
To: CORPORATE SERVICES COMMITTEE 

From: HEAD OF LEGAL SERVICES 

Date: 1 Oth OCTOBER 201 2 Ref: JMIAT 

1, Introduction 

Subject: Public Service Improvement 
Framework [PSIF] 201 U201 3 
Update - Legal Services 

The purpose of this report is to inform Members on the progress of the Legal Services Public 
Service Improvement Framework [PSIF] improvement plan, previously reported to committee in 
May 201 1, 

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 Best Value 2 arrangements announced by 
Audit Scotland. 

In April 2008 the council joined a number of other Scottish local authorities and public sector 
organisations in adopting PSIF as the preferred self assessment model to be used across 
council services where no statutory self assessment model was in place (e.g. Validated Self 
Evaluation (VSE) for Learning and Leisure, and Social Work Inspection Agency (SWIA) for 
Social Work). In May 2009 a two year rolling programme at Head of Service level was agreed 
for PSIF. The programme is now complete with progress on improvement action plans 
currently being reviewed. The updated actiorr plan for Legal Services is attached as an 
Appendix to this report. 

3. Progress and impact 

Completed actions 
1 Meetings schedule established to improve management and planning arrangements. 
1 Mechanisms to facilitate staff feedback further developed to improve processes for staff 

engagement, involvement and empowerment in service delivery 
1 To increase knowledge and awareness of the service plan and involvement with the process 

a briefing session was held with the relevant officer. 
1 To improve the use of performance information and inform continuous improvement in 

service delivery regular discussions are held at team meetings 
I Staff involvement in people processes has been strengthened and staff now hold meetings 

to discuss how to progress people processes which enhances staff involvement, 
empowerment, motivation and satisfaction. 

1 A set of monthly performance indicators records the number of Performance Review and 
Development sessions (PRDs) undertaken within each section of Legal Services, this is 
reported monthly to the Corporate Services Management Team meeting. A new annual 
indicator has also been developed to record the proportion completed within a year - this is 
due to be reported at the 2012113 year end. This provides a robust monitoring process to 
ensure a consistent management approach to staff through the PRD process. 

1 Communication and information sharing throughout Legal Services improved by raising 
awareness of display equipment and contents and utilisation. 

1 Training provided to relevant staff on use of the council wide complaints system, Lagan. 
This ensures staff are better aware of how to deal with complaints if they are received. 

1 Legal Services contributed to a strategic SOLAR (Society of Local Authority Lawyers) 
benchmarking review of legal work and associated costs in local authorities. This 
contributed to establishing best practice in service processes and established that NLC costs 



are the lowest due to the high volume of legal work undertaken in proportion to management 
I support work. 

Ongoing actions 
The timing of production of a Legal Services brochure, to raise awareness of key activities 
and services, has been delayed awaiting results of savings and restructuring processes as 
these impact on the content of the document. 
Work to establish service level agreements (where appropriate), and processes to ensure 
they are regularly measured and reviewed for effectiveness, is ongoing and now includes 
agreements in relation to ALEOs (arms length external organisations). 
A regular mechanism to measure customer satisfaction for dedicated service delivery and 
one off projects, and to gather information from a wider range of customers and enhance 
customer feedback, is ongoing. 
A review of partnership working, to ensure the current approach is effective and supports 
continuous improvement in service delivery, is ongoing. 
The Electronic Records and Document Management System (ERDMS) pilot is well 
underway, a small proportion of staff have still to be set up on the system and training 
provided. Once complete this will result in more efficient use of the resources that support 
service de I i ve ry . 

Actions not progressed 
Actions to communicate the staff survey results consistently across Legal Services, and to 
ensure the results are considered to further develop the service's people processes, have 
not yet been progressed. The council wide staff survey was undertaken during the summer 
of 2012 and Legal Services are waiting on service specific results to be produced by co- 
o rd inating service. . A review was due to take place of the content of the current client survey to ensure that the 
results can be segmented into the three sections of the service and that the processes for 
client engagement are effective and still fit for purpose. This work has not been progressed 
at present due to a prioritised approach to caseload management taken by the service. . The results of the council house sales survey are due to be discussed in January 2013 with 
a view to considering improvements to service delivery. This has been delayed due to the 
reduced volume of council house sales which has impacted on survey returns. 

4. Recommendations 

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



Legal Services 
PSIF Improvement Action Plan - Update 201 1/13 
May 201 2 

Action 
a 

Leadership 

Improved management and planning 
arrangements . Ensure management / team meetings take 

place as scheduled. 

Enhanced staff communication . Ensure the results from the staff survey are 
consistently communicated across Legal 
Services. 

Improved processes for staff engagement, 
involvement, and empowerment in service 
delivery . Develop mechanisms to facilitate staff 

feedback. . Ensure feedback is provided to staff on the 
outcome of each voting session. 

Continual dialogue with clients to facilitate 
continuous improvement in service delivery . Review the content of the current Client 

Survey, and processes for client engagement 
to ensure the arrangements are effective and 
still fit for purpose. 

April 201 1 

March 2012 

April 201 1 

October 
201 1 

Progress to date I impact 

Insert text which gives evidence to demonstrate how actions 
have been progressed 

Meetings schedule established to improve 
management and planning arrangements. 

Council wide staff survey was undertaken during the 
summer of 2012, Legal Services waiting on service 
specific results to be produced by co-ordinating 
service. 

Reinstated local staff suggestion scheme 
Establish voting links to canvas staff opinions 
Establish process to e-mail feedback to staff 
Establish process to discuss feedback at staff 
meetings 

impact - improved process for staff engagement, 
involvement and empowerment in service delivery. 

Survey work not progressed at present due to 
prioritised approach to caseload management taken 
by the service. 

column if 
action 

complete 

J 

J 

Insert tick in 
column if 

action 
ongoing 

action not progressed 
and provide reason why. 

J 

J 



____ .____ 

Action 

More widespread awareness and appreciation of 
the work of Legal Services 
8 Produce Legal Services brochure to raise 

awareness of key activities and services. 

Service planning 

Increased knowledge and awareness of the 
service plan and involvement with the process - Hold briefing sessions to raise awareness of 

the service planning process 

Customer consultation processes further 
developed to gather information from a wider 
range of customers 
8 Establish service level agreements (where 

appropriate) and ensure they are regularly 
measured and reviewed for effectiveness 
Establish a regular mechanism to measure 
customer satisfaction for dedicated service 
delivery and one off projects 

Improved use of performance information to 
inform continuous improvement in service 
delivery 

Establish a standing agenda item for 
management I team meetings for the review 
of performance indicators and discussion 
around any improvement actions required 

People resources 

Enhanced staff involvement, empowerment, 
motivation, and satisfaction 
8 Involve staff in the development of people 

processes 

March 2012 

April 201 1 

March 2012 

October 
201 1 

April 201 1 

October 
201 1 

Progress to date I impact 
-. 

I Timing of publication of brochure delayed awaiting 
results of savings and restructuring processes as 
these impact on the content of the document. 

. Awareness raising session held regarding service 
planning to increase knowledge and awareness of the 
service plan and involvement with the process. 

8 Work regarding service level agreements ongoing and 
now includes agreements in relation to ALEOs (arms 
length external organisations). 

8 Development of mechanism to measure customer 
satisfaction, and gather information from a wider range 
of customers, ongoing. 

8 Regular discussions held at team meetings to improve 
use of performance information and inform continuous 
improvement in service delivery. 

Staff hold meetings to discuss how to progress people 
processes which enhances staff involvement, 
empowerment, motivation and satisfaction. 
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J 

J 
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Not progressed 
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J 
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9ction 

Sonsistent management commitment to staff 
performance review and development 

Ensure the PRD process is carried out 
consistently and on time across all sections 

Improved communication and information 
sharing throughout Legal Services 

Establish information display systems 

Partners and other resources 

hproved service delivery and partnership 
working 

Review partnership working to ensure the 
current approach is effective and supports 
continuous improvement in service delivery. 

More efficient use of resources that support 
service delivery 

Review the use of, and benefits gained from, 
cross council in house information systems. 

Service processes 
Staff are better aware of bow fo deal with 
Complaints if they are received 

Raise awareness of the Council's complaints, 
comments and compliments policy 

June 201 1 

April 201 1 

March 2012 

March 201 2 

December 
201 1 

Progress to date I impact 

1 A set of monthly performance indicators records the 
number of PRDs undertaken within each section of 
Legal Services, this is reported monthly to the 
Corporate Services Management Team meeting. 
A new annual indicator has been developed to record 
% completed within the year - this is due to be 
reported at the 2012/13 year end. This provides a 
robust monitoring process to ensure a consistent 
management approach to staff through the 
performance review and development process. 

= 
= 

Raised awareness of display equipment and contents 
Knowledge sharing arrangements created on TRIM I 
EDRMs 

Review currently ongoing. 

ERDMS pilot is well underway, small proportion of 
staff still to be set up on the system and training 
provided. Once complete this will result in more 
efficient use of resources that support service delivery. 

Training provided to relevant staff on use of the 
council wide complaints system, Lagan. This will 
ensure staff are better aware of how to deal with 
complaints if they are received. 

J 

J 

J 

J 
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Not progressed 



Action 

Customer results 
Feedback from customer is used to inform 
continuous improvement in service delivery and 
customers are kept fully updated with information 
about Legal Services . Ensure the results of the new customer 

engagement processes (for dedicated 
service delivery I one off projects) are 
regularly reviewed and used to inform 
improvement actions 
Ensure feedback is communicated to 
customers, where appropriate 

Enhanced use of client feedback to inform 
section specific improvements 

Review the design and arrangements for the 
Client Services survey to ensure that the 
results can be segmented into the 3 sections 
of Legal Services 

People results 

Improved staff satisfaction and involvement 
Ensure managers consider the results of the 
staff survey to further develop Legal Services 
people processes 

Community results 
Improved service delivery 

Ensure the results of the council house sales 
survey are used to inform service delivery 

Key performance results 
Enhanced service delivery and best practice in 
service processes 

Progress benchmarking and implement 
processes to ensure results are used to 
inform service delivery 

June 2012 

October 
201 1 

March 2012 

September 
201 1 

March 201 2 

Progress to date I impact 
~. I - - .- _I___ 

= Development of mechanism to measure customer 
satisfaction, and gather information from a wider range 
of customers, ongoing. 

Survey work not progressed at present due to 
prioritised approach to caseload management taken 
by the service. 

Council wide staff survey was undertaken during the 
summer of 2012, Legal Services waiting on service 
specific results to be produced by co-ordinating 
service. 

Reduced volume of council house sales has impacted 
on survey returns. Results will be discussed January 
201 3 with a view to considering improvements to 
service delivery. 

Service contributed to strategic SOLAR (Society of 
Local Authority Lawyers) review of legal work and 
associated costs in local authorities. This contributed 
to establishing best practice in service processes and 
established that NLC costs are the lowest due to the 
high volume of legal work undertaken in proportion to 
managementlsupport work. 
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Not progressed 
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