
AGENDA ITEM
SCRUTINY PANEL − 10 February 2016

Motherwell, 10 February 2016 at 10 am.

A Meeting of the SCRUTINY PANEL

PRESENT

Councillor Brooks, Convener; Councillor McNally, Vice−Convener; Councillors Baird, Beveridge, Burrows,
Johnston, Jones and Stevenson.

CHAIR

Councillor Brooks (Convener) presided.

IN ATTENDANCE

C. Philip, Committee Services Manager, Corporate Services; L. Johnston, Strategic Adviser and S. Lawrie,
Service Improvement Officer, Chief Executive's Office, and K. Wilson, Acting Executive Director of Regeneration
and Environmental Services; A. McPherson, Head of Protective Services, and H. Morgan, Business Manager
(Cleansing), Regeneration and Environmental Services.

APOLOGIES

Councillors Curran and Shields.

DECLARATIONS OF INTEREST IN TERMS OF THE ETHICAL STANDARDS IN PUBLIC LIFE ETC.
(SCOTLAND) ACT 2000

There were no declarations received.

MINUTE OF MEETING OF THE SCRUTINY PANEL HELD ON 4 NOVEMBER 2015

2. There was submitted the Minute of the meeting of the Scrutiny Panel held on 4 November 2015.

Decided: that the Minute be approved and noted.

COMPLAINTS HANDLING − PERFORMANCE ANALYSIS

3. With reference to paragraph 3 of the Minute of the meeting of this Panel held on 19 August 2015,
there was submitted a report dated 22 January 2016 by the Chief Executive (1) providing an overview
of the Council's performance for complaints handling, as at the third quarter of 2015/16; (2) advising
that following extensive stakeholder engagement, the national two stage Complaints Handling
Procedure (CHP) for the Local Government Sector had come into effect in April 2013; (3) intimating
that to monitor and assess complaints handling in Councils, the Scottish Public Service Ombudsman
(SPSO) had developed a suite of performance indicators related to the CHP; (4) indicating that the
Local Authority Complaints Handlers Network was working with the SPSO to develop a national
approach to learning from complaints, benchmarking and reporting outcomes and improvements, with
the outputs from the work feeding into the Council's arrangements for reporting complaints
performance as it developed; (5) summarising, within the report, the key highlights from an analysis of
the performance information figures for complaints, as at the third quarter of 2015/16, compared with
previous years, and (6) setting out, within the Appendices to the report, further details on the analysis
of the Council's performance relating to complaints.
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Thereon, L. Johnston answered a number of questions posed by the Panel. In response to a question
regarding the Housing Repairs Service provided by the staff at Philip Murray Road, BelIshill, the
Convener proposed that a visit to the offices be held on a date to be arranged.

Decided:

(1) that the Panel visit the offices at Philip Murray Road on a date to be arranged, and

(2) that the contents of the report be noted.

NL PERFORMS − REAL TIME PERFORMANCE REVIEW − ENVIRONMENT AND ESTATES

4. With reference to paragraph 4 of the Minute of the meeting of this Panel held on 4 November 2015,
there was submitted a report dated 22 January 2016 by the Chief Executive (1) outlining the new
arrangements for presenting performance information to the Panel to enable a real time review of
performance; (2) setting out, within Appendix I to the report, a brief for the members of the Panel,
which (a) highlighted that performance information presented through PerformNL covered three
dimensions − financial, customer and quality − to help provide a more complete and rounded picture
of the performance of a Service, and (b) provided broad guidance on how to analyse the information
and identify any areas of concern; (3) enclosing, as Appendix 2 to the report, an updated copy of the
Service profile for Revenue Services, following review by the Panel in November 2015, and (4)
providing an overview of Environment and Estates as well as a list of the Service's performance
indicators, as contained within Appendix 3 to the report.

Thereon, the Service Improvement Officer gave a presentation which focused on various Environment
and Estates Service indicators, and by using PerformNL, provided a better understanding as to why
some indicators appeared to be failing or exceeding targets, and compared the Service's figures with
the national and Benchmarked Family group figures.

Thereon, K. Wilson; A. McPherson and H. Morgan answered a number of questions posed by the
Panel in relation to the performance of Environment and Estates.

Decided:

(1) that real time performance information continue to be used at future Panel meetings to aid the
challenge and scrutiny process, and

(2) that the report and presentation be otherwise noted.

DATE OF NEXT MEETING OF THE SCRUTINY PANEL

There was submitted a report dated 3 February 2016 by the Head of Democratic and Legal Services
proposing that, in light of the preparations for the Scottish Parliamentary Election that was to be held
on Thursday, 5 May 2016, the date and time of the next scheduled meeting of the Scrutiny Panel be
changed from Wednesday, 4 May 2016 at 10 am to Tuesday, 10 May 2016 at 10 am.

Decided: that the next scheduled meeting of the Scrutiny Panel to be held on Wednesday, 4 May
2016 at 10 am be now held on Tuesday, 10 May 2016 at 10 am.
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