
Performance in the round
The information presented to the Scrutiny Panel through PerformNL, the council's
performance management system, comprises performance indicators from each
service's service plan.

Performance in presented to the Panel in terms of the three dimensions noted
below; this helps to provide a more complete and rounded picture of the
performance of a service.

• Financial perspective
Financial indicators present information that can include, for example, expenditure, the unit cost of
delivering a particular service, income generated, funding received, and spend against budget.
High costs do not necessarily reflect poor performance, other factors should be considered when
reviewing financial information, such as the level of investment in an asset and/or productivity levels,
to ensure a more complete picture.

Customer perspective
A key element of best value is being able to demonstrate responsiveness to the needs of customers
and ensure plans are informed by an understanding of those needs. Customer satisfaction can be
measured in various ways, for example through surveys of users who use specific services, residents
satisfaction surveys, complaints, and responsiveness to feedback or enquiries. Customer views and
experiences are important as they help identify what works well and where improvements are required.

Quality perspective
To address the financial challenges requires not only a focus on achieving best value, removing waste
and inefficiencies in processes, challenging current ways of working, and developing creative
solutions, but also on maintaining the quality of front line service delivery. Quality measures can
represent a number of different aspects of the business, for example this can include effectiveness in
responding to service requests, efficiency in processing times to deliver services, productivity in terms
of any increase/decrease in the volume of business, uptake of programmes, the number of residents
supported, and coverage of a particular service.

Performance analysis
The information presented through PerformNL can be analysed in three ways:

comparison to target
trend comparisons
national comparisons

1. Comparison to target

This involves comparing performance for a
particular quarter or a year against the target
(and thresholds) set by services during each
year's service planning process.
This analysis results in a corresponding RAG
status being applied, as defined in the diagram on
the right. An illustration of how this works in
practice is provided below:
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2. Trend comparisons

This involves comparing recent performance with previous years performance, as illustrated in the
example below:

Example − Pest control visits, high priority −% made within 2 working days
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However, looking at trends alone does not always
show a complete picture. Drilling down from the trend
values to look at the volume of business and reviewing
the comments can provide added context to help
explain the current performance position.
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Example −Pest control visits, high priority −% Made Within 2 w o t i n g days

Total TotMty e w wl−d)k)2s

2011/12 4 i 6 9 4.487 98.2%

2022113 3,840 3.771 98.2%

2013114 6,144' 6,048 98.4%

3. National comparisons
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This involves comparing North Lanarkshire Council's performance with national figures; as illustrated in
the example below: −Example − Cost of roads maintenance per kilometre of roads
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[133ACtU3I —Compar i son − family group average
Comparison − Scotland average

However, the inclusion of figures for rural/semi rural and island councils can impact on the viability of
using Scotland figures for comparator purposes. Where available, family group figures (e.g. with councils
that have similar population and/or economic and social conditions) can provide a more realistic and
meaningful comparison.

Note, not all indicators in service plans have corresponding national or family group comparators.

Prompts
However, a single or small number of indicators rarely provides enough information on their own to
give a comprehensive picture of performance for a service; additional information may be required.
The following prompts could be used by Scrutiny Panel Members during the review process, or
Members may have their own questions.

• Why has any variance in performance occurred?

• Does the information demonstrate the service is using resources economically and efficiently?

• Can performance be improved?

, What impact will current performance levels have on service users or residents?

• What are the implications of not meeting a target?

• What other information is required to assess performance in more detail?
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