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1 Introduction 

The purpose of this report is to inform Members of the outcome of the Central Services Public 
Service Improvement Framework [PSIF] self-evaluation exercise, which took place during 
March - May 201 0. 

2. Background 

Members will be aware of the council's commitment to self assessment as a key element of 
our business planning process and a requirement of the BV2 arrangements announced by 
Audit Scotland. 

In April, 2008 the council joined a number of other Scottish local authorities and public sector 
organisations in adopting PSlF as the preferred self assessment model to be used across 
council services where no statutory self assessment model was in place (e.g. VSE for 
Learning and Leisure and SWlA for Social Work). 

PSlF is a self-evaluation framework which encourages organisations to conduct a 
comprehensive review of their services by looking closely at activities around Leadership, 
Service Planning, People Resources, Partners and Other Resources and Service Processes. 

Engagement with Customers, People and the Community is measured by way of results 
together with Key Performance information. 

In May 2009 a two year rolling programme at Head of Service level was agreed for PSIF. The 
programme has progressed on target with year two assessments currently taking place. 

Monitoring and scrutiny arrangements for all PSlF action plans were recently agreed by the 
council's Transformation Board with the first step being a review at Service Committees. 
Further developments during 201 1 will introduce Peer Reviews to the arrangements through 
the PSIF network. 

3. Self evaluation process 

An assessment team is created with a range of officers from various roles within the Service 
and is tasked with evaluating how well the service is performing against each of the criteria 
parts mentioned in point 2 above. The structure of the assessment team is critical to ensuring 
a true self evaluation is conducted on the reality of practices within the service. Each 
assessment is facilitated by a member of the corporate Service Improvement Team. 

4. Action Plan 

As a result of each PSlF self-evaluation the Service assessment team compiles an action plan 
to prioritise and progress specific areas of improvement highlighted during the process. The 
Central Services action plan is attached in the Appendix to this report. The PSlF self 
evaluation for Central Services was completed in May 201 0 and in summary, the PSlF 
exercise identified clear evidence of strengths and key areas for improvement. 
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Key Strengths 

Leadership 
Managers and senior officers within Central Services set the service’s objectives through 
the Council wide service planning process. They work in partnership to establish and 
delivery key service priorities and ensure service priorities contrinute to the developing the 
organisation theme in the Corporate Plan 
Managers and senior officers support policy development at a strategic level 

Service Planning 
There is a dedicated officer responsible for co-ordinating the development of the service 
plan for Corporate Services, this includes producing performance portfolios and service 
plans for each of the five divisions of Corporate Services. Central Services contribute to 
the annual council wide review of the service planning process. This includes reviewing 
effectiveness of the previous years process and contributing to improvements for the 
forthcoming year. 
The ArealRegistration Service have well established customer survey processes that 
covers ceremonies, reception and registrations. Customer satisfaction results are 
segmented into each of the three areas. Performance is reported via quarterly customer 
updates and an annual performance report. There is clear evidence of communication 
and consultation with customers in the AredRegistration Service which has maintained 
Charter Mark standards since 2000 and Elected Members. 

0 

People Resources 
0 

0 

0 

performance is monitored and reported on a regular basis 
learning and development opportunities are available through a wide range of 
mechanisms across all sections of Central Services. 
Employee contributions to the service are recognised, both informally through one to one 
discussions and adhoc conversations and formally through team meetings and award 
schemes. 

Partners and other Resources 
Central Services have a good approach to partnership working with external partners and 
other council services and this supports Central Service’s plans and priorities for service 
delivery. There are arrangements in place with partners to provide co-ordinated services 
for example, preparation and conduct of elections, community councils, children’s panel 
safety certificates for sports grounds, marches and parades, traffic orders 
There is a systematic approach to the allocation, monitoring and controlling of finances 
that supports Central Services plans and priorities. 

0 

Service Processes 
0 Central Services have a systematic approach to planning and managing service delivery 

that support service priorities and takes account of customer needs - processes are 
embedded into every day operations and there are clear lines of responsibility to support 
service delivery for example publishing agendas and reports on MARS system 
Plans for the delivery of the arealregistration service are developed following employee 
consultation and feedback from customers 

0 

Customer Results 
0 Customer satisfaction rates in the AredRegistration Service for Ceremonies, Reception 

and Registrations are consistently high. Service improvements have been made as a 
result of customer feedback examples include installation of baby changing units, 
improvements to the website and the introduction of range of life events ceremonies. An 
Accuracy rate of 98% for Registrations compares well with other local authorities in 
Scotland. 
The number of complaints received by Central Services are consistently low 0 

People Results 
0 In 2009/10 Central Services sickness absence was 2.14% which was better than the 

2.8% target 
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Community Results 
Central Services provide full administrative support for the Children's Panel Advisory 
Committee and good performance has been sustained over the past three years. 

Elected Members Surgeries trends show a consistent level of performance over the past 
three years. 

Areas for Improvement 

Leadership 
Review arrangements for team meetings, meetings timetables and agree standard 
agenda items for example performance team briefings, performance reporting and 
learning and development updates 

Improve communication between sections and divisions of Corporate Services 

Service Planning 

Develop benchmarking arrangements 

Develop performance indicators and ensure SMART targets are set where appropriate 

Put in place arrangements to involve employees in service planning arrangements 
earlier 

People Resources 
Ensure consistent approach to Performance Review and Development process in all 
Sections 

Review Induction process 

Ensure consistent approach is developed to improve communication 

Managers should ensure the pre and post training evaluations take place consistently, 
records are maintained, to enable improve evaluation 

Partners and other Resources 
Review consultation arrangements with stakeholders 

Raise awareness and encourage use of Committee diary which is available on outlook 

Service Processes 
Review processes for effectiveness 

0 Improve communication 

Customer Results 
Further develop unit cost and benchmarking data to inform the service planning 
process 

The outcomes from the PSlF self-evaluation will provide further improvement direction within 
the service and inform the strategic improvement agenda. 

5. Recommendation 

It is recommended that Members note the content of this report. 

of Central Services ' Fo further information on this report please contact Head of Central Services, 
telephone no 01 698 302228. 
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Central Services 

PSlF Improvement Action Plan 

201 0/2011 
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6 

7 

a 

9 

10 

Partners and other 
Resources 
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arrangements 

Partners and other 
Resources 
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Community Councils 

Partners and other 
Resources 
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Key Performance 
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