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Purpose of report

1.1 The purpose of this report is to provide the Scrutiny Panel with an overview of the
information considered at the previous meeting and an update on the proposed review
programme for 2015/17 to enable an ongoing review of service performance.

2. Background

2.1 Members will recall a demonstration of PerformNL, the council's performance
management system, at the Panel meeting in February 2015. This showed how the
Panel could access real time information to review both annual performance indicator
results as well as the most up to date quarterly results, where available. The drill down
functionality within PerformNL also enables more detailed information to be reviewed
(than can ever be fitted into a paper report), such as targets and thresholds, trends,
transaction volumes, comments, national comparisons, and links to supplementary
information.

2.2 At this time a brief was provided, highlighting that performance information presented
through PerformNL covers three dimensions − a financial, customer, and quality
perspective − to help provide a more complete and rounded picture of the performance
of a service. In addition, this brief provides Members with broad guidance on how to
analyse the information and identify areas of concern. This provides examples
depicting target comparisons, trend comparisons, and national comparisons (where
available) and is attached as Appendix 1.

2.3 Members will recall that this approach was piloted at the Panel meeting in April 2015
using the performance indicators from the service plan for Roads and Transportation
Services. This approach then continued with a review of Protective Services at the
Panel meeting in August 2015, at which time the corresponding service profile was
presented. This has now been updated to provide an overview of the information
considered at the meeting and is attached as Appendix 2.

3. NL Performs − real time performance reviews

3.1 Considering the range of performance information which has been reviewed by the
Panel to date, and the range which has still to be reviewed, it is proposed that the
Panel adopts a programme of activity to the end of the current committee timetable in
2017 (as noted in Table 1 below). This will help to facilitate the council's challenge and
scrutiny process by ensuring an ongoing review of service performance. This
programme is subject to change depending on the volume of other business to be
considered by the Panel and once the timetable beyond 2017 is developed.



Table 1: proposed programme of activity 2015/17

Scrutiny Panel meeting Service
29 April 2015 Roads and Transportation Services
19 August 2015 Protective Services

4 November 2015 Revenue Services
10 February 2016 Environment and Estates; Facility Support Services;

Planning and Regeneration

4 May 2016 Efficient Government and Service Development;
Financial Services

24 August 2016 Housing Services; Social Work Services
9 November 2016 Standards and Inclusion; Education Resources, Skills

and Lifelong Learning
8 February 2017 Democratic and Legal Services; Corporate Property

and Procurement; Human Resources

3.2 In the meantime, the service profile for Revenue Services is attached as Appendix 3.
This provides an overview of the service as well as a list of the service's performance
indicators from their latest service plan. This is for the Panel's consideration prior to
the real time performance review through PerformNL at the meeting on 4th November
2015.

4. Recommendations

4.1 It is recommended that the Scrutiny Panel:

(1) note the contents of this report
(2) agree the proposed programme of activity, and
(3) agree to continue to develop the use of real time performance information in the

challenge and scrutiny process.

L

Chief Executive

Local Government Access to Information Act: for further information about this report, please contact Linda Johnston, Strategic
Adviser. tel: 01698 302559.



Challenging and scrutinising performance Appendix 1

NI Performs − real time performance review
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:
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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 addedcon−text

to help explain the current performance position.
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3. National comparisons

This involves comparing North Lanarkshire Council's performance with national figures; as illustrated in
the example below:
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and/or economic and social conditions)
can provide a more realistic andmean−ingful

comparison.

Not all indicators in service plans have
corresponding national or family group
comparators.

For information, family groupings for Local Government Benchmarking Framework (LGBF) indicators are as follows:

• For indicators where social context is known to influence key factors in performance, such as individual outcomes
(e.g. educational attainment), North Lanarkshire Council's family group comprises Western Isles, Dundee City,
East Ayrshire, North Ayrshire, lnverclyde, West Dunbartonshire, and Glasgow City.

• For indicators where population dispersion is known to influence key factors in performance, such as intensity and
wear and tear on infrastructure (e.g. roads maintenance costs), North Lanarkshire Council's family groupcom−prises

Falkirk, East Dunbartonshire, Aberdeen City, City of Edinburgh, West Dunbartonshire, Dundee City andGlas−gow
City.

Prompts
However, a single or small number of indicators rarely provides enough information on their own to give acompre−hensive

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?

2

2011112 2012/13 2013/14



NI Performs − real time performance review
Protective Services

Appendix 2

Service overview
There are two main areas of service within Protective Services − trading standards and environmental health.

Services provided by trading standards are:
• Protecting the interests of consumers and businesses by carrying out inspections of premises such as shops, petrolsta−tions,

and pubs to ensure that goods are safe, sold in the right quantity, and accurately described and priced. Inaddi−tion,
a consumer advice service assists consumers who have been supplied with goods or services that turn out to be

faulty. The service targets dishonest traders who deliberately or persistently break the law, or who try to takeadvan−tage
of vulnerable consumers, particularly the elderly or those on low incomes. Where criminal offences arecommit−ted

reports are submitted to the Procurator Fiscal. Where a trader persistently tries to deny consumers their rights in
relation to the supply of goods and services then an undertaking or enforcement order is sought against them in the
Sheriff Court under the Enterprise Act.

• The money advice service aims to help those consumers who find themselves in debt, often through a change ofper−sonal
circumstances such as a loss of job or marital breakdown. A confidential and impartial service is provided, and

where there are amounts owed to a number of creditors the service helps to set up a repayment programme that is
realistic, fair, and acceptable to all parties.

• The animal health and welfare service enforces legislation that helps to control disease in farmed animals. The service
also licences animal establishments, such as pet shops, boarding kennels, riding establishments, and dog breeders.

The environmental health service focuses on the protection of human health and the environment, in terms of:
• Public health and housing, covering the enforcement of public health and private sector housing legislation within

North Lanarkshire. This enforcement work involves dealing with the traditional public health services associated with
environmental health including statutory nuisances and substandard housing; but also includes the licensing of houses
in multiple occupation and the registration of private sector landlords.

• Environmental protection, providing the pest control and animal welfare services. This also includes environmental
protection officers who investigate fly tipping, dog fouling, litter, abandoned cars, and other environmental crimes as
well as undertaking vehicle emissions and idling enforcement.

• Pollution control, regulating contaminated land and air quality, investigating noise complaints and responding to a
range of pollution related matters, including odour from industrial and commercial premises.

• The business regulation service is responsible for ensuring the safety of the public in respect of all food and waterre−lated
issues and for enforcing health and safety at work legislation in businesses such as warehouses, catering premises,

offices, retail premises, and consumer premises. The service carries out its functions using a variety of methodsinclud−ing
both unannounced and pre−arranged inspections, projects, and providing information and advice.
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PerformNL
The Protective Services dashboard provides headline results for each P1 annually and quarterly (where available).

More detailed information is available using the drill down functionality within each dashboard element, such as targets
and thresholds, trends, transaction volumes, comments, national comparisons, and links to supplementary information:

• The council's performance web pages http://www.northlanarkshire.gov.uk/performance
• Local Government Benchmarking Framework (LGBF) online tool my/oca/Counci/http://scotiand.mylocalcouncil.info
• The council's indicator definitions http://connect/indicatordefinitions

1



Challenging and scrutinising performance
At the meeting on 19th August 2015, the Panel considered the information within the Protective Services dashboard on
PerformNL. This provided the latest annual P1 results for 2014/15, as well as quarterly results up to and including 1stquar−ter

2015/16. Andrew McPherson, Head of Protective Services, volunteered to attend the Panel meeting to discuss in more
detail the performance results reviewed and to respond to any queries raised by Members. The following is a summary of
the information presented and discussed.
Environmental health − cost per 1,000 population
• The cost of environmental health in North Lanarkshire shows a downward trend, and comparisons with the Scottishaver−age

show that the council's costs are not only lower than the average, but the fourth lowest in Scotland − this wasdis−played
to Members through the Local Government Benchmarking Framework (LGBF) online tool http://

scotland.mylocalcouncil.info/. However, Andrew advised that specific reasons for low costs were unknown and one of
the failings of reviewing the LGBF information in isolation is that it does not give an indication of the quality of service.

• In light of this, and to get a more accurate reflection on performance and quality of the service, North LanarkshireCoun−cil
contacted all councils within Glasgow and the Clyde Valley to carry out a more detailed benchmarking exercise, the

findings have been recognised by APSE and there is now a national APSE benchmarking framework for all Scottishcoun−cils
which provides more accurate and meaningful data. Andrew advised that discussions would be undertaken with the

Improvement Service with a view to replacing the current LGBF indicator.
Trading standards − cost per 1,000 population
• The cost of trading standards in North Lanarkshire shows an increasing trend, and comparisons with the Scottishaver−age

show the council's costs are above average. However, it was noted that these costs include money advice centres
where a council has this service and not all councils do. Andrew confirmed this, advising Members that there are 3 main
reasons for this disparity: CABx funding − £500,000 every year, Money Advice −£360,000, Scambusters − £230K for
2012/13 and £170K for 2013/14. Andrew then provided information outlining the actual costs if these items were
stripped out; this showed a much more comparative picture of performance.

• This indicator is also part of the LGBF suite and, similar to the environmental health indicator, work is underway as part
of the national review of Trading Standards services in Scotland through COSLA and Trading Standards Scotland to look
into the development of more appropriate benchmarking parameters.

Pest control − cost per service request
• It was noted that the next 6 cost indicators are new indicators for 2013/14.
• Costs for pest control service requests show a downward trend from last year (E26.08 to £22.74) and performance is

better than target. These reducing costs have been achieved even with the service experiencing an increase in thevol−ume
of pest control requests, from 11,184 in 2013/14 to 13,483 in 2014/15.

Dog control − cost per service request
• Service requests in this respect cover various dog control aspects, such as work with the SSPCA, chipping, and dogfoul−ing.

Costs show a downward trend from last year (f45.24 to £42.40) and performance is on target. Expenditure on dog
control services and the volume of service requests (3,898 in 2013/14 compared to 3,561 in 2014/15) both show a year
on year downward trend.

Food safety interventions − cost per intervention
• Costs for food safety interventions have increased from £44.51 in 2013/14 to £48.26 in 2014/15. However, the service

has experienced a slight drop in the volume of interventions (from 10,055 to 9,404). Andrew advised Members that the
variance in costs over the two years can be partly attributed to the horsemeat scandal which involved a large volume of
low cost intervention work, such as written communications. In addition work around the Commonwealth Games saw
more resource intensive work, in terms of food safety inspections at premises around the golden mile, and work toen−sure

appropriate water quality.
Trading standards inspections − cost per inspection
• Costs for inspections have decreased from £95.86 in 2013/14 to £94.98 in 2014/15. Expenditure on these services and

the volume of service requests (856 in 2013/14 compared to 1,145 in 2014/15) both show a year on year increase.
Health and safety interventions − cost per intervention
• Costs for health and safety interventions have increased from £122.04 in 2013/14 to £137.92 in 2014/15. Expenditure

shows a slight increase, while the volume of service requests dealt with has decreased (from 2,017 to 1,795).
• Andrew advised that this reflects the wishes of the Westminster Government to do less proactive work within health

and safety. In addition, the service is currently running with 1.5FTE vacancies within the business regulation team and
when offset against the health and safety service this would bring costs down below the figure for 2013/14.

Debt advice provision − cost per intervention
• It was noted that no data is available for 2014/15 due to an upgrade to the existing database used by the debt advice

team to move to a paperless solution. This was done after discussions with EGASD but the only way to facilitate this was
to completely archive the data for 2014/15. When completed, the data could be accessed for individual files, but there
was no reporting facility available to generate figures for 2014/15. With hindsight, this was a mistake and contingency
should have been put in place to ensure figures for 2014/15 could be obtained.



Appendix 2

Food hygiene standards − number of broadly compliant food premises
• This indicator measures the number of premises which have achieved the broadly compliant status following ourinspec−tion

regime. Premises are deemed to be broadly compliant if specified risk scores are achieved for cleanliness, structural
issues, and confidence in the management of the business. Latest results show performance is off the target for the
year of 2,500, with only 2,418 premises achieving the standard.

• Andrew advised Members that the number of food premises liable for inspection has fallen this year so the number of
premises that can be classed as broadly compliant has also reduced. It was noted that this is a different measure ofper−formance

from the Pass/Improvement required assessment result which is available to the public through the website,
and which Members viewed during the meeting at http://information.northlanarkshire.gov.uk/foodhygiene/ thisweb−site

informs the public as to the assessment rating of any local premises as well as a note of any improvements required.
• Andrew advised that work would be undertaken to develop this indicator to measure the proportion of premisesachiev−ing

compliance, as this will provide a more realistic and meaningful picture of performance.
Pest control visits, high priority − % made within 2 working days (which deals with pests such as rats, wasps, cockroaches,
fleas, and bed bugs) and Pest control visits, low priority − % made within 5 working days (which deals with pests such as
such as mice, earwigs, the common black ant, hide beetle, woodlice, and booklice)
• Results show that performance in this indicator has remained below target during 2014/15 and into the first quarter of

2015/16, with little change in the trend (particularly for high priority pest control visits required within 2 days). Topro−vide
some context, Andrew advised that the volume of service requests in 2014/15 saw a 30% increase compared to the

average over the previous 9 years, 2006/14.
• In addition, Andrew advised that the drop in performance is as a result of the current paper based system in operation,

which involves printed job sheets for hundreds of jobs with a 2 day response. To rectify this, the service is currently
working towards a paperless and dynamic scheduling mobile working solution (similar to that now in place within the
housing property service). It is expected this will be operational from the start of the next financial year.

Consumer complaints − % dealt with within 14 days of receipt
• Results for this indicator show performance continues to maintain a steady trend on or above target; it was noted that

the initial data analysis identified no areas of concern in terms of performance levels.
• An enquiry was made by a Panel Member regarding the volume of complaints received which require to be forwarded

onto another local authority.
• Following investigation after the meeting, Andrew advised that this information is not available. However, fromexperi−ence

the service advise that this is not a large volume as the majority of complaints are initially filtered through thena−tional
Citizen Advice Consumer Helpline before being allocated to the correct local authority from there. As an estimate,

the service suggests that out of an average of 2,400 complaints each year (averaged over the last 7 years), onlyapproxi−mately
40 require to be referred onto another local authority.

Business advice requests − % dealt with within 14 days of receipt
• This indicator refers to response times to requests from businesses. The types of requests dealt with include advice on

correct labelling of products, tobacco enforcement, weights and measures, and complaints from businesses acting as
customers.

• Results for this indicator show performance has maintained a steady trend on or above target; it was noted that the
initial data analysis identified no areas of concern in terms of performance levels.

A final point of note was in terms of the considerable reduction in the volume of abandoned vehicles from its height about
8 years ago. Figures are down from 1,200 per annum to approx 270 service requests a year. This is mainly down to thein−creasing

value of scrap metal in the industry. Scrap yards across North Lanarkshire are regulated by the ScottishEnviron−ment
Protection Agency (SEPA).



NL Performs − real time performance review Appendix 3

Revenue Services

Service overview
Revenue Services are responsible for the management and delivery of a number of key council functions,
including the following:

• The core funding streams available to the council, namely council tax, non domestic rates, and the recovery
of sundry income. In terms of recovering council tax and non domestic rates accounts this involves billing,
following up of outstanding debt, processing any reliefs due and updating changes to ratepayer details. For
the recovery of sundry debtors accounts this involves billing and follow up of outstanding debt. Income from
council tax accounted for over £98.3 m in 2014/15, approximately 18% of the council's total revenue, and
plays a key role in enabling the council to provide vital services throughout North Lanarkshire.

• In summary:
Council tax Non domestic rates Sundry debtors

Billable: £130,000,000 £119,000,000 £60,000,000

155,000 households 9,500 businesses 44,000 invoices

• To facilitate income collection, cash offices are located throughout North Lanarkshire where members of the
public can pay their council tax, rent, and other council accounts. A municipal bank is also in operation
which provides a savings account facility.

• An efficient and effective payments system is maintained to process the payment of all creditors invoices
received from suppliers, and a payroll system for over 13,000 employees is maintained and developed, this
includes returns to the Inland Revenue and other agencies.

Payroll Creditors

Payments: £440,000,000 £550,000,000

370,000 payslips 361,000 advice notes

The service also has the corporate responsibility for risk management and insurance and are primarilyrespon−sible
for the council's risk management strategy and the allocation and settlement of insurance premiums.

R&l

Premiums: £5,000,000

1,200 claimants

The service is also responsible for the operation of a number of national schemes, this includes:
• administering housing benefit claims in line with relevant legislation and DWP guidance
• administering awards of the discretionary housing payment scheme to over 6,000 households affected by

the removal of spare room subsidy
• administering the council tax reduction scheme, providing assistance with council tax liability for over 4,000

households
• working in conjunction with the DWP in the national roll out of universal credit; this will initially increase the

need for support, assistance, and advice
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PerformNL
The Revenue Services dashboard provides headline results for each P1 annually and quarterly (where available).

More detailed information is available using the drill down functionality within each dashboard element, such as targets
and thresholds, trends, transaction volumes, comments, national comparisons, and links to supplementary information:

• The council's performance web pages http://www.northlanarkshire.gov.uk/performance
• Local Government Benchmarking Framework (LGBF) online tool mylocalcouncil http://scotland.mylocalcouncil.info/
• The council's indicator definitions http://connect/indicatordefinitions
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