
result in efficiencies. This would be most effective if a corporate approach to this is
introduced.

4.5

We intend to increase the use of re-usable wallets wherever possible for mail delivery
to elected members’ homes, which will result in fewer envelopes being used.

5

Economy Savings

5.1

All mail is currently posted 1st class, regardless of the urgency of the
correspondence. Savings could be made by switching to 2nd class. Using November
2007 as a snapshot, 1450 items of mail were sent out at a cost of f724.35, giving an
average cost per item of f0.50. The equivalent cost of 2nd class mail would be
approximately f0.41 per item. Allowing for 10% of the mail having to go 1st class,
estimated savings we could have made for the month of November is f 116.80.
We acknowledge that a large proportion of members’ correspondence is of such
urgency and would require first class postage but, with the co-operation of members,
savings could be achieved.
It is also noted that, with the increase in competition, consideration is being given
corporately across the Council to mail delivery.

5.2

Elected members’ surgeries are currently advertised each month in the local press.
By placing the advertisements in North Lanarkshire News, saving may be achieved.
In any event, if the amount of text in the advertisements can be reduced, savings
could be made wherever they are placed. Mock advertisements were prepared
based on ones that appeared in the local press in February 2006. Estimated costs
were then drawn up for the same advertisements if they had been placed without the
text referring to home visits by councillors and replacing this with one sentence at the
end of each advertisement advising that home visits are available.

Taking Motherwell Times an example the advertisement that appeared cost f832.97;
the proposed new style of advertisement would have cost f579.45, giving a saving of
f 253.32.
The total cost for February's surgery advertisements in all six local papers was
f3513.02. Using the proposed new style the advertisements would have been
f2,500.72, giving a saving o f f 1012.30 for February (see appendix 4).
6.

Options Appraisal
Options appraisal is a requirement based upon the Best Value guidance provided by
the Scottish Executive for councils to meet the requirement of the Local Government
in Scotland Act 2003. There are eight issues to be considered in relation to option
appraisal and are listed below.
Cessation

The council no longer will deliver the
service

Improvement

Implement service improvements
improve quality and performance.

Reconfiguration

Reconfigure
service
quality/efficiency

Joint Working

Joined up arrangements with
authorities/public sector bodies

Partnerships

Working with other organisations in a
contractual, advisory, executive form of
relationship

Market Test

Invitation to external providers to compete
for contracts.

Externalisation

Service delivery becomes responsibility of
an
external
organisation
through
competitive bid with no in-house bid or use
of Trust(s).

Transfer

Authority ceases to be involved in provision
of service - transferred to another
organisation to manageldeliver.

Combinationlhybrid

A combination of a number of the above
options.

to

to

improve
other

The above options were considered by the Working Group and the following
decisions were agreed.
Option
Cessation

Decision
No

Comments/Evidence
Members' Services provides a necessary
administrative service to the elected members

~~~

Yes

Customer and stakeholder feedback indicates
high satisfaction levels in most areas.
Benchmarking indicates good performance.
Areas identified where service improvements
can be made. These are to be developed and
prioritised in our action plan.

Reconfiguration

No

No indication that reconfiguration would result
in any significant benefits.

Joint Working

No

As majority of the work done on behalf of the
elected members is specifically related to
particular wards, there would be no benefit in
joint working with other bodies.

Partnerships

No

The service would not easily lend itself to
partnership working.

Market Test

No

The high cost of market testing would far
outstrip any benefits that could be perceived
from it.

Externalisation

No

Given the high satisfaction rates amongst our
customers, externalisation of the service
would not be an option.

Transfer

No

Again because of the high satisfaction rates
amongst customers, transfer of the service
would not be an option.

Hybrid

No

A hybrid is not an option.

Improvement

~~

~~

7.

Improvements Identified

7.1

The low return rate of questionnaires from elected members has given cause for
concern as we may not be getting a true picture of their opinions on the services
provided. it is understood that there is a likelihood of introducing PRD meetings on a
one-to-one basis with each elected member. Such meetings might afford, also, the
opportunity to probe more deeply into areas where there may be gaps in the service.
Also, in order to assist with communication and discussion with elected members, it
is intended to establish a work group on ConnectNI for the publication and sharing of
documents.

7.2

The Guide to Members Services will be updated in line with new practices and
procedures.

7.3

The Members Services Section recently participated in a pilot of a caseload
management system which enables Elected Members to manage, in a structured
manner, issues and concerns raised by their constituents. Further consideration and
evaluation is being given to a range of caseload management systems.

7.4

In order to monitor and evaluate customer satisfaction levels in relation to
organisations who receive civic hospitality, the introduction of customer feedback
cards is proposed. The revision of the current press information form is also
proposed ensure we are complying with the Data Protection Act and to maximise
positive press coverage.

7.5

The information provided in the benchmarking exercise with the local authorities was
not as clear as we would have liked, It is therefore proposed to continue
benchmarking in order to compare working practices and methods of measuring
performance and service delivery, as well as the cost of the service provision.

7.6

Representatives of the twinning associations have suggested producing a booklet
with clear guidelines on the service, which should include funding arrangements,
basic information on procedures and a named contact. Further investigation into the
feasibility of this is to be explored.

7.7

It is proposed that we implement practices in relation to sustainability where 'green'
efficiencies can be made. Examples are recycling of printer cartridges, double sided
printing, switching off lights, PCs, printers, etc.

7.8

It is proposed that we implement practices that will result in economy savings.
Examples are using 2nd class mail wherever possible and redesigning the surgery
advertisements.

8.

Improvement Action Plan

8.1

The improvement Action Plan is designed to react to the outcome of the review of the
customer and staff survey results, the data obtained from the authorities who
participated in the benchmarking exercise and to take account of the assessment of
the sections used in the staff survey relating to the EFQM model.

8.2

Although the results of the review are very positive and there appears to be overall
satisfaction with the services provided, there are improvements which can be made
in accordance with the review findings and outlined within this report. These should
lead to efficiencies, improvements in service delivery and customer and staff
satisfaction levels and improve the Department's ability to monitor performance.

9

Recommendation
The Committee is asked to note the terms of this report and appendices, undertaken
as part of the Members' Services' Best Value Review

APPENDIX 1

-

MEMBERS' SERVICES SWOT ANALYSIS

Strenqt hs

Weaknesses

Skills

Split Accom modation

Experience

Team Work (Non-

Team Work

participation)

Knowledge

Not enough communication

Rota System - Distribution

InflexibiIity

of Work

Fear of Change

Adapta biIity

0pportunities

Threats

Election 2007

Election 2007 - STV

Training

Technology (More skilled

New Technology

customer)

New Councillors requiring

Multi-Member Wards

our skills/knowledge

Change

Multi Member Wards

Cut budgets

Restructuring

Lack of Work
Restructuring
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APPENDIX 2

-

MEMBERS' SERVICES PESTLE ANALYSIS

POLITICAL

ECONOMIC

Elections 2007
Best Value
Multi-member Wards
Political make-up of new Council
Councillors Code of Conduct

Budgets
costs

SOCIAL

TECHNOLOGICAL

Changing Demographics
Changes in Ward Boundaries
Councillors Dual Working Role

Shared Shervices
Digital Dictation
Caseload Management
IT Office and Home Working
Changes in Ward Boundaries

LEGAL

ENVIRONMENTAL

Shared Services
Data Protection Act 1998
Local Government Scotland Act 1973
Councillors Code of Conduct
Freedom of Information (Scotland) Act
2002
Ethical Standards in Public Life Etc
(Scotland) Act 2000

Elections 2007
Best Value
Multi Member Wards
Changes in Ward Boundaries

I
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APPENDIX 3
BEST VALUE REVIEW ACTION PLAN FLOWCHART
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Appendix 4
Members’ Services
Estimated Savings on Surgery Advertisements

Councillor Surgery Advertisements

Newspaper

Current Monthly Cost

Proposed New Style

Savings

Motherwell Times/Bellshill Speaker

f832.97

f579.45

€253.52

West Lothian Courier

f1 79.16

f179.16

fO.OO

Wishaw Press

f573.33

f 465.82

f 107.51

f1,209.35

€761.44

€447.91

Cumbernauld News/Kilsyth Chronicle

€531.52

f 369.64

€1 61 -88

Kirkintilloch Herald

f186.69

f145.21

f41.48

Airdrie and Coatbridge Advertiser

TOTAL

f 3513.02

Monthly Saving

f 1,012.30

Projected Annual Saving

I:IMisc/Appendix4

f 12,147.60
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f 2500.72

NORTH LANARKSHIRE COUNCIL
COUNCILLORS SURGERIES
FEBRUARY 2006 MOTHERWELL TIMES (CURRENT LAYOUT)

-

1

M Ross

9.00am
Motherwell Library
4 & 18 February
9.00am - 11.OOam
22 February
Ailsa Nursery (hut at the rear)
The Loaning, Motherwell
Councillor Ross can be contacted on 01698 302233 (office) or by email on
rossm@northlan.gov.uk and will be happy to make home visits for the disabled
and elderly.

2

A McAuley

Jerviston Community Centre
8 February
From 7.00pm
Daisy Park Community Centre
22 February
From 7.00pm
Councillor McAuley can be contacted through Member Services
on 01698 302500, mobile on 07939 280 002 or email mcauleyan@notthlan.gov.uk.
She will be pleased to make home visits for those who are housebound
or disabled.

3

P Connelly

Civic Centre

21 & 23 February

2.00pm

4

W Martin

Pat Cullinan Centre

14 & 28 February

5.30pm

5

H McKenna

New Stevenston Community Centre
1 February
From 7.00pm
John McCormack Centre, Carfin
15 February
From 7.00pm
Councillor McKenna can be contacted at home on 01698 260989 or office
on 01698 302628 and will be happy to make home visits for the disabled
and elderly.

11

A Valentine

Civic Centre
4 February
10.00am - 12 Noon
Civic Centre
16 February
7.00pm
Please telephone 01698 262066 to arrange home visits for the elderly and infirm.

12

W Wilson

Civic Centre

13

G McLaughlin Netherton Community Centre
Isa Money Centre, Muirhouse Road

19

J Martin

Newarthill Community
16 February
6.00pm
Education Centre
Councillor Martin can be contacted at one of the following numbers 01698 302615 (ofice) or 01698 860933 (home) and will be happy to make
home visits to the elderly and infirm.

21

D Saunders

Birkenshaw Sports Hall
3 & 24 February
6.30pm
Councillor Saunders can be contacted at home on 01698 818589 and will
be happy to make home visits.

22

R Burrows

Community Education Centre,
4 February
9.00am
Old Edinburgh Road, Viewpark
Fallside Neighbourhood Centre,
18 February
9.00am
25/27 McCulloch Avenue, Fallside
Councillor Burrows can be contacted on 01698 815754 and is happy to
make home visits to aged, disabled or infirm constituents.

23

J McCabe

Burnhead District Hall
7 & 21 February
5.00pm
Councillor McCabe will be happy to make home visits for disabled and elderly
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9 & 23 February

11.OOam

13 February
23 February

7.00pm
6.00pm

constituents.

24

H McGuigan

Bellshill Cultural Centre
7 & 21 February
Bellshill Cultural Centre 18 February 10.00am

25

R Lyle

Lawmuir Primary School, Bellshill
1, 18, 15 & 22 February 7.00pm
Councillor Lyle can be contacted at home on 01698 733841 after office hours.

26

J Gorman

Mossend Senior Citizens’ Centre
6 February
7.00pm
Frank Ferguson Senior
13 February
11.OOam
Citizens’ Centre
Bellshill Cultural Centre
20 February
7.00pm
Councillor Gorman can be contacted at home on 01698 331938 or at the office
on 01698 302616 and will be happy to make home visits for the disabled
and elderly.

27

J Coyle

Holytown Community
4 & 18 February
10.00am
Education Centre
Councillor Coyle can be contacted in an emergency at home on 01698 833443
or through Members’ Services on 01698 30231 I and is happy to make home
visits for the disabled and elderly.

28

K McKeown

Mossend Primary School,
6 February
7.00pm
Calder Road, Mossend
Brannock High School,
7 February
7.00pm
Loanhead Road, Newarthill
Senior Citizens Centre,
8 February
7.00pm
Clydesdale Street, New Stevenston
Councillor McKeown can be contacted at home on 01698 746019 or through
Members’ Services on 01698 302645.

29

J Lafferty

Keir Hardie Memorial School,
2 February
6.00pm
Newarthill
Newarthill Community Education
16 February
6.00pm
Centre
John Doyle Senior Citizens’ Centre
25 February
11.OOam
Councillor Lafferty can be contacted at Members’ Services on 01698 302674.

30

H Curran

Noble Primary School
7 February
6.30pm
Bellshill YMCA, Main Street
21 February
6.30pm
Hattonrigg Senior Citizens’ Centre
25 February
10.00am
Councillor Curran can be contacted at home on 01698 842434 or at the Civic
Centre on 01698 302683.
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5.30pm

NORTH LANARKSHIRE COUNCIL
COUNCILLORS SURGERIES
FEBRUARY 2006 - MOTHERWELL TIMES (NEW PROPOSED LAYOUT)
1

M Ross

Motherwell Library
Ailsa Nursery (hut at the rear)
The Loaning, Motherwell

4 & 18 February
22 February

9.00am
9.00am - 11.OOam

2

A McAuley

Jerviston Community Centre
Daisy Park Community Centre

8 February
22 February

From 7.00pm
From 7.00pm

3

P Connelly

Civic Centre

21 & 23 February

2.00pm

4

W Martin

Pat Cullinan Centre

14 & 28 February

5.30pm

5

H McKenna

New Stevenston Community Centre
John McCormack Centre, Carfin

1 February
15 February

From 7.00pm
From 7.00pm

11

A Valentine

Civic Centre
Civic Centre

4 February
16 February

10.00am - 12 Noon
7.00pm

12

W Wilson

Civic Centre

9 & 23 February

11.OOam

13

G McLaughlin Netherton Community Centre
Isa Money Centre, Muirhouse Road

13 February
23 February

7.00pm
6.00pm

19

J Martin

Newarthill Community
Education Centre

16 February

6.00pm

21

D Saunders

Birkenshaw Sports Hall

3 & 24 February

6.30pm

22

R Burrows

Community Education Centre,
Old Edinburgh Road, Viewpark
Fallside Neighbourhood Centre,
25/27 McCulloch Avenue, Fallside

4 February

9.00am

18 February

9.00am

23

J McCabe

Burnhead District Hall

7 & 21 February

5.00pm

24

H McGuigan

Bellshill Cultural Centre
Bellshill Cultural Centre

7 & 21 February
18 February

5.30pm
10.00am

25

R Lyle

Lawmuir Primary School, Bellshill

1, 18, 15 & 22 February 7.00pm

26

J Gorman

Mossend Senior Citizens’ Centre
Frank Ferguson Senior
Citizens’ Centre
Bellshill Cultural Centre

6 February
13 February

7.00pm
11.OOam

20 February

7.00pm

27

J Coyle

Holytown Community
Education Centre

4 & 18 February

10.00am

28

K McKeown

Mossend Primary School,
Calder Road, Mossend
Brannock High School,
Loanhead Road, Newarthill
Senior Citizens Centre,

6 February

7.00pm

7 February

7.00pm

8 February

7.00pm
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Clydesdale Street, New Stevenston
29

30

J Lafferty

HCurran

Keir Hardie Memorial School,
Newarthill
Newarthill Community Education
Centre
John Doyle Senior Citizens’ Centre

2 February

6.00pm

16 February

6.00pm

25 February

11.OOam

Noble Primary School
Bellshill YMCA, Main Street
Hattonrigg Senior Citizens’ Centre

7 February
21 February
25 February

6.30pm
6.30pm
10.00am

Local councillors may be able to make home visits for fhe elderly or infirm. For further details please contact
Members’ Services on 01698 302***.
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Appendix 5 - SMART Action Plan 2007/2008

No

4ction

1

3evise Guide to Members
Services

;tart
late

>ompletion
late

\lov 07

l e c 07

~~

P
P

rn

2

Explore and evaluate
Dptions for caseload
management systems

3

Improve website by
publishing twinning
arrangements

4

Improve consultation
arrangements by
introduction of civic function
feedback cards and
monitoring customer
satisfaction rate

Jan 08

5

Introduce revised Press
Form which will give
background information on
Civic events to maximising
positive press coverage and
comply with Data protection
Act

Jan 08

Istimated
:ompletion
4ction

'Yo
of Responsibility

>ommentaryl
rogress

'

Further Action
and Timescale

U0

s

4ction

start
date

Reduce cost of Elected
Members Surgery
advertisements by
redesigning advertisements
Reduce postage costs by
utilising Pd class mail option
Introduce recycling of
Printer cartridges

9

Ensure photocopying and
printing is double sided

10

Evaluate feasibility of
introducing a range of civic
gifts made from recycled
material

11

Promote energy saving with
'Save it' campaign

12

Arrangements for Mobile
Access Device Pilot eight
elected members

13

Develop a Members
Services' area on the
intranet

Jan 08

Dec 07

:ompletion
late

istimated
:ompletion
ktion

%
tesponsibility

of
I

Commentary/
Progress

-urther Action
md Timescale

~

I

U0

Action

14

Explore potential of
arrangements for
consultation with Members
PDP interview to provide
also service information

15

Participation in Members
Services Networking Group
to share best practice

16

Continue benchmarking
members services with
other local authorities

P
P

00

~~

17

~~

Utilise re-usable envelopes

Start
date

Estimated
Completion
completion
date
Action

%
of Responsibility

:ommentaryl
'rogress

Further Action
and Timescale

