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Executive Summary 
 

Members will recall the report outlining the council’s Performance in improving local services 
presented to the Audit and Scrutiny Panel in December 2018.   
 
Third in a series of three reports, this report covered operational performance information used 
to assess how well the council is improving local services. 
 
Following an analysis exercise comparing the latest results to (a) previous years and (b) 
targets, 16 indicators were identified where performance had both declined over the period 
and was worse than target.  
 
These indicators were presented to the Panel in December whereby a follow up report was 
requested with further comments on the level of performance, together with benchmarking 
information where available, to permit further discussions.  The following report, and 
accompanying appendix, contain the additional information requested. 
 

 

 

Recommendations 
 

It is recommended that the Audit and Scrutiny Panel: 

(1) Note the contents of this report, 

(2) Identify any areas from the appendix which require further information and/or 
investigation, and which require to be added to the Panel’s programme of scrutiny. 
 

 

 

Supporting Documents 
 

Council plan 
 

Ensure the council operates in a manner consistent with good 
governance and best value 
 

Appendix 1: Performance indicators by exception with comments and benchmarking 
information (where available) 

 
 

 

1. Background 
 

1.1 Members will recall the series of three reports to the Audit and Scrutiny Panel which 
presented Members with the suite of performance information for 2017/18: 
 
(1) Performance Highlights in April 2018 presented highlights against each of the five 



 

 

 

priorities in the Business Plan and, where relevant, the Ambition programmes.  
(2) Performance report in November 2018 provided an overview of performance 

against the stated intentions in the council’s Business Plan 2017 to 2020. 
(3) Performance report: improving local services in December 2018 covered 

operational performance information used to assess how well the council is 
improving local services. 

 
1.2 In light of the volume of indicators at service level, and the role of service committees in 

scrutinising service performance, the information presented in the Appendix in the third 
report, Performance report: improving local services, did not contain all performance 
measures in the suite, it was presented by exception.  This also ensured a clear focus 
on identifying areas requiring improvement. 
 

1.3 This exception list was identified following an analysis exercise which compared the 
latest results to (a) previous years, and (b) targets.  This identified 16 indicators where 
performance had both declined over the period and was worse than target  
 

1.4 At the Panel meeting in December 2018 Members requested a follow up report with 
further comments on the level of performance, together with benchmarking information 
where available, to permit further discussions.  The following report, and accompanying 
appendix, contain the additional information requested. 

 
 

 

2. Performance in improving local services 
 
2.1 Members will recall these performance measures cover a range of key council services 

and are designed to reduce the complex nature of organisational performance to a 
manageable number of key indicators to help make performance more understandable 
and digestible, and contribute to a process of informed decision making.  

 
2.2 The 16 indicators on the exception list are noted below: 
 

1. Sickness absence, council wide, all employees - average number of days lost per 
employee  

2. Benefits administration - £ gross cost per case for housing and council tax benefits 
3. Customer contact centre - % of calls taken within 20 seconds 
4. Building cleaning, education - % customer satisfaction levels 
5. Catering, education school meals - % customer satisfaction levels 
6. Janitorial, education - % customer satisfaction levels 
7. Development plans - % population covered by local plans adopted / finalised within last 

5 years 
8. Refuse collection complaints, co-mingled waste - number per 1,000 household visits 
9. Refuse collection complaints, overall waste - number per 1,000 household visits 
10. Refuse collection complaints, residual waste - number per 1,000 household visits 
11. Occupancy level, secondary school - % with occupancy level above 75% 
12. Parent satisfaction - % agree/strongly agree the school keeps them well informed on 

their child’s progress 
13. Community facilities - total number of bookings 
14. Libraries - number of visits per 1,000 population 
15. Museums learning experience - number of people engaging in museum learning 

experiences 
16. Attendances, other indoor sport and leisure facilities - number per 1,000 population 

 
2.3 Information contained within the appendix of this report provides commentary for each 

of these indicators along with benchmarking results where available.  Not all indicators 
are able to be benchmarked.  

 



 

 

 

2.4 Although the council undertakes many benchmarking activities, these vary considerably 
in approach, purpose, and the extent to which information is used to inform performance 
assessments, service delivery reviews, and performance reporting and decision making 
processes.  There is also inconsistency in terms of this information being openly 
available across the council. 

 
2.5 As such the need to improve the council’s use of benchmarking was identified through 

the Corporate Management Team’s self-evaluation exercise.  This improvement action 
is recognised in the council’s Corporate Improvement Plan which was approved at Audit 
and Scrutiny Panel in April 2018. 

 
2.6 A review of the council’s approach to benchmarking is nearing completion.  The review 

aims to ensure benchmarking is used to its full potential as part of the council’s reporting 
and continuous improvement processes.  Findings from the review are scheduled to be 
reported to the Audit and Scrutiny Panel in the spring of 2019. 

 
Next steps 
 
2.7 Work to review the council plan and align it as North Lanarkshire’s Strategic Plan (The 

Plan for North Lanarkshire) is underway.  This aligns to We Aspire - A Shared Ambition 
approved at Policy and Resources in September 2018.  The programme of work in this 
respect was noted in the Performance report approved by the Panel in November 2018.   

 
 

 

3. Equality and Diversity 
 
3.1 Fairer Scotland 

There is no requirement to carry out a Fairer Scotland assessment in this instance. 
 

3.2 Equality Impact Assessment 
There is no requirement to carry out an equality impact assessment in this instance. 

 
 

 

4. Implications 
 
4.1 Financial impact 

There is no financial impact. 
 
4.2 HR/Policy/Legislative impact 

4.2.1 The Local Government in Scotland Act 2003 introduced the duty of Best Value; 
this requires that councils “make arrangements to secure continuous 
improvement in performance”.   

 
4.2.2 Councils are required to ensure appropriate performance and governance 

arrangements are in place which meet the CIPFA Good Governance principles, 
which were updated in 2016.   
 

4.2.3 Public performance reporting is required which adheres to the Accounts’ 
Commission Statutory Direction which arose from the Local Government Act 
1992.  The Direction requires that councils report information which sets out 
performance in improving public services and improving local outcomes. 

 
4.3 Environmental impact 
 There is no environmental impact. 
 
4.4 Risk impact 
 Risk management is an integral part of planning and performance management 



 

 

 

processes, and a key driver in service improvement.  As performance information, 
evidence, and risk management complement each other (for example to inform decision 
making, forward planning, and areas for improvement), engagement is ongoing with Risk 
colleagues to ensure approaches continue to be aligned as new developments evolve.    

 
 

 

5. Measures of success 
 
5.1 Measures of success will be evidenced through work to continue to strengthen the 

council’s performance and governance arrangements in order to demonstrate the impact 
of council activities and programmes of work on improving services and outcomes for 
the people and communities of North Lanarkshire. 

 
 

 
 

 
 
 
Business Solutions Manager 
 
 

  



 

 

 

Appendix 1 
Performance information by exception 

 

Performance measures 

2015/16 2016/17 2017/18 

Number of 
days lost 

Number of 
staff (FTE) 

Average 
days 

lost per 
FTE 

Number of 
days lost 

Number of 
staff (FTE) 

Average 
days 

lost per 
FTE 

Number of 
days lost 

Number of 
staff (FTE) 

Average 
days 

lost per 
FTE 

Target 

1. Sickness absence, all employees - average 
number of days lost per employee 

111,458 12,149 9.17 121,455 12,526 9.70 119,255 11,404 10.46 9.17 

Benchmarking - national average   9.46   9.64   9.94  

Benchmarking - family group average 
(Aberdeen City, Dundee City, East 
Dunbartonshire, Edinburgh, Falkirk, Glasgow, 
West Dunbartonshire, North Lanarkshire) 

  9.49   9.80   9.90  

 

Comments: Although overall 2017/18 sickness absence outturns have shown deterioration, this is within the context of significant (and unprecedented) 
improvement in key areas such as Teacher absence which has been masked by increased absence levels in other areas.   
 
Where sickness absence levels have increased, there are other underlying organisational factors which have impacted on employees in areas such as the 
former Infrastructure and Health and Social Care services where the increases in absence have been more prevalent.  
 
Over the last 12 months the council has put in place improved policies and procedures which are already starting to show improvement during 2018/19, and 
therefore we expect to see a return to our previous good performance over the next 12 months as well as continued improvement in Teacher absence. 
 

  
Average number of days lost to 
sickness absence per employee - 
2017/18 
 
North Lanarkshire is one of 20 other 
councils whose average rate of sickness 
absence per employee has increased in 
2017/18 compared to the previous year 
(2016/17). 
 
4 other councils in our family group have 
also experienced an increase in 
sickness absence over this period; the 
proportion by which North Lanarkshire 
has increased is slightly higher than the 
other 4 councils. 

 



 

 

 

Performance measures 

2015/16 2016/17 2017/18 

Gross cost 
£ 

Caseload 

Cost 
per 

case 

Gross cost 
£ 

Caseload 
Cost per 

case 
Gross cost 

£ 
Caseload 

Cost per 
case Target 

2. Benefits administration - £ gross cost per 
case for housing and council tax benefits 

4,541,254 113,826 £39.90 3,591,154 108,663 £33.05 6,268,346 106,226 £59.01 £27.50 

Cost excluding provision for bad debt.       3,041,256 106,226 £28.63  

 

Comments: The increase in costs in 2017/18 is due to an increase in the amount set aside for housing benefit debt that is unlikely to be recovered.  
 
Accountants in the Business Support Unit for Revenues and Benefits carried out a review of their current working methodologies (in line with accounting 
policy) and as a result decided to raise the amount held as a provision for debts unlikely to be received in the 2017/18 financial year. 
 
Although there is now an acceptable amount set aside for this within the accounts, the adjustment has directly led to an increase in the gross cost per case 
this year. Future increases to this provision will be lower and this will be reflected in a lower cost per case. 
 

Performance measures 

2015/16 2016/17 2017/18 
Number of 
calls taken 

within 20 
seconds 

Total number 
of calls taken 

overall 

% calls 
within 

20 secs 

Number of 
calls taken 

within 20 
seconds 

Total number 
of calls taken 

overall 

% calls 
within 

20 secs 

Number of 
calls taken 

within 20 
seconds 

Total number 
of calls taken 

overall 

% calls 
within 

20 secs 
Target 

3. Customer contact centre - % of calls taken 
within 20 seconds 

419,835 489,343 85.8% 324,251 450,976 71.9% 269,957 551,849 48.9% 80% 

 

Comments: The level of performance was impacted by the introduction of the revised weekly bin collection service. As call volumes and duration significantly 
increased at this time, there was insufficient resource available to meet demand. 
 

Performance measures 

2015/16 2016/17 2017/18 
Number of 
responses 

where 
customer 
satisfied 

Total survey 
response 

% 
satisfac

tion 

Number of 
responses 

where 
customer 
satisfied 

Total survey 
response 

% 
satisfac

tion 

Number of 
responses 

where 
customer 
satisfied 

Total survey 
response 

% 
satisfac

tion 
Target 

4. Building cleaning, education - % customer 
satisfaction levels 

175 188 93.1% 133 145 91.7% 54 66 81.8% 85% 

5. Catering, education school meals - % 
customer satisfaction levels 

225 231 97.4% 181 182 99.5% 73 85 85.9% 90% 

6. Janitorial, education - % customer 
satisfaction levels 

184 188 97.9% 139 145 95.9% 58 66 87.9% 90% 

 

Comments: The dip in 2017/18 percentage figures is more due to the drop in the number of survey returns received form head teachers in schools, than due 
to a drop in performance. 
 



 

 

 

Following a decline in returns in 2016/17, the service changed the frequency of customer feedback requests from 4 times per year to 2 to try and increase 
returns - however the number of returns still dropped considerably.  The table below shows the drop in response rates from 2016/17 to 2017/18. 
 
The service is reviewing their approach again and looking to have one Enterprise and Communities questionnaire next year to hopefully increase returns and 
reduce the workload on schools. They are also looking at alternative ways to engage with head teachers, one example includes direct access to head 
teachers when issuing the survey. 

 

 
 

Performance measures 
2015/16 2016/17 2017/18 

 % population covered  % population covered  % population covered Target 

7. Development plans - % population covered 
by local plans adopted / finalised within the 
last five years 

  100.0%   100.0%   0.0% 100% 

 
Comments: The North Lanarkshire Local Plan (NLLP) was adopted in September 2012.  The replacement North Lanarkshire Local Development Plan (LDP) 
is at proposed stage and progress has been delayed because of a legal challenge to the Strategic Development Plan.  
 
We have taken the opportunity of this delay to modify our proposed plan, ensuring that it reflects the current position regarding planning permissions and the 
council's shared ambition.  
 
The modified proposed LDP was presented to the Planning Sub Committee in September 2018, is subject to public consultation in January 2019, and is due 
to be submitted for examination in September 2019. 

 

 

 

 

 

Service 
Response rates 

Decline Reason  
2016/17 2017/18 

Building Cleaning 24% 20% 
-4 percentage 

points 

Introduction of team clean.  This new way of working requires a 
bedding in period.  Addition audits are being undertaken and 
consultation has been undertaken with Trade Union and 
cleaning supervisors to review the cleaning activities 

Catering 33% 27% 
-6 percentage 

points 

Increase competition for retailers within walking distance of 
school premises.  The recent revised structure within the 
service allocates specific area / assistant area manger to 
catering.  Part of this role will be increased engagement with 
pupils and a more structured approached to analysing new 
initiatives. 

Janitorial 26% 21% 
-5 percentage 

points 

Introduction of pool janitors and janitor cleaner roles caused 
confusion on service delivery in some schools.  The area of the 
service is currently under review and head teachers will be 
involved in the consultation process to identify clear lines of 
responsibility  

 



 

 

 

Performance measures 

2015/16 2016/17 2017/18 

Number of 
complaints 

Number of 
collections 

Number of 
complaints 

per,1000 

Number of 
complaints 

Number of 
collections 

Number of 
complaints 

per,1000 

Number of 
complaints 

Number of 
collections 

Number of 
complaints 

per,1000 
Target 

8. Refuse collection complaints, co-
mingled waste - number per 1,000 
household visits 

5,470 3,654,000 1.50 5,430 3,675,924 1.48 7,566 3,157,962 2.40 1.4 

 
Comments: New scheme commenced in October 2017, this was comingled dry recyclate (mixed items that are dry and recyclable).  This then became glass 
/ metal / plastic, which led to an expected initial rise in complaints and enquiries as the system bedded in. These have now fallen back to normal expected 
levels. 
 

9. Refuse collection complaints, overall 
waste - number per 1,000 household 
visits 

22,998 16,161,000 1.42 25,199 16,257,966 1.55 33,702 
11,164,98

2 
3.02 2.4 

 
Comments: New services commenced in October 2017, which led to an expected initial rise in complaints and enquiries as the system bedded in. These 
have now fallen back to normal expected levels. 

 

10. Refuse collection complaints, residual 
waste - number per 1,000 household 
visits 

9,532 3,654,000 2.61 9,313 3,675,924 2.53 15,749 3,157,962 4.99 2.4 

 
Comments: New services commenced in October 2017, which led to an expected initial rise in complaints and enquiries as the system bedded in. These 
have now fallen back to normal expected levels. 

 
 
Following an increased volume of complaints received in terms of waste management a number of actions have been implemented to address the areas 
of operational difficulties. 
 
An interim report was presented to the Audit and Scrutiny Panel in October 2017 ( https://mars.northlanarkshire.gov.uk/egenda/images/att86751.pdf ).  This 
provided an update on the implementation of the revised waste collection system.  
 
A further report was presented to the Audit and Scrutiny Panel in December 2018 ( https://mars.northlanarkshire.gov.uk/egenda/images/att89519.pdf ).   
This provided details on the specific actions taken to address areas of operational difficulties as well as an update of the transformation activities that have 
been made to the waste service thereafter. 

 

 

 

 

 



 

 

 

 

Performance measures 

2015/16 2016/17 2017/18 

Number of 
schools with 

occupancy 
> 75% 

Total 
number of 
secondary 
schools in 

NL 

% of NL 
secondary 

schools 
with 

occupancy 
> 75% 

Number of 
schools with 

occupancy 
> 75% 

Total 
number of 
secondary 
schools in 

NL 

% of NL 
secondary 

schools 
with 

occupancy 
> 75% 

Number of 
schools 

with 
occupancy 

> 75% 

Total 
number of 
secondary 
schools in 

NL 

% of NL 
secondary 

schools 
with 

occupancy 
> 75% 

Target 

11. Occupancy level, secondary school - 
% with occupancy level above 75%  

14 23 60.9% 14 23 60.9% 13 23 56.5% 63% 

Benchmarking - national average   54.3%   53.1%  
2017/18 national data 
due for publication in 

March 2019 
 

 
Comments: 10 of the 23 secondary schools across North Lanarkshire are currently under 75% occupied. The service is continuing to look for alternative uses 
at these schools, to reduce the footprint used by the school and therefore increase occupancy.  This is being progressed as part of the council’s overall 
ambition and supporting programme of work. 

 

 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

 



 

 

 

Performance measures 

2015/16 2016/17 2017/18 
Number of 
responses 

where 
parent 

agrees / 
strongly 
agrees 

Total survey 
response 

% 
strongly 
agree or 

agree 

Number of 
responses 

where 
parent 

agrees / 
strongly 
agrees 

Total survey 
response 

% 
strongly 
agree or 

agree 

Number of 
responses 

where 
parent 

agrees / 
strongly 
agrees 

Total survey 
response 

% 
strongly 
agree or 

agree 

Target 

12. Parent satisfaction - % agree/strongly agree 
school keeps them well informed on their 
child’s progress 

173 262 66.0% 179 207 86.5% 546 701 77.9% 93% 

 
Comments: The aggregate figure of 77.9% represents parent satisfaction 
from primary schools undergoing HMI inspection in 2017/18.  The data is 
replicated in the chart on the right and this shows that: 
 
• The broken line represents the average percentage when considering 

each school.  
• The local authority average sits around 80% satisfaction rates. 
• The data highlights that Clarkston is an outlier in the data as it sits way 

below the other schools and way below the trend line. 
• If we remove Clarkston from the data the average % satisfaction across 

the local authority changes from 77.9% to 85.2% which is more in line with 
or better than our average and in line with HMI averages across the 
country. 

• From an analytical point of view, we wouldn’t necessarily remove 
Clarkston from the data. We now need to investigate why it’s an outlier in 
case there are any issues with the data itself (i.e. any errors or the survey 
was done differently). If we can determine that the data from Clarkston 
has errors, then we may have justification for excluding it from the results.   

• The initial HMI inspection at Clarkston was not a positive one.  Officers 
have been working with the school and making progress on the areas 
highlighted for improvement. 

• Officers are currently gathering more information on the progress made in 
this respect and in terms of parental engagement in the school. 

• Finally, there are many reasons why a particular parent, or group of 
parents may wish to respond to the HMI questionnaire - and it’s important 
that we know the reasons and take steps to meet parental concerns.  
Analysis is therefore ongoing. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 



 

 

 

Performance measures 
2015/16 2016/17 2017/18 

 Number of bookings  Number of bookings  Number of bookings Target 

13. Community facilities - total number of 
bookings 

  60,890   57,225   52,123 59,000 

 
Comments: Quarter 4 2017/18 figure is 1,514 lower than the target and 1,806 less than Q4 actual 2016/17.  
 
Given that 5 facilities had services withdrawn and 2 transferred to community ownership, a decrease was anticipated. 
 
However the adverse weather in February and March 2018 also significantly impacted upon the number of bookings with 68 community centres and all school 
pitches closed for 4 days.  The impact of the weather was prolonged as users cancelled due to travel disruptions the following week.  
 
Targets to be adjusted to reflect the reduction in bookings associated with the 7 premises for 2018/19. 

 

 

 

  



 

 

 

Performance measures 

2015/16 2016/17 2017/18 

Total 
number of 

visits 

Population 
(mid year 
estimate) 

Number of 
visits per 

1,000 
population 

Total 
number of 

visits 

Population 
(mid year 
estimate) 

Number of 
visits per 

1,000 
population 

Total 
number of 

visits 

Population 
(mid year 
estimate) 

Number of 
visits per 

1,000 
population 

Target 

14. Libraries - number of visits per 1,000 
population 

1,835,418 337,950 5,431 1,810,560 338,260 5,353 1,666,445 339,390 4,910 5,250 

Benchmarking - national average   7,720   8,705   8,003  

Benchmarking - family group average 
(Aberdeen City, Dundee City, East 
Dunbartonshire, Edinburgh, Falkirk, 
Glasgow, West Dunbartonshire, North 
Lanarkshire) 

  9,513   10,736   9,866  

 
Comments: The adverse weather during February and March 2018, along with the temporary removal of a mobile library due to end of the lease, impacted 
on the number of library visits during the year. 

 

  
 

 
 
 
Number of visits to libraries per 
1,000 population - 2017/18 

 
North Lanarkshire is one of 24 other 
councils whose visits have 
decreased in 2017/18 compared to 
the previous year (2016/17). 
 
7 other councils in our family group 
have also experienced a decrease 
over this period, with the exception 
of Glasgow.   
 
The proportion by which North 
Lanarkshire’s visits have decreased 
is generally lower than the other 
councils. 
 
 

 

 



 

 

 

Performance measures 
2015/16 2016/17 2017/18 

 
Number of people 

engaging 
 

Number of people 
engaging 

 
Number of people 

engaging 
Target 

15. Museums learning 
experience - number of 
people engaging in learning 
experiences 

  47,032   45,742   37,888 45,000 

 
Comments: This total is below target - an end of the WWI project and a reduction in staff hours are the main factors in this. The target is to be revised to 
reflect this for 2018/19. 

 

Performance measures 

2015/16 2016/17 2017/18 

Total 
number of 

attendances 

Population 
(mid year 
estimate) 

Number of 
attendances 

per 1,000 
population 

Total  
number of 

attendances 

Population 
(mid year 
estimate) 

Number of 
attendances 

per 1,000 
population 

Total  
number of 

attendances 

Population 
(mid year 
estimate) 

Number of 
attendances 

per 1,000 
population 

Target 

16. Attendances, other indoor 
sport and leisure facilities - 
number per 1,000 population  

2,857,454 337,950 8,455 3,140,130 338,260 9,283 2,677,011 339,390 7,888 8,617 

 
Comments: Increasing competition from budget chain gym sector of the health and fitness business, and closure of the gym and associated studio facilities 
within Airdrie Leisure Centre (for refurbishment purposes for two thirds of the year) have impacted on attendances. 
 
Also closure of Kirkwood Sports Barn on 13th August 2017 and adverse weather conditions in February and March 2018 have resulted in a loss of service 
over most of the sport and leisure service portfolio. 

 

 


