
3 AGENDA ITEM Ne. .....ll........ . .=... 

NORTH LANARKSHIRE COUNCIL 

REPORT 

Subject: CORPORATE SERVICES 
SERVICE PLAN 201 3/14 

CORPORATE SERVICES 

I Ref: JoH/BN 
I Date: 9 April 2013 

1 

1.1 

2 

2.1 

2.2 

2.3 

3 

3.1 

3.2 

Purpose of Report 

The purpose of this report is to provide the committee with details of the background to the 
2013/14 Service Plan and to note the approval of the attached plan for Corporate Services 
(Appendix A) by the Executive Director, following consultation with the Convener. 

Service Planning Process 201 3/14 

While forward financial and service planning continues to take place against a challenging 
public sector spending environment, it is not presently possible to continue the previous 
practice of considering Service revenue budgets and service plans within a single report. 

All Service Plans for 2013/14 have been updated to take account of the council’s savings plan 
announced on 14 February 201 3. 

The Council at its special meeting on Thursday, 14 February 2013 authorised Executive 
Directors, in consultation with the relevant Convener, to finalise the 2013/14 Service Plan 
taking account of the finalised savings. Subsequently the Executive Director, following 
consultation with the Convener, agreed the Service Plan which is attached as Appendix A. 

Corporate Services: Service Plan 201 3/14 

The Council’s revised service planning arrangements were considered and approved by the 
Policy and Resources Committee at its meeting on 20 September 2012. 

Service plans will focus on the key contributions each service makes to the council’s 
overarching priorities and outcomes, and will capture the key improvements planned for the 
forthcoming year. The format of the Service Plan now comprises the following three elements: 

Introduction bv the Executive Director 

This comprises of a brief introduction from the Executive Director, giving an overview of the 
service, the key challenges facing the service, and the planned improvements planned for 
201 3/14 

Deliverv of Corporate & Communitv Plan / SOA Outcomes 

This comprises of the key service actions and activities which contribute to the delivery of the 
council’s corporate outcomes and priorities, as outlined in the draft Corporate and Community 
Plans and Single Outcome Agreement. 

1 



3.3 

4 

4.4. 

Service & Peode First 

This section identifies key service actions, indicators and targets which contribute to the four 
key aims of the Service & People First programme: Customer Focus, Workforce Development, 
Efficiency and Performance Improvement. 

A copy of the Service Plan for Corporate Services is attached as Appendix A to this report. 
Service Plans will continue to be reported to Committee by exception on a six monthly basis 
and Performance Indicators will be reported by exception on a quarterly basis. 

Recommendation 

The Corporate Services Committee is requested to: 

i. note the contents of the 201 3/14 Service Plan attached as Appendix A to the report and 
the action of the Executive Director, following consultation with the Convener, in 
approving the 2013/14 Service Plan, and 

note the content of the report. ii. 

Services 

Members seeking further information on the content of this report are asked to contact John Fleming, 
Head of Central Services on Extension 2228. 
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Section 1 Introduction 

Corporate Services is the title of a group of mainly support and professional services which has the 
ambition of delivering high quality and cost effective support for the council, its elected councillors 
and the services the council provides. Corporate Services has four operational divisions - Central 
Services, Design and Property Services, Human Resources and Legal Services. 

While some important direct services to the public are part of the service grouping - such as 
licensing and the registration service - for the most part, Corporate Services provide a major range 
of support services without which the Council could not operate effectively. 

The support and professional services Corporate Services provides range from Committee and 
decision-making arrangements to property maintenance; from health and safety to architectural 
services; from legal advice to staff recruitment; from employee development to property 
management; from support to elected members to quantity surveying -this list is not exhaustive - 
and without those services the Council could not operate effectively. This is particularly true in the 
current climate in which the Council has to address serious funding pressures. 

Strategic Context 

The support services provided by Corporate Services play an important role in the delivery of a 
number of the Council’s flagship projects including Schools and Centres 21 and Ravenscraig. In all 
of these activities the Service will continue to aim to be effective and responsive, providing 
guidance as well as support and, at all times, adding value to the services provided 

At this time it is essential that the Council’s core processes should be fully committed and that the 
Council should be fully supported in adjusting the organisation to meet the challenges of serving the 
people of North Lanarkshire in a harsh economic climate. In all of this the role of Corporate 
Services is vital. 

Challenges facing Corporate Services 

Delivering the efficiency requirements. Corporate Services has been consistently successful in 
meeting savings targets: this is, however, becoming progressively more difficult and future 
savings targets will require service prioritisation. 

Organisational Change. Corporate Services requires to adapt its activities to reflect structural 
changes approved by the Council and to resource the Council in identifying and implementing 
options for future organisational change. This includes engaging with elected members in new 
ways of working and assisting them to carry out their roles. 

Supporting Services to achieve their workforce changes. 

Negotiating changes to terms and conditions of service as part of the organisational change 
agenda. 

Representing the Council in relation to Equal Pay Claims and monitoring evolving case law and 
recommending appropriately. 

Reducing staff sickness absence levels. 

Completing delivery of phase 1 of succession planning strategy (3rd tier and above) and 
beginning to develop phase 2 (4th tier and below)’ 
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0 Completing Phase 1 of Schools and Centres 21 programme and progressing the construction of 
all 13 Phase 2 projects within the new build framework agreement. This includes construction 
of Greenfaulds High School and Clyde Valley High School through new Hub CO arrangements. 

0 Reducing the climate change impact of our operations 

0 Rationalising the Council’s corporate property stock as part of the Asset Management Strategy, 
including promoting new ways of working which will reduce property costs. 

0 Implementing the capital programmes including corporate property repairs and maintenance 
contract with reduced resources 

0 Implementing the capital programmes including the Housing and Social Work Capital 
Programme to achieve Scottish Housing Quality Standard by 201 5 and progressing new 
Council House Building Programme. 

Corporate Services plans to ensure optimum performance by maintaining services of most 
importance to the Council within reducing resources 

0 maintaining the Investors in People Standard (IIP) 

using the Public Sector Improvement Framework (PSIF) 

supporting the Human Resources Strategy to deliver identified Council business needs 

0 supporting the organisational change agenda arising from workforce deployment 

0 supporting the absence management strategy 

0 Increasing use of e HR to streamline HWPayroll processes. 

Best Value 

Corporate Services will continue to deliver best value by maintaining serwes and resourCllig 
prioritised projects most important to the Council within reduced resources. This is evidenced by 
ensuring the service plan takes account of national and local priorities, has clear objectives, roles 
and responsibilities, performance targets and reporting timescales. 

Customer focus is maintained by monitoring, recording and reporting customer satisfaction rates. 

Complaints are investigated, responded to within set timescales and used to inform continuous 
improvement . 

Good management practice is being embedded by maintaining the Investors in People Standard, 
including implementing the HR Strategy and the Performance Development and Review process. 

Corporate Services deploys PSlF (Public Service Improvement Framework) to identify strengths 
and areas for improvement. PSlF focuses on leadership, service planning, People Resources, 
Partners, Other Resources and Service processes. This self evaluation process draws on the 
knowledge and expertise officers gain daily and provides an honest and critical evaluation. 
Monitoring and reporting of unit costs, benchmarking activity and achieving savings targets 
demonstrates accountability and value for money. 
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Section 2: Actions to deliver Corporate & Community Plan Outcomes 

2.2 

2.3 

Key Actions Lead Officer 

1.1 Ensure all School and Centres 21 projects are on budget 

Ensure all School and Centres 21 projects are on 
1.2 programme schedule 

Progress construction of all remaining projects contained lq3 within the framework 
Implementation of framework to deliver Phase 2 on Schools 

1.4 and Centres 21 Programme 

Design Manager 

Programme in respect of property issues (property) March 201 4 

Provide legal support for Schools and Centres 21 
Programme in respect of contracts issues (Commercial) March 201 4 

Provide legal advice for Schools and Centres 21 April 201 3/ 
Programme in respect statutory obligations March 201 4 

Principal Solicitor April 201 3/ 

Chief Solicitor 
(Litigation and Advice) 

Timescales 

April 201 3/ 
March 2014 

1 Improved buildings and facilities to make them fit for 21"' Century learning I 
No of new, refurbished schools and nurseries 

;/UpSrade existing BMS equipment and install new sites 

Assess and install where appropriate more renewable 
technologies 
Carry out additional energy audits aimed at reducing the 
council's CRC commitment 

3m2 

3*3 
Group Manager 
(Asset Management) Install energy efficient sensors by implementing lighting 

controls where appropriate 3'4 

Carry out energy performance certificates in properties 
500 -1,000 square metres 3m5 

Implement 'Green Deal' proposals for domestic and 
corporate properties 3.6 1 

April 201 3/ 
March 2014 
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Theme 
Local Outcome 

Indicator 

Regeneration 
The quality and energy efficiency of homes across all tenures in 
North Lanarkshire is improved and this contributes to meeting the climate 
change target 

Percentage of council homes meeting the SHQS standard 

4.2 

Target 

4.3 

88% 

4.4 
- 

Kel Actions 

Procure competent contractors and implement works from 
inception to completion 

Implement Framework Agreement to deliver Phase 2 of 
New Housing Building Programme 

Lead Officer I Timescales 

Contractor selection and award on contracts Phasei! 

- 
4.1 Implement Housing Capital Programme construction work I Design Manager 1 April 201 3/ 

I 

Target I To be confirmed 
Key Action 

Theme 
Local Outcome 
Indicator 

5.1 I Provide legal support for the development of Ravenscraig 
Phase 2 

Regeneration 
Strong Town Centres and Communities 
Sqm of developed commercial space at Ravenscraig 

Services 

Theme 
Local Outcome 

Indicator 

Target 

Regeneration 
A growing business sector with high levels of survival and 
entrepreneurship and an infrastructure that attracts investment 

Square metres of developed space at key investment locations 

To be confirmed 
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Section 3.1 : More Customer Focus - Central Services 

Definition: A key element of best value is being able to demonstrate responsiveness to the 
needs of customers and ensure our plans are informed by an understanding of those needs. To 
ensure we remain accountable communication should be clear, straight forward, and balanced. 
Therefore, we will ensure that despite the unprecedented pressure on resources, the focus will 
remain first and foremost on customers. Central Services will achieve this by reviewing our 
engagement arrangements, how we best capture and respond to customer feedback, and how we 
handle complaints. 

All AredRegistration Service customers have the opportunity to complete a questionnaire to give 
their views on the service. 

Customer satisfaction rates, suggestions for improvements, compliments and complaints are 
monitored, reported and discussed at team meetings. Compliments and suggestions for 
improvement are circulated to teams and corrective action is agreed where appropriate. For 
example, the absence of a lift at the Coatbridge Office was often cited by customers as causing 
problems for the elderly, people with mobility and/or breathing difficulties, people with prams and 
young children. The access issues have been resolved by the relocation of the Coatbridge office 
to the ground floor of the new Buchanan Centre. Compliments are regularly received in respect of 
registrations and ceremonies “We had a faultless ceremony and the help received was first class 
by the s ta r ,  ‘I welcoming, informative and sensitive service by the member of staff at a very 
difficult time”. 

The AredRegistration Service maintained a 99% satisfaction rate in 201 0/11 and 201 1/12. 

In 201 2/13 the content of a range of customer questionnaires was reviewed. As a result of the 
review the opportunity will be taken in 201 3/14 to introduce a new standardised customer 
questionnaire for the AredRegistration Service. Use of the standardised questionnaire will enable 
us to continue to monitor performance, targets and trends and in addition will incorporate 
questions relating to the new North Lanarkshire Customer Care Standards. The revised 
questionnaire will include questions from the Improvement Service Customer Satisfaction 
Measurement Toolkit. It is anticipated this will create future benchmarking opportunities with 
other Councils. 

Following consultation with elected members in 201 2 a member/off icer working group has been 
established to review services to elected members, including training and development, future 
service and equipment provision. 
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Section 3.1 : More Customer Focus - Key Service Actions - Central Services 

Head of Central Services 

00 

April 2013 / March 2014 

Local Outcome 

Chief Committee Services Manager 

Chief Committee Services Manager 

Enhance communication and engagement with employees. Citizens and 
service users 

April 201 3 / March 2004 

April 201 3 / March 2004 

Key Service Action(s) 
Register births, deaths, civil partnerships and marriages 

Publish Committee papers on the internet 

Conduct Life events Ceremonies 
Clerk Appeals Hearings 
Introduce standardised customer satisfaction questionnaire 

Chief Committee Services Manager 

Participate in benchmarking activities 
Produce and publish customer updates 
Produce and publish Annual Report 
Monitor Unit Cost data for the Registration Service 

Resource memberlofficer working group and produce MembedOfficer Working 
Group Report on future Services to Elected Members 

Publish Marches and Parades Notifications Chief Committee Services Manager 

Clerk meetings of the Council, its committees, sub-committees, panels, working 
groups and other bodies 
Produce and distribute Committee minutes 

April 201 3 / March 2004 

Lead officer 
Chief Administrative Services Manager 

Issue Planning Review Group decisions 

Chief Administrative Services Manager 
Chief Administrative Services Manager 
Chief Administrative Services Manager 
Chief Administrative Services Manager 
Chief Administrative Services Manager 
Chief Administrative Services Manager 

Chief Administrative Services Manager 

Chief Committee Services Manager 

Timescales 
April 2013 / March 2014 

Scrutinise draft committee reports 

April 2013 / March 2014 

Chief Committee Services Manager April 201 3 / March 2004 

April 2013/ March 2014 

Prepare for European Parliamentary Election 

Prepare for Scottish Referendum 

Head of Central Services 

Head of Central Services 

April 2013 / March 2014 

April 2013 -/March 2014 

Utilise corporate system to record complaints, compliments and comments Head of Central Services 

I I 
Produce and distribute Committee Action Notes I Chief Committee Services Manager I April 201 3 / March 2004 

April 201 3 / March 2014 

Investigate and respond to complaints within statutory timescales Head of Central Services 

April 201 3 / March 2004 

April 201 3 / March 2014 

April 201 3 / March 2004 

March 201 3 



Section 3.1 : More Customer Focus - Central Services 
Performance Indicators 

Thresholds 

100%- 5% 

Indicator Supporting comments 2011/12 I 2012/13 

Quarterly 

201 0/11 

YO of Committee papers published on internet on day of issue 

201 3/14 
Target 

100% 

Quarterly Yo of Marches and Parades Notifications published within 5 working 
days of receipt 

Result I Target 
97.10% I 100% - 

Quarterly 

Result 
93.02% 

YO Committee Action Notes produced within 2 working days 

Quarterly 

Quarterly 

7. 100% 100%- 

YO of Planning Review Group Hearings full decisions issued within 
14 days 
Yo of reports where consideration is continued for further 
information 

-5% 
100% 

100% -10% New indicator for 1311 4 - 
monitoring quality control 

100% 

N/A 

100%- 5% 

NIA N/A 

- 5% 

Quarterly 

7 100% 100%- 

% of members word processing produced in 1 day 

Quarterly 

Quarterly 

Quarterly 

Quarterly 

Yo of Registration Ceremony Requests granted 

TO Appeals acknowledged within 5 working days 

YO Appeals heard within 28 working days 

Yo notification of decision within 28 working days 

Annual YO of population within 5 kilometres of registration office 

re measure 

Thresholds Supporting comments 

98.68% 100% - 
5% are implemented as quickly as 

100% 100%- 5% 

0 

I 

100%- 5% I To meet elected members 100% 100%- 5% 
I expectations 
I Monitoring of future workloads 100%- 5% 100% -5% 

100% -5% 

100% -5% 

100% -5% 

100% 

100% I 100% I 100% -5% 

100% v: 

Frequency 
~~~ 

Indicator 201 Wl 1 
Result I 

I Customer Care questions from 
the Improvement Service 

+/-10% 1 Customer Satisfaction Annual Percentage of customers who are satisfied with the overall service 

Measurement Toolkit 
New indicators for 201 311 4 +/- 1 0% Annual Percentage of customers satisfied that we did what we said we 

would do 
Percentage of customers satisfied with the time taken to speak to 
someone about their enquiry 
Percentage of customers satisfied with the quality of information 
received 

I I 

85% 
I 

New indicators for 201 311 4 +/- 1 0% Annual 

85% 
I 

New indicators for 201 311 4 +/- 1 0% Annual 
I 

New indicators for 201 311 4 +I- 1 0% Annual 

Quarterly 

Quarterly 

Percentage of customers satisfied with how well staff did their jobs 

Percentage of stage t complaints responded to within 5 working 
days 
Percentage of stage 2 complaints responded to within 20 working 
davs 

I I 100% I +/-5% I 
100% I +/-5% I 
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Section 3.2: Greater Efficiency - Central Services 

Definition: “To address the financial savings challenges we require a clear framework that not only 
focuses 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. We will continue the drive to achieve the financial savings required 
through genuine efficiency measures and by further reducing overhead costs. We will explore all 
options to best deliver and develop frontline services and continue to work with other councils and 
public sector organisations to examine ways in which new methods of working could be adopted to 
further improve services and reduce costs. We will work hard to maximise income collection.” 

As part of the Corporate Services savings strategy 201 3/16 Central Services will address the 
financial savings challenges for 201 3/14 by Committee Services servicing additional bodies thereby 
increasing income, reconfiguring the Registration Service while delivering a local service with 
reduced resources and continuing to service the democratic core also with reduced resources. 

Central Services will continue to monitor unit costs of Central Services and the Registration Service. 
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Result 

f 35.39 
Central Services (Registration) 
Average cost of events, births, deaths marriages 
& ceremonies. 

Financial Information 
Unit Cost Information I 2010/11 I 2011112 I 2012/13 I 2013/14 

Result projected Target 

€27.18 €31.28 NIA 

I 
Central Services (excluding Registration) 
employee costs per head of the population 

Rationale 

In 201 111 2 registration income increased by 3.7% and Employee costs 
reduced by 5.2%. Council decisions determine amount of fees increase. 

f6.45 f6.33 NIA 

Local Outcome 

Population figure used for Projections (326,680) 

Increase efficiency through the delivery our financial planning and savings strategy 

Key Service Action(s) 

Implement approved savings option 

Lead officer Timescales 

Head of Central Services April 201 3 I March 2014 

Local Outcome 

March 2013 

Achieve service delivery that realises value for money and improved outcomes 

Servicing additional outside bodies to achieve additional income Head of Central Services April 201 3 I March 201 4 



Section 3.3: Workforce Development - Central Services 

Definition “Across the council, employees have more than risen to the challenge of continuing to 
deliver more with less. We have achieved this mainly as a consequence of the commitment of our 
workforce and due to work undertaken to support and develop our employees. Moving forward 
everyone needs to have a clear understanding of their contribution to the wider picture and have the 
appropriate knowledge and skills to perform efficiently and effectively and contribute innovative 
approaches to future service delivery. To achieve this we will continue to develop our conditions of 
service, pay and grading model, and human resource policies to best support and develop our 
workforce. We will engage with employees and trade unions on any change programmes. We will 
continue to improve training and development opportunities and physical working conditions, and 
develop more flexible ways of working. We are committed to Investors in People and sustaining 
corporate accreditation across all services.” 

Central Services are committed to maintaining Investors in People standard to help us achieve our 
business objectives. The standard is based around three principles - Plan, Do and Review. The 
principles are underpinned by ten indicators namely Business Strategy, Learning and Development 
Strategy, People Management Strategy, Leadership and Management Strategy, Management 
Effectiveness, Recognition and Reward, Involvement and Empowerment, Learning and Development, 
Performance Management and Continuous Improvement. 

In 2012/13 Investors in People Scotland confirmed that following an external Review Corporate 
Services continued to meet the IIP standard and this accreditation lasts for three years. 

An internal review is scheduled for 201 3 to check progress 
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Local Outcome 
I 

Ensure Employees have the skills and knowledge to deliver services and meet challenges 
Key Service Action@) 
Conduct PRDs ensuring training requirements of reconfiguration of Administrative and Members 
Services and Registration Services are addressed 

Implement succession planning arrangements for third tier officers 

Roll out Information Management training (appropriate to roles) 

Roll out Data Protection Training (appropriate to roles) 

Implement PRD refresher training (appropriate to roles) 

Lead officer Timescales 
Chief Administrative Services Manager 

Head of Central Services 

Chief Administrative Services Manager 

Chief Administrative Services Manager 

Chief Administrative Services Manager 

April 201 3iMarch 2014 

April 2013iMarch 2014 

April 201 3iMarch 201 4 

April 201 3iMarch 201 4 

April 201 3iMarch 2014 

Response rate to Staff Survey Biennial 

Local Outcome 

18.4% 

Enhance communication and engagement with employees, citizens and service users 

Co-ordinate IIP internal Review, report progress and produce IIP Action Plan for implementation in 2013i14 Section Manager JuneiJuly 201 3 

W Frequency 

Annual 

Supporting comments Threshold Indicator 2009/10 201 2/13 201 31  4 
Result Result Target 

Percentage of staff with a PRD 100% 100% 100% -1 0% 

53% 53% 

72% 72% 

83% 83% 

I 62% I 62% 

201 4 targetsithresholds shown 
are based on actual result 201 2 
and thresholds agreed last year 
at 4 5 % )  

4-5% 

+/-5% 

4 5 %  

45% 

Biennnial 

Biennnial 

Biennnial 

65% Percentage of respondents satisfied with their job 

Percentage of respondents who are clear about how they 
contribute to their service aims and objectives 64% 

Percentage of respondents who agree their PRD was useful in 
helping them improve how they did their job 44% 57% 57% +/-5% 

Biennnial 
Percentage of respondents who attend regular team 
briefingdupdate meetings 53% 

Biennial 
Percentage of respondents who agree there are effective ways 
to feedback their views to management within their service 33% 



Section 3.4: Improved Performance - Central Services 

Definition: “Good governance and the statutory duty of best value rely on having good quality 
information on which to base decisions about allocating resources and managing performance. We 
need to know how our services are performing before we can implement change. We should be able 
to measure and report our progress to service users, citizens, and stakeholders through performance 
management arrangements that ensure we remain open, transparent, and accountable. We have a 
solid foundation on which to build in order to maintain the same level of performance across all council 
services. Our performance management and reporting systems have been significantly enhanced and 
we will keep these under review to ensure that we can quickly identify any areas where performance 
requires further improvement and thereafter take remedial action. Through the further development of 
performance management we will ensure that resource pressures are not accepted as an excuse for 
anything less than high levels of performance.” 

In 201 311 4 Central Services will continue to utilise management information and review processes to 
inform decision making and improve performance. Central Services measure and report performance 
through the Council’s performance management arrangements to ensure we remain open, transparent 
and accountable. In the past year we have increased the use made of PerformNL the Council’s 
performance management system to record and report on performance and take corrective action 
where required. This has enabled us to reduce the resources required to produce performance 
reports. We report to performance by exception, highlighting areas where performance is exceeding 
or not meeting the set targets. Reports are produced for the consideration of the Corporate Services 
Management Team, the Corporate Management Team and Corporate Services Committee. 

Examples of improvements achieved following a series of reviews to streamline activities and 
processes include a new mail service contract realising f 10,000 savings through new procedures and 
pricing mechanisms, a new security provision shift pattern realised f24,000 savings and contributes to 
work life balance for employees. IT inventory files are more efficiently managed and the citizenship 
ceremonies database has been improved by automating processes and reducing catering costs. Use 
of PerformNL as a centralised performance management system has reduces double keying. A 
regular schedule of meetings has been established to improve communication. Opportunities are 
provided at team meetings for two way feedback on the recurring agenda items. A presentation was 
delivered to managers to raise awareness of the service plan and highlight how the work of teams 
contributes to overall servicelcouncil priorities and a consistent approach to the PRD process has 
been implemented - a designated officer now co-ordinates the training plan and the induction process 
now benefits job changers as well as new employees Training evaluations have been improved 
following team meeting discussions. Diary management improved by providing Elected Members and 
officers with access to an electronic version of the Council diary. 

Bench marki ng 

Participation in the Scottish registration benchmarking exercises show that North Lanarkshire are in 
the top quartile and compare favourably with other councils in respect of number of registrations, 
accuracy rates and number of employees who are certificate holders. 

Performance Indicator Scottish 
Average 

North Scottish 
Lanarkshire Council Position 

Registration events 4,487 8,688 4/32 

Employees with Certificate 8 20 5/32 

Registration Accuracy Rate 97.5% 98.8% 4/32 

The Registration Service also participates in the Registration Networking Group which meets quarterly 
to discuss registration issues, share good practice and conduct benchmarking exercises. 
Benchmarking information is used to inform decision making, continuous improvement and range of 
service provision. In 2013114 we will continue to utilise management information and review 
processes to inform decision making and service improvement. 
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Section 3.4: Improved Performance - Central Services 

Key Service Action(s) 
Implement programme to replace printers with multi function devices within Members Services 

Local 
Outcome 

Lead officer Timescales 

Chief Administrative Services Manager April 201 3 / March 201 4 

Achieve service delivery that realises value for money and improved outcomes 

Secure disposal of printers 
Chief Administrative Services Manager April 2013 / March 2014 

Head of Central Services 

Chief Administrative Services Manager 

Provide efficient and effective support services to Elected Members and Corporate Services 

Provide efficient and effective reception, mail, printing, security and building maintenance services 

April 2013 /March 2014 

April 2013 / March 2014 

I I Roll Out refresher training on Emergency Evacuation procedures for Elected Members and Employees I Head of Central Services I April 201 3 / March 201 4 
Production, and distribution of civic centre pool car utilisation reports 

Participate in PSlF Self Evaluation Programme and produce improvement plan 
Head of Central Services 

Chief Administrative Services Manacler 

April 201 3 / March 201 4 

Februarv 201 4 

I Co-ordinate upgrade of PCs to Windows 7 and Office 2007 I Chief Administrative Services Manager I April 2013 / March 2004 

Survey elected Memberdldentify training and development needs 

Implement Members Training and Development Programme, Evaluate and summarise results 

Chief Administrative Services Manager 

Chief Administrative Services Manager 

CI I I 
I ,, Co-ordinate training on Windows 7 and Office 2007 appropriate to role I Chief Administrative Services Manager I April 2013 / March 2004 

April 2013 / March 2014 

April 2013 / March 2014 

Local Outcome 

I I 

Produce/Publish annual summary report on Members Training and Development I Chief Administrative Services Manager I April 2013 / March 2014 

Utilise management information to inform decision making 
~~ ~~ 

Key Service Action(s) 
Review Central Services performance indicators 
Populate PerformNL (Council's Management Information System) with performance data within agreed 
timescales 

Produce performance reports by exception for Corporate Services Committee 

Lead officer Timescales 
Head of Central Services 

Head of Central Services 

Head of Central Services 

April 201 3 / March 201 4 

April 20131 March 2014 

April 2013 /March 2014 

I Identify key risks/methods of mitigating risks for Business Continuity I Head of Central Services I April 2013 /March 2014 I 
I Review and update Central Services elements of Corporate Services Risk Register I Head of Central Services I April 2013 /March 2014 I 



Section 3.4: Improved Performance - Central Services 

Performance Indicators 

YO of Building maintenance jobs 

I Frequency 

NIA 
Quarterly 

N/A 

Quarterly 

Quarterly 

80% 100% 

Quarterly L 

YO of Mail delivered to services in 
Civic Centre, Motherwell by 9.30 am 

Indicator I 2010/11 I 2011/12 I 2012/13 I 201 3/14 

N/A 100% 90% 90% 

YO Photocopying jobs completed same 
day received 

I completed within target timescales 

92% 99.5% 100% 100% 

'30 performance reports produced within 
timescale 

N/A 100% 100% 100% 

Indicator Frequency 

I Percentaae of invoices Daid within I I 

201 0/1 1 201 1/12 
Result result 

Quarterly I 30 calenduar days of receipt I 97.8% I 97% 

201 2/13 
Target 

2013114 
Target 

Quarterly 
Elected Members - % of enquiries 
responded to within 5 working days 

92.4% I 95% 

100% 

Revised target time 

Quarterly 

Thresholds 

MP / MSP / MEP - ?Ao of enquiries 
responded to within 10 working days 

-5% 

100% 

I I 100% 

90% 90% 

90% 90% 

Supporting comments b 
New Indicator for 201 311 4 

I 



Section 3.1 : More Customer Focus - Design and Property Services 

Definition: A key element of best value is being able to demonstrate responsiveness to the 
needs of customers and ensure our plans are informed by an understanding of those needs. To 
ensure we remain accountable communication should be clear, straight forward, and balanced. 
Therefore, we will ensure that despite the unprecedented pressure on resources, the focus will 
remain first and foremost on customers. Central Services will achieve this by reviewing our 
engagement arrangements, how we best capture and respond to customer feedback, and how we 
handle complaints. 

Within Design and Property Services continuous customer focus contributes to promoting and 
achieving high performance in the workplace, partnership working and excellence in service 
provision. 

When work is carried out under the Housing HRA Capital Programme, tenants have the 
opportunity to complete and return a Customer questionnaire providing their feedback. The 
questionnaires are assessed and comments received are collated and passed to the appropriate 
Group Manager, Team Leader or Clerk of Works. 

In 2010/11 the customer satisfaction rate was 96.4% and this decreased to 92% in 201 1/12. This 
decrease has been noted and is being addressed through ongoing dialogue with the relevant 
contractors and the organisation of focussed workshops. 

In 201 1/12 the customer questionnaires were revised to take account of the new 
North Lanarkshire Council customer care standards being introduced in April 201 3. 

In respect to CRA works, on completion of orders placed, customer feedback forms are 
automatically sent out to schools for the attention of the Head Teacher. The forms are then 
returned to Design and Property Services and collated to form a monthly report which is 
forwarded to managers and contractors. The customer feedback report is reviewed at all 
contractor progress meetings. 
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Section 3.1 : More Customer Focus - Design and Property Services 

I 

Key Service Action@) 
Undertake Planned and Reactive Maintenance 
Implement Corporate Property Repairs 

Implement Emergency Corporate Property Repairs 

Undertake joint inspections 

Implement revised consultation arrangements - standardised questionnaire 

Monitor and report on customer satisfaction 

Roll out Customer Care training (appropriate to role) 

r I I 

Lead officer Timescales 

Design Manager April 2013 /March 2014 
(General Services) 
Design Manager April 2013 / March 2014 
(General Services) 

April 201 3 /March 201 4 Design Manager 
(General Services) 

April 2013 /March 2014 Manager 
(Support Services) 
Manager April 2013 /March 2014 
(Support Services) 

April 2013 /March 2014 Design Manager 

Local 
Outcome 

Utilise corporate system to record new Two Stage Scottish Complaints Compliments 
and Comments System 

Group Manager 

Enhance communication and engagement with employees, citizens and service users 

April 2013/ March 2014 

Investigate and respond to complaints within statutory timescales April 201 3 / March 201 4 Head of Service 

Key Service Action I Lead officer 

I I I 

Timescales 

Local 
Outcome 

Improve access to council services 

Monitor, review and report number and percentage of council buildings accessible to the 
public (to Improve access to Council buildings (DDA) 

Group Manager 
(Asset Management) 

April 201 3 / March 201 4 



Section 3.1 : More Customer Focus -Design and Property Services 

Performance Indicators 

Quarterly 

1 Frequency I Indicator I 2010/11 I 2011/12 I 201 2/13 
Result Result Target 

95.6% 96.4% 100% Corporate Property Repairs (Emergency 
within timescale) 

95% 1 92.7% I 96% I 90% Corporate Property Repairs (Routine within 
timescale) 1 Quarterly 1 -5% 

Quarterly 

1 41.6% I 33.3% I 40% Quarterly Emergency jobs as a percentage of day to 
day (routine jobs) 

Quality - Joint inspections with MPC 94.5% 93.6% 96% 

35% 

100% -5% 

-5% 

38.9% 
% of Council buildings accessible to the 
public 

Annually 

96% I -5% 

40.3% 40% 

Annually 

Annually 

Annually 

Annually 

Quarterg/ 

Quarterly 

Frequency I Indicator I 2010/11 201 1/12 201 a 1  3 2013/14 Thresholds 
3esult Result Target Target 

85% -10% 

85% 

Percentage of customers who are satisfied 
with the overall service 

did what we said we would do 
Percentage of customers satisfied with the 
quality of information received 

well staff did their jobs 
Percentage of stage 1 complaints responded 
to within 5 working days 
Percentage of stage 2 complaints responded 
to within 20 working days 

+I- 1 OYO 

+I- 1 OYO 

+I- 1 0% 

Percentage of customers satisfied that we 

85% 

Percentage of customers satisfied with how 85% 

1 OOYO -5% 

100% -5% 

Supporting comments 

We continually strive to respond to all 
emergencies within the timescale 
Being better equipped to respond to 
emergency works will see routine performance 
levels rise 
Ensure works are carried out in accordance 
with Service Level Agreements 
Driving down emergency works is more cost 
effective and frees resources for planned 
maintenance 
Ongoing reductions in investment funding may 
impact on targets 

Supporting comments 

Customer Care question from the 
Improvement Service Customer Satisfaction 
Measurement Toolkit 
New indicator for 201 3/14 

New indicator for 201 3/14 

New indicator for 201 3/14 

New indicator for 201 3/14 

New indicator for 201 311 4 



Section 3.2: - Greater Efficiency - Design and Property Services 

Definition: "To address the financial savings challenges we require a clear framework that not 
only focuses 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. We will continue the drive to achieve the financial 
savings required through genuine efficiency measures and by further reducing overhead costs. 
We will explore all options to best deliver and develop frontline services and continue to work 
with other councils and public sector organisations to examine ways in which new methods of 
working could be adopted to further improve services and reduce costs. We will work hard to 
maximise income collection." 

As part of the Corporate Services savings strategy 201 3/16 Design and Property Services will 
address the financial savings challenges for 201 3/14 by achieving revenue and capital savings 
and continue to monitor unit costs. 
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Section 3.2: Greater Efficiency - Design anc 

y' Local Outcome 

Financial Information 
Unit Cost Information 

Achieve Service delivery that realises value for money and improved outcomes 

Property Services 

Key Service Action@) Asset Management 
Reduce building stock following acceptance of savings proposals 

Lead officer 
Group Manager 

All expenditure recovered via professional fees 
from the capital programme. 

Timescales 
April 2013 / March 2014 

Between 8 and 13.7% based on work type and 
value. 

Frequen 
CY 

2009/10 
Result 

Indicator 

Asset Manaqement: 

f 4,923,237 

201 on 1 2011/12 2012/13 2013/14 
Result Result Target Target 

Greater Efficiency - Key Service Actions 

Thresholds Supporting comments 

201 O/l 1 
Result 

f 5,389,910 

2011112 
Result 

f 4,690,567 

Projected 
201 2/13 

f4,500.000 

201 3/14 
Target 

f 4,906,000 

Rationale 

I 
(Currently measured against private sector and the 
Society of Quantity Surveyors Benchmarking 
Group). 

Greater Efficiency - Performance Indicators 

% of Counci buildings in satisfactory I 1  condition : 

t I Asset Management: 
I 

% of Council buildings suitable for current 1 Annually I use: 

Ongoing reductions in investment funding may 
impact on targets 72.40% I 76.4% I 74% I 78% I -5% I 

75.60% 1 77.9% I 77% 1 81% I -5% 1 Ongoing reductions in investment funding may 
impact on targets 



Section 3.3: Workforce Development - Design and Property Services 

Definition: “Across the council, employees have more than risen to the challenge of continuing 
to deliver more with less. We have achieved this mainly as a consequence of the commitment of 
our workforce and due to work undertaken to support and develop our employees. Moving 
forward everyone needs to have a clear understanding of their contribution to the wider picture 
and have the appropriate knowledge and skills to perform efficiently and effectively and contribute 
innovative approaches to future service delivery. To achieve this we will continue to develop our 
conditions of service, pay and grading model, and human resource policies to best support and 
develop our workforce. We will engage with employees and trade unions on any change 
programmes. We will continue to improve training and development opportunities and physical 
working conditions, and develop more flexible ways of working. We are committed to Investors in 
People and sustaining corporate accreditation across all services.” 

Design and Property Services are committed to maintaining Investors in People standard to help 
us achieve our business objectives. The standard is based around three principles - Plan, Do 
and Review. The principles are underpinned by ten indicators namely Business Strategy, 
Learning and Development Strategy, People Management Strategy, Leadership and Management 
Strategy, Management Effectiveness, Recognition and Reward, Involvement and Empowerment, 
Learning and Development, Performance Management and Continuous Improvement. 

In 2012/13 Investors in People Scotland confirmed that following an external Review Corporate 
Services continued to meet the IIP standard and this accreditation lasts for three years. An 
internal review is scheduled for Corporate Services in 201 3 to check progress. 
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Section 3.3: Workforce Development - Design and Property Services 

Local Outcome Ensure employees have the skills and knowledge to deliver services and meet challenges 

Key Service Actions 

Conduct PRDs ensuring training requirements of service reconfiguration are addressed 

Implement succession planning arrangements for third tier officers 

Roll out Information Management training (appropriate to roles) 

Lead officer 

Design Managers 

Head of Service 

Design Managers 

Timescales 

April 201 3/March 201 4 

April 2013/March 2014 

April 2013/March 2014 

Roll out Data Protection Training (appropriate to roles) 

Implement Customer Services training (appropriate to roles) 

Implement PRD refresher training (appropriate to roles) 

April 201 3/March 201 4 Head of Service 

Design Managers 

Design Managers 

April 201 3/March 201 4 

Key Service Actions Lead officer 
Implement agreed actions following review of staff survey results 

Participate in IIP internal Review 

implement improvement plan 

Head of Service 

Head of Service 

Head of Service 

April 201 3/March 201 4 

Timescales 
April 201 3 

June 2013 /July 2014 

201 3/14 

I 



Section 3.3: Workforce Development - Design and Property 

Frequency 

Performance Indicators 

Indicator 200911 0 201 2/13 201W14 Threshold Supporting comments 
Result 

Annual 

Annual 

Result Target 

I NIA I NIA I 800 I -10% I New Indicator 
Employee training - number of training 
hours 
Employee training - 
number of training hours per employee 
Percentage of respondents with PRD 

NIA NIA 10 -1 0% New indicator 

PRDs are compulsory within the Division 100% -10% 100% 

Biennial 21% 

Biennnial 

48% 50% 

Biennnial 

75% 

82% 

54% Biennnial 

44% 6OYO 

73% 80% 

34% 60% 

Biennnial 

Biennial 

Response rate to Staff Survey 

Percentage of respondents satisfied 
with their job 

Percentage of respondents who are 
clear about how they contribute to their 
service aims and objectives 

Percentage of respondents who agree 
their PRD was useful in helping them 
improve how they did their job 

Percentage of respondents who attend 
regular team briefingslupdate meetings 

Percentage of respondents who agree 
there are effective ways to feedback 
their views to management within their 
service 

-5% 

-5% 

-5% 

-5% 

-5% 

-5% 

Encourage staff participation 

Review staff survey results and strive to increase satisfaction 
based on comments 

Continue with good communication of objectives to staff. 

Continue to promote PRD process 

Ensure team briefings and meetings continue 

Continue communication to staff by multiple methods. 



Section 3.4: Improved Performance - Design and Property Services 

Definition: “Good governance and the statutory duty of best value rely on having good quality 
information on which to base decisions about allocating resources and managing performance. We 
need to know how our services are performing before we can implement change. We should be 
able to measure and report our progress to service users, citizens, and stakeholders through 
performance management arrangements that ensure we remain open, transparent, and 
accountable. We have a solid foundation on which to build in order to maintain the same level of 
performance across all council services. Our performance management and reporting systems 
have been significantly enhanced and we will keep these under review to ensure that we can 
quickly identify any areas where performance requires further improvement and thereafter take 
remedial action. Through the further development of performance management we will ensure that 
resource pressures are not accepted as an excuse for anything less than high levels of 
performance.” 

In 201 3/14 Design and Property Services will continue to utilise management information and 
review processes to inform decision making and service improvement Benchmarking is recognised 
as one of the most important tools in achieving Best Value and ensuring continuous improvement 
and is seen as a robust method of testing services against the market. In order to facilitate this, 
Design and Property Services is a member of the Society of Construction and Quantity Surveyors 
Benchmarking Group. This Club is a Scottish based group with 22 participating Scottish authorities 
(including North Lanarkshire). In addition, a direct comparison with rates charged by the private 
sector is derived from the Division’s Partnering Agreement with external consultants, which is 
tendered every two years. 

Design and Property Services measure and report performance through the Council’s performance 
management arrangements to ensure we remain open, transparent and accountable. In the past 
year we have increased the use made of PerformNL the Council’s performance management 
system to record and report on performance and take corrective action where required. This has 
enabled us to reduce the resources required to produce performance reports. We report to 
performance by exception, highlighting areas where performance is exceeding or not meeting the 
set targets, Reports are produced for the consideration of the Corporate Services Management 
Team, the Corporate Management Team and Corporate Services Committee. 

Approved Partnering Arrangements with Consultants 

Previous best value reviews identified certain functions that could be provided more 
efficiently/eff ectively/economically by the private sector eg. CDM co-ordination, mechanical and 
electrical services engineering. 

At present there are Approved Partnering arrangements with consultants covering the Architecture, 
Quantity Surveying, Building Surveying and Structural Engineering disciplines. Arrangements are 
in place to address excess workload requirements for works of a capital nature. 

A new tender will be put in place 201 3/14. 
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Local Outcome Achieve service delivery that realises value for money and improved outcomes 

Key Service Action(s) Lead officer 
Review the structure of Design and Property Services 
Implement accepted Design and Property Services savings options 
Participate in PSlF self evaluation programme 

Head of Service 
Head of Service 
Head of Service 

-5% I I n/a I 97% 1 92.4% 1 85.9% Percentage of invoices paid within I 30 calendar days of receipt Quarterly 

Timescales 
April 2013 /March 2014 
April 201 3 / March 201 4 
April 2013 /March 2014 

Local Outcome 

New Indicator for 201 3/14 

Utilise Management information to inform decision making and improvement 

0 Denotes core measure 

Key Service Action Lead officer 
Review Design and Property Services performance indicators 
Populate PerformNL (Council’s Management Information System) with Design and Property 
Services performance data within agreed timescales 
Respond to Elected Members Enquiries within 5 working days 
Respond to MP / MSP / MEP - Enquiries responded to within 10 working days 

Head of Service 

Support Services Manager 

Group Managers 
Group Managers 

Timescales 
April 201 3 / March 201 4 

April 2013 /March 2014 

April 2013 /March 2014 
April 2013 /March 2014 

Co-ordinate, review and update Corporate Services Risk Register 
Identify key risks facing the Design and Property Services 
Identify methods of mitigating risks 
Create and implement action plan to mitigate identified risks 

Section Manager Strategic Property 
Section Manager Strategic Property 
Section Manager Strategic Property 
Section Manager Strategic Property 

April 2013 /March 2014 
April 201 3 / March 201 4 
April 201 3 / March 201 4 
April 2013 /March 2014 

Quaflerly 

Quarfedy 

1 

Elected Members - ?fo of enquiries 
responded to within 5 working days 1 00% -10% 

responded to within 10 working days 100% -1 0% 
MP / MSP I MEP - Yo of enquiries 



Section 3.1 : More Customer Focus - Human Resources 

Definition: A key element of best value is being able to demonstrate responsiveness to the needs 
of customers and ensure our plans are informed by an understanding of those needs. To ensure we 
remain accountable communication should be clear, straight forward, and balanced. Therefore, we 
will ensure that despite the unprecedented pressure on resources, the focus will remain first and 
foremost on customers. Central Services will achieve this by reviewing our engagement 
arrangements, how we best capture and respond to customer feedback, and how we handle 
complaints. 

The Human Resources Division is committed to providing our customers with a high standard of 
service at all times and uses a number of measures in its approach to more customer focus. 

Specifically: 

Providing a detailed statement of the range of services provided 

Providing a range of cost measures for the service 

Providing access to inform HR strategies, for example use of employee surveys 

Providing access to employee forum such as Employee Engagement Forum 

Participation in senior management team meetings of client Services 

Regular liaison meetings with Service HR teams 

Use PSlF framework as a self improvement measure to identify strengths and areas for improvement, 
undertaking customer surveys and implementing resulting action plans. 

Benchmarking with other Councils on a range of indicators and processes 
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Section 3.1 : More Customer Focus - Human Resources 

Implement new Customer Care Standards 

Implement new Scottish Complaints, Comments and Compliments system 

Monitor and report results 

I Local Outcome 1 Enhance communication and engagement with employees and service users. I 
Chief HR Officer (Operations) 
Chief HR Officer (Policy & Training) 
Chief HR Officer (Operations) 

Principal HR Officer (Technical) 

Principal HR Officer (Technical) 

April 201 3 I March 201 4 

April 201 3 I March 2004 

April 201 3 I March 2004 

Key Service Actions I Lead officer I Timescales 
Implement actions arising from survey of customers (undertaken October 2012) I Chief HR Officer (Policy & Training) I April 201 3 I March 201 4 

Thresholds 

90% 

Supporting comments 

This module will be made available to all HR 
employees when it is launched. 

Frequency I Indicator I 2010/11 I 2011112 I 2012/13 I 201314 

Quarterly completed the Customer Care 
Standards training (appropriate to role) 

> 
3 

Annual 

Annual 

100% 

Percentage of customers who are 
satisfied with the overall service 85% 

Percentage of customers satisfied that 
we did what we said we would do 85% 

Annual 

Annual 

Quarter'y 

Quarterly 

I Percentage of customers satisfied with I I I I 

Percentage of customers satisfied with 
the quality of information received 85% 

Percentage of customers satisfied with 

Percentage of stage 1 complaints 
responded to within 5 working days 
Percentage of stage 2 complaints 
responded to within 20 working days 

how well staff did their jobs 85% 

100% 

1 00% 

the time taken to speak to someone 
about their enquiry Annual 85% 

+I-1 0% x +I-1 0% 

+/-I 0% 

4-1 0% 

4- 1 0% 

95% 

95% 

I Denotes core measure 



Section 3.2: Greater Efficiency - Human Resources 

Definition: “To address the financial savings challenges we require a clear framework that not only 
focuses 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. We will continue the drive to achieve the financial savings required through genuine 
efficiency measures and by further reducing overhead costs. We will explore all options to best deliver 
and develop frontline services and continue to work with other councils and public sector organisations 
to examine ways in which new methods of working could be adopted to further improve services and 
reduce costs. We will work hard to maximise income collection.” 

Human Resources contributes to the efficiency agenda by ensuring the most effective use of 
resources, and by continually reviewing Human Resources costs, processes and systems. 
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Section 3.2: Greater Efficiency - Human Resources 

Key Service Action(s) Lead officer 
Implement Human Resources budget savings to reduce cost of Human Resources function Head of Human Resources 

Increase efficiency through the delivery of our financial planning and savings strategy Local Outcome 

Timescales 
April 2013 12014 

Implement pay structure amendments 

Introduce uniform term time calculator 

Provide framework to enable Services to achieve workforce changes 

Chief HR Officer (Operations) 

Chief HR Officer (Operations) 

Chief HR Officer (Operations) 

April 2013 I March 2014 

April 2013 I March 2014 

April 2013 I March 2014 

Provide lead support to terms and conditions changes 

Achieve service delivery that realises value for money and improved outcomes 
Local Outcome 

Chief HR Officer (Operations) April 2013 I March 2014 

iproving our benchmarking performance. The HR Division's Health & Safety Team currently undertake 
qomprehensive benchmarking activity through the ABC (Health & Safety) Best Value Working Group. I 

Lead officer Timescales 
Chief HR Officer (Operations) I April 2013 I2014 

Key Service Action(s) 
Enhance E-HR platform by Streamlining HWPayroll processes 

Performance Indicators 

Lead officer Timescales 
Chief HR Officer (Operations) April 2013 I 2014 

HR Costs as percentage of organisational 
running costs 

Improve functionality of current platform Chief HR Officer (Operations) 

HR cost per Employee 

April 2013 12014 

2010/11 I 2011112 I 201Z13 I 2013/14 I Threshold I Rationale I 

0.21 70 

f856 

Result I Result I Target/ I Target/ I 
I *This (VFM) figure is based on outturn data. Plans to reduce HR costs 

0.2% 0.21% 0.21 %* N/A* as a percentage of organisation running costs derive from Service 
decisions on efficiency savings and not by an HR established target. 
*This (VFM) figure is based on outturn data. Plans to reduce HR costs 
derive from Service decisions on efficiency savings and not by an HR 
established target. The efficiency savings overall will affect the HR cost 
per employee calculation. 

f 859 N/A NIA' N/A* 



Section 3.3: Workforce Development - Human Resources 

Definition: “Across the council, employees have more than risen to the challenge of continuing 
to deliver more with less. We have achieved this mainly as a consequence of the commitment of 
our workforce and due to work undertaken to support and develop our employees. Moving 
forward everyone needs to have a clear understanding of their contribution to the wider picture 
and have the appropriate knowledge and skills to perform efficiently and effectively and contribute 
innovative approaches to future service delivery. To achieve this we will continue to develop our 
conditions of service, pay and grading model, and human resource policies to best support and 
develop our workforce. We will engage with employees and trade unions on any change 
programmes. We will continue to improve training and development opportunities and physical 
working conditions, and develop more flexible ways of working. We are committed to Investors in 
People and sustaining corporate accreditation across all services.” 

It is recognised that ongoing financial restrictions increase pressure on Council resources and 
have a direct impact on our employees. The HR Division is committed to ensuring that: sickness 
absence is managed effectively to ensure best use of available resources; employees have the 
skills, attributes and capability to support the successful delivery of current and future priorities; 
and, support the development of opportunities to enhance engagement with employees, trades 
unions and employees. 

31 



Section 3.3: Workforce Development - Human Resources 

Lead officer 
Chief HR Officer 
(Policy & Training) 
Chief HR Officer 
(Policy & Training) 
Chief HR Officer 
(Policy & Training) 
Chief HR Officer 
(Policy & Training) 
Chief HR Officer 
(Policy & Training) 
Chief HR Officer 
(Policy & Training) 
Head of Human Resources 
Head of Human Resources 

Local Outcome I Ensure employees have the skills and knowledge to deliver services and meet challenges. 

Timescales 
April 201 3 I March 201 4 

April 201 3 I March 201 4 

April 201 3 I March 201 4 

April 201 3 I March 201 4 

April 201 3 I March 201 4 

April 201 3 I March 2014 

June /July 2013 
2013 I 1 4  

I 

Key Service Actions 
Lead and co-ordinate the Council’s efforts to meet the sickness absence targets set for 201 311 4 

201 2/13 201314 
Target Target 

Implementation of key actions arising from the Learning & Development Strategy 201 11201 4 

Thresholds Supporting comments 

Final implementation of phase 1 of succession planning activities for officers at third tier and above, and 
development of phase 2 (fourth tier and below) 
Continue to support the development of opportunities for young people to enter the workforce through the ongoing 

Indicator 

- - -  
development of the vocational training and modern apprenticeship programmes. 
Continue to develop further mechanisms to involve and consult with employees from Drotected characteristic 

2010/11 2011/12 
Result result 

. -  
groups, and continue to work with Trades Unions, as appropriate 

bJ 
Percentage of staff within their service who have completed a PRD 
within the last 12 months 
Sickness Absence (Exec Director level) - average number of 
working days lost per FT employee ’ 

Annual 

ouarterlv 

Indicator 

8.16 

Lead and co-ordinate the developmentheview of the Council’s employment policieslguidance notes in line with 
legislative requirements and operational priorities 
Participate in Investors in People Internal Review 
Implement improvement plan 

5.40 

2009 

Performance Indicators 

2014 
Target 

50% 

50% 

93% 

Thresholds Supporting comments 

201 4 targetshhresholds shown 
are based on actual result 201 2 
and thresholds agreed last year 
at +/-5%) 

+I-5% 

+/-5% 

+I-5% 

h, 

Biennial Response rate to Staff Survey’ 

I Result 
i I 

Biennial Percentage of respondents satisfied with their job 47% 

Biennial 

Biennial 

Biennial 

Biennial 

62% 

69% 

76% 

50% 

Percentage of respondents who are clear about how they contribute to their 
service aims and objectives 
Percentage of respondents who agree their PRD was useful in helping them 
improve how they do their job 
Percentage of respondents who attend regular team briefingshpdate meetings 
Percentage of respondents who agree there are effective ways to feedback their 
views to management within their service 

90% I 90% +/-5% 

100% 

45% 

I 100% I +/-loo/* I 

50% +/-5% 

7.02 

201 2 
Result 

29% 

45% 

93% 

64% 69% +/-5% 



Section 3.4: Improved Performance - Human Resources 

Definition: “Good governance and the statutory duty of best value rely on having good 
quality information on which to base decisions about allocating resources and managing 
performance. We need to know how our services are performing before we can implement 
change. We should be able to measure and report our progress to service users, citizens, 
and stakeholders through performance management arrangements that ensure we remain 
open, transparent, and accountable. We have a solid foundation on which to build in order 
to maintain the same level of performance across all council services. Our performance 
management and reporting systems have been significantly enhanced and we will keep 
these under review to ensure that we can quickly identify any areas where performance 
requires further improvement and thereafter take remedial action. Through the further 
development of performance management we will ensure that resource pressures are not 
accepted as an excuse for anything less than high levels of performance.” 

The Human Resources Division will improve performance through continuous improvement 
of our staff; our systems and processes, and by responding to our customers. HR 
participates in the CIPFA VFM external benchmarking exercise and performs well on the 
cost indicators as well as achieving key management practices identified within the 
indicators. We have sought to improve our communications and consultation with our 
customers and have extended our customer survey base in this year. 

HR Key Improvements 

e Pay Structure Amendments 

e 

e 

0 

Uniform term time calculator within Council 

Extension of e HR to streamline HR/Payroll processes. 

Use of recruitment portal to achieve more effective internal redeployment processes 
across the Council. 

Extension of e-learning in health and safety management. 

Implementing actions from health and well being survey to support employees’ well 
being. 

e 

e 
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Local Outcome 

Key Service Action 
Implementing outcomes of pay structure review 

Supporting implementation of uniform term time calculator 

Facilitating improved functionality of recruitment portal to support Council wide redeployment programme 

Achieve service delivery that realises value for money and improved outcomes 

Extending the use of e learning to enhance health and safety management skills in service delivery Chief HR Officer ( Operations) 

Continuing use of benchmarking process to assess our value for money performance (VFM indicators) 

April 2013 /March 2014 

Performance Indicators 

Chief HR Officer ( Operations) 

Frequency I Indicator 

April 2013 /March 2014 

Average elapsed time ( working 
days) from vacancy occurring to 
acceptance of an offer 
Contracts issued within 7 working 
days of formal notification of 
successful candidate 

2013114 Thresholds 
Target 

45 
4 - 5  4 - 5  

Supporting comments 

Assessment of expected time to complete process 
and building in measure of planned improvement. 
Target reduced from 55 days to 45 days. 

100% 
-5% 

I 

I MP / MSP / MEP - ?Lo of enquiries 

Based on performance levels. -5% 

responded to within 10 working Quarterly days I I 

Quarterly 

201 011 1 

Percentage of invoices paid within 
30 calendar days of receipt 

Result 

90.46% 

100% 

100% 

33 

-5% 

90% 

90% 

100% 

Ouarter/y 

84.97% 

Elected Members - Y0 of enquiries 
responded to within 5 working days 

result 

100% 100% t 88.9% 88.9% 

Lead officer Timescales 

Denotes core measure 



Section 3.1 : More Customer Focus - Legal Services 

Definition: A key element of best value is being able to demonstrate responsiveness to the needs 
of customers and ensure our plans are informed by an understanding of those needs. To ensure 
we remain accountable communication should be clear, straight forward, and balanced. Therefore, 
we will ensure that despite the unprecedented pressure on resources, the focus will remain first and 
foremost on customers. Legal Services will achieve this by reviewing our engagement 
arrangements, how we best capture and respond to customer feedback, and how we handle 
complaints. 

The Legal Services Division is committed to providing our customers with a high standard of service 
at all times. Every customer who buys a council house has the opportunity to complete a 
questionnaire to give their views on the service. Customer satisfaction rates and comments are 
monitored, reported and discussed at team meetings. 
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Section 3.1 : More Customer Focus - Legal Services 

Local Outcome Enhance communication and engagement with employees, citizens and service users 

Key Service Actions 

I I 
I Chief Solicitor Co-ordinate and respond to Freedom of Information Requests 

within timescales 
I2013114 

Lead officer Timescales 

I Licensing and Freedom of Information 

Produce 201 211 3 report of Freedom of Information requests for Corporate Services 
Com m ittee 

6 months 1 Head of Legal Services 

Implement revised Customer Satisfaction Questionnaire 2013 I 1 4  1 Head of Legal Services 

Implement North Lanarkshire Council Customer Care Standards Head of Legal Services 2013 / 14 

Monitor and report on Customer Satisfaction Head of Legal Services 20131 14 

201 3 I 201 4 

Implement new Scottish Complaints, Comments and Compliments System Head of Legal Services 

I I I I 

6 months 

Performance Indicators 

m 

Frequency 

Quarterly 

Indicator 201 011 1 2011112 201 a 1  3 201 a 1  4 Thresholds Supporting comments 
Result result Target Target 

YO of FOI requests replied to within 20 days N97.2% 99.7% 100% 100% -1 0% Statutory requirement 

Annual Council house purchases - 98.1% 97.7% NIA NIA ****** Number of returns is low which means 
% satisfaction rate that satisfaction rates are 

disproportionately skewed by one or two 
returns 



Section 3.1 : More Customer Focus - Legal Services 

Data protection complaints - 
YO responded to within the timescale 
outlined in the complaints handling 
procedure 

frequency 

100% 0 

Quarterly 

Annual 

Annual 

Annual 

Annual 

Annual 

Quarterly 

Quarterly 

Quarterly 

Indicator 
201 3/14 

Thresholds 2011/12 2012/13 
Result I result I Target I Target I I 2010/11 

I I I I I 
I 

Percentage of employees who have 
completed the Customer Care 
Standards e-learning module 

I 100% I +/- 1 0% 

Percentage of customers who are 
satisfied with the overall service I 85y0 I +I- 1 0% 

+/- 1 0% 85% 
Percentage of customers satisfied 
that we did what we said we would do 

Percentage of customers satisfied 
with the time taken to speak to +/- 1 0% 85% 

+/- 1 0% 

Supporting comments 

Raise awareness of Council’s 
Customer Care Standard 
HR to confirm this will be created 

Customer Care questions from the 
Improvement Service Customer 
Satisfaction Measurement Toolkit 

New indicators for 201 3 114 

New indicators for 201 3 /14 

New indicators for 201 3/ 14 I 
New indicators for 201 3 / 14 

Denotes core measure 



Section 3.2: Greater Efficiency - Legal Services 

Definition: ‘70 address the financial savings challenges we require a clear framework that not only 
focuses 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. We will continue the drive to achieve the financial savings required through genuine 
efficiency measures and by further reducing overhead costs. We will explore all options to best 
deliver and develop frontline services and continue to work with other councils and public sector 
organisations to examine ways in which new methods of working could be adopted to further improve 
services and reduce costs. We will work hard to maximise income collection.” 

As part of the Corporate Services savings strategy 2013/16 Legal Services will address the financial 
savings challenges for 201 3/14 by achieving circa f300k savings and reconfiguring Legal Services 
while continuing to deliver a service with reduced resources. 

Legal Services will continue to monitor unit costs. 
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Section 3.2: Greater Efficiency - Legal Services 

Local 
Outcome 

Achieve service delivery that realises value for money and improved outcomes 
I 

Key Service Actions Lead officer Timescales 
Provide legal support and represent the Council at Additional Support Needs Tribunals Chief Solicitor 

Litigation and Advice 

Provide legal support required following implementation of the Adult Support and Protection (Scotland) Chief Solicitor 
Act 2007 Litigation and Advice 

Provide legal support required following implementation of the Adoption (Scotland) Act 2007 

201 311 4 

201 311 4 

Chief Solicitor 
Litigation and Advice 

201 311 4 

Provide legal support to defend the Council against Equal Pay Claims Chief Solicitor 201 311 4 
Litigation and Advice 

Head of Legal Services 
- 

Provide legal support for Housing, Property, Central Heating and roads repairs and maintenance 
contracts 

201 311 4 

Participate in Legal Services benchmarking and best practice group 

Provide legal advice to schools projects procured through South West Territories Hub 

Head of Legal Services 

Head of Legal Services 

20131 14 

2013 I14 

Provide legal support to Wishaw LibrarylHealth Centre project 

Provide legal support to Culture NL Limited 

Provide legal support to West of Scotland Loan Fund 

Provide legal support to Derelict Land Fund 

Provide legal support to Planning and Development 

Provide secretarial support to Council Companies and LLPs 

Provide legal support to North Lanarkshire Properties LLP 

Provide legal support for the regeneration of Cumbernauld housing stock 

Head of Legal Services 

Head of Legal Services 

Head of Legal Services 

Head of Legal Services 

Head of Legal Services 

Head of Legal Services 

Principal Solicitor Property and 
Chief Solicitor Litigation and Advice 

Principal Solicitor Property 20131 14 

2013 I 14 

20131 14 

20131 14 

2013 114 

20131 14 

20131 14 

2013 I14 



P 
0 

Local 
Outcome 

Section 3.2: Greater Efficiency - Legal Services 

Increase efficiency through the delivery of our financial planning and savings strategy 

Key Service Action(s) Lead officer 
Review of Management Arrangements - Licensing 

Monitor, report and review Legal Service delivery 

Chief Solicitor 

Head of Legal Services 

Timescales 
2013 I 14 

2013 I14 

Rationalisation of paralegal posts 

Performance Indicators 

Chief Solicitor 2013 I 1 4  
I 

Frequency 

Annually 

Annually 

Indicator 2010/11 2011/12 2012/13 201 3/14 Thresholds Supporting comments 

Average cost per hour of providing Legal 
Service f36.00 f29.54 f33.00 f29.54 4 1  0% 

Service delivery hours ("/. of total staff 
, hours) NIA I NIA , 78% I 78% I +I- 1 0% 

Result Result Target Target 
New Indicator for 201 3 I 14 

New Indicator for 2013 I 14 



Section 3.3: Workforce Development - Legal Services 

Definition: “Across the council, employees have more than risen to the challenge of continuing to 
deliver more with less. We have achieved this mainly as a consequence of the commitment of our 
workforce and due to work undertaken to support and develop our employees. Moving forward 
everyone needs to have a clear understanding of their contribution to the wider picture and have the 
appropriate knowledge and skills to perform efficiently and effectively and contribute innovative 
approaches to future service delivery. To achieve this we will continue to develop our conditions of 
service, pay and grading model, and human resource policies to best support and develop our 
workforce. We will engage with employees and trade unions on any change programmes. We will 
continue to improve training and development opportunities and physical working conditions, and 
develop more flexible ways of working. We are committed to Investors in People and sustaining 
corporate accreditation across all services.” 

Legal Services are committed to maintaining investors in People standard to help us achieve our 
business objectives. The standard is based around three principles - Plan, Do and Review. The 
principles are underpinned by ten indicators namely Business Strategy, Learning and Development 
Strategy, People Management Strategy, Leadership and Management Strategy, Management 
Effectiveness, Recognition and Reward, Involvement and Empowerment, Learning and 
Development, Performance Management and Continuous Improvement. 

In 2012/13 Investors in People Scotland confirmed that following an external Review Corporate 
Services continued to meet the IIP standard and this accreditation lasts for three years. An internal 
review is scheduled for 201 3 to check progress. 
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P 
h, 

Local 
Outcome 

Section 3.3: Workforce Development - Legal Services 

Enhance communication and engagement with employees, citizens and services users 

Key Service Action(s) Lead officer 
Participate in Investors in People Internal Review 

Implement improvement plan 

Head of Legal Services 

Head of Legal Services 

Timescales 
JuneIJuly 201 3 

2013 I 1 4  

Local 
Outcome 

Ensure employees have skills and knowledge to deliver services and meet challenges 

Implement succession planning arrangements for third tier officers 

Implement Legal Services Training Plan including 

Head of Legal Services 

Head of Legal Services 

20131 14 

2013 I 1 4  

Roll out Data Protection training (appropriate to roles) 

Roll out NLC Customer Care Standards training 

Evaluation of training and development activities 

Head of Legal Services 2013114 

Head of Legal Services 20131 14 

Head of Legal Services 20131 14 



Section 3.3: Workforce Development - Legal Services 

Indicator 

Percentage of Legal Services staff who 
have completed a PRD within the last 
12 months 

Employee training - number of training 
hours 

Employee training - number of training 

Annual 

Annual 

Annual hours per employee 

Performance Indicators 

201 011 1 
Result 

N/A 

NIA 

N/A 

201 2/13 
Target 

100% 

1200 

201 11 
12 

result 

201 3/14 
Target 

100% 

1200 

100% 

Thresholds 

N/A 

Supporting comments 

N/A 

Indicator 

Biennial Response rate to Staff Survey2 
J l  

2009 201 2 Result 
Result 

36% 51% 

20 I 20 

Thresholds 

+/-5% 

Supporting comments 

r;. 
50% I 470/0 I 45% Percentage of respondents satisfied 

with their iob Biennial 
201 4 targets/thresholds shown are based on actual result 
2012 and thresholds agreed last year at +I-5%) 

Biennial 89% 
Percentage of respondents who are 
clear about how they contribute to their 1 79% I 
service aims and obiectives 

89% 
(201 4 targets/thresholds shown are based on actual result 

nd thresholds agreed last year at +/-5%) 
I I I I Percentage of respondents who agree I 

68% 

I 37% I 56% their PRD was useful in helping them 
improve how they do their job Biennial 

201 4 targetdthresholds shown are based on actual result 
2012 and thresholds agreed last year at +/-5%) +l-5% 

Biennial 

Biennial 

97% 

33% 68% there are effective ways to feedback 
their views to management within their 

201 311 4 
Target 

51 yo 

+I- 1 0% 

New Indicator for 201 3 / 14 
+I- 1 0% 

New Indicator for 2013 114 
+/- 1 0% 

56% 

97% 

201 4 targetslthresholds shown are based on actual result 
201 2 and thresholds agreed last year at +/-5%) +/-5% 

201 4 targetslthresholds shown are based on actual result 
201 2 and thresholds agreed last year at +/-5%) +/-5% 

Denotes core measure 



Section 3.4: Improved Performance - Legal Services 

Definition: “Good governance and the statutory duty of best value rely on having good quality 
information on which to base decisions about allocating resources and managing performance. We 
need to know how our services are performing before we can implement change. We should be able 
to measure and report our progress to service users, citizens, and stakeholders through performance 
management arrangements that ensure we remain open, transparent, and accountable. We have a 
solid foundation on which to build in order to maintain the same level of performance across all 
council services. Our performance management and reporting systems have been significantly 
enhanced and we will keep these under review to ensure that we can quickly identify any areas 
where performance requires further improvement and thereafter take remedial action. Through the 
further development of performance management we will ensure that resource pressures are not 
accepted as an excuse for anything less than high levels of performance.” 

In 201 3/14 Legal Services will continue to utilise management information and review processes to 
inform decision making and improve performance. Legal Services measure and report performance 
through the Council’s performance management arrangements to ensure we remain open, 
transparent and accountable. In the past year we have increased the use made of PerformNL the 
Council’s performance management system to record and report on performance and take corrective 
action where required. This has enabled us to reduce the resources required to produce performance 
reports. 

Reports are produced for the consideration of the Corporate Services Management Team, the 
Corporate Management Team and Corporate Services Committee. Performance is reported by 
exception, highlighting areas where performance is exceeding or not meeting the set targets. 
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Local Outcome Achieve service delivery that realises value for money and improved outcomes 

, Key Service Action(s) Lead officer Timescales 
Participate in PSlF self evaluation programme 

Produce Improvement Action Plan for implementation 
Complete Council House sales within target time 

Head of Legal Services 

Head of Legal Services 
Head of Legal Services 

20131 14 

2013 114 
2013 114 

Local Outcome I Utilise management information to inform decision making and improvement 

Key Service Actions 
Review Legal Services Performance Indicators and targets 

Populate PerformNL with performance data within set timescales 

Provide explanations/arrange corrective action as appropriate 

Issue Licences within set timescales following Licensing Board decisions 

Participate in Legal Services Benchmarking and Best Practice Group 

Lead officer Timescales 
Head of Legal Services 

Head of Legal Services 

Head of Legal Services 

Head of Legal Services 

Head of Leqal Services 

2013/ 14 

2013/ 14 

2013 / 14 

2013 /14 

20131 14 

$ Indicator 2010/11 2011112 2012/13 2013/14 
Result result Target Target 

Quarterly Percentage of invoices paid within 30 calendar days of receipt 86.69% 94.1 To 92.5% 89.6% 
100% Quarterly 

100% 
Quarterly 10 working days 
Quarterly Average number of weeks taken to complete a Council House 19.7 21.9 26 26 

Frequency 

Elected Members - 'Xo of enquiries responded to within 
5 working days 
MP I MSP I MEP - Yo of enquiries responded to within 

Thresholds 

Quarterly 

Supporting comments 

the Licensing Board decision 
Subject access requests - % completed within 

+/-I 0% Statutory requirement 

t 

Quarterly 

Quarterly 

sale 

% of Council House sale completed within 26 weeks 97.6% 86.2% 85% 85% 

held per annum 
Security incidents - number of reported breaches or near 
misses (target = 0, threshold = + 0) 

Quarterly 

Quarterly 

100% 

TBC 

Average number of days for issue of licenses after board 9.3 9 15 12 
meeting 
Yo of licenses and other amlications issued within 28 davs of 100% 100% 100% 100% 

0 

- __ 

Quarterly 
40 calendar days 
Information governance working group - number of meetings 

-5% 
-1 0% 

I 
-1 0% 

I 

0% 

minimum 4 

0 


