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Executive Summary 
 

Members will recall the report to the Audit and Scrutiny Panel in November 2018, Complaints 
handling - Performance analysis for 2017/18.  This noted that a number of improvements to 
service delivery, or changes to ways of working, that have been made since the Complaints 
Handling Procedure (CHP) was introduced on 1 April 2013 to help ensure complaints do not 
recur. 
 
At this meeting Members requested a further report in order to assess the impact and 
outcomes achieved as a result of the improvements / changes made.  This information is 
summarised in the following report with further detail contained within Appendix 1. 
 

 

 

Recommendations 
 

It is recommended that the Audit and Scrutiny Panel: 

(1) Note the contents of this report, and 

(2) Identify any areas requiring further information or investigation 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: List of improvements to service delivery, or changes to ways of working, 
to help ensure complaints do not recur 

 
 

 

1. Background 
 
1.1 Members will recall that the national two stage Complaints Handling Procedure (CHP) 

came into effect in April 2013: 
 
• Stage one - is classed as frontline resolution which seeks to resolve complaints at the 

initial point of contact, or as close to the point of service delivery, as possible. 
• Stage two - for complaints unable to be resolved at the frontline or for those that are 

complex, sensitive, or serious and require more detailed investigation. 
 



 

 

1.2 The two stage CHP is embedded across all council services.  Social work (due to 
changes in legislation) implemented the two stage process in April 2017. 

 
1.3 Complaints are a valuable source of information about services which help to identify 

recurring or underlying problems and potential areas for improvement. The national CHP 
has a learning from complaints element that requires councils to implement changes or 
improvements as a result of complaints, or for action to be taken to reduce the risk of 
recurrence. 

 
1.4 In addition, the approach to auditing Best Value has a focus on effectiveness of 

processes (not just processes themselves) and, as such, simply ensuring compliance 
with the CHP is not an appropriate gauge of effectiveness.   

 
1.5 Members will recall the report to the Audit and Scrutiny Panel in November 2018, 

Complaints handling - Performance analysis, provided an overview of the council’s 
performance in complaints handling for 2017/18.   

 
1.6 This identified that a number of improvements to service delivery, or changes to ways of 

working, have been made since the CHP was introduced on 1 April 2013 to help ensure 
complaints do not recur. 

 
1.7 At this meeting Members requested a further report in order to assess the impact and 

outcomes achieved as a result of the improvements / changes made.  This information 
is summarised in the following report with further detail contained within Appendix 1. 

 
 

 

2. Learning from complaints 
 
2.1 Each service is responsible for reviewing trends in terms of the volume and nature of 

complaints they receive and for implementing changes or improvements.  This 
information is collated centrally each year for reporting purposes. 

 
2.2 As reported to the Panel in November 2018, a number of improvements to service 

delivery, or changes to ways of working, have been made since the CHP was introduced 
on 1 April 2013 to help ensure complaints do not recur. This equates to approx. one 
improvement for every 250 complaints dealt with. 

 
2.3 These improvements / changes are noted in Appendix 1.  This reflects a number of 

approaches to learning from complaints which have been in place over the years: 
 

(1) One off complaints that are upheld where it has been recognised there is a clear 
issue that requires to be rectified to avoid recurrence. 

(2) Ongoing service reviews of complaints received whereby a change has not been 
implemented due to the low volume of people affected and/or low chance of the 
issue recurring. 

(3) Ongoing service reviews whereby a change or improvement would not be cost 
effective or would require a significant policy change. 

(4) A programme of work to ensure the admin processes through which complaints 
are dealt with is kept under ongoing review in order to improve the efficiency and 
effectiveness of complaints handling across the council. 

(5) Work to undertake causal analysis in order to get to the root cause of a problem 
and find causes that can be treated, rather than treating the symptoms. 

(6) Further development of the Lagan system to create e-forms, in order to capture 
more local level information at the time of recording the complaint, for analysis 
purposes, e.g. in housing operations. 

(7) Ongoing review of results from the SPSOs suite of performance indicators followed 



 

 

by detailed analysis of the accompanying dataset in order to drill down and identify 
specific trends and issues. 

(8) The inclusion of complaints information within large scale transformational change 
projects which have resulted in a significant change to the way the service is 
delivered and accordingly has had a positive impact on the volume of complaints 
and customer satisfaction, e.g. housing repairs. 

(9) Sharing of learning from complaints across services to help staff see what 
improvements have been made and enable them to consider whether a similar 
problem could arise elsewhere in the council and address it accordingly. 

(10) Ongoing sharing of practice in complaints handling and identifying learning from 
complaints through the national Local Authority Complaints Handlers Network 
(chaired and led by officers from North Lanarkshire Council from its inception in 
2012 through to 2016). 

 
2.4 The following table compares (a) the overall volume of complaints dealt with (at stage 1 

and stage 2 combined) over the period of the CHP to date (2013/14 to 2017/18) with (b) 
the improvements / changes made.   

 

Service function 

Volume of 
complaints dealt 
with (2013/14 to 

2017/18) 

Volume of complaints 
per 1,000 residents 

(over the 5 year period) 

Number of 
improvements / 
changes made 

building standards 26 0.1 2 

community planning, learning, 
development, and employability 

72 0.2  

countryside and landscape 63 0.2 1 

education 1,050 3.1 2 

environmental health 135 0.4 3 

first stop shops / contact centre 108 0.3 2 

fleet operations 3 0.0 2 

housing, technical support 
capital/revenue programmes 

448 1.3 3 

housing operations 1,643 4.8 2 

housing repairs 1,551 4.6 2 

human resource matters 6 0.0  

council IT  3 0.0  

land management 200 0.6  

legal and democratic matters 274 0.8  

online information 4 0.0 1 

planning, strategic and regeneration 20 0.1  

planning, applications 81 0.2  

property and procurement 3 0.0 2 

revenues and benefits 490 1.4 2 

roads and structures 38 0.1  

roads operations 301 0.9 2 

school meals, cleaning/janitorial 
services 

40 0.1 3 

trading standards 15 0.0 4 

waste 2,659 7.8 4 

total 9,233 27.2 37 

 
2.5 The complaints per 1,000 residents is also included in the above table; this calculation 

uses the most up to date population figure (339,960) to show indicative results.   
 



 

 

2.6 It is important that the volume for particular service functions is considered within the 
appropriate context.  This shows that: 

 

• Over the five year period, 27 complaints have been received per 1,000 residents.  

• The top five service areas for complaints (stage one and two combined) remains 
relatively unchanged over the period:  
- waste management 
- housing repairs 
- housing operations 
- matters in schools 
- housing capital programmes 

• The remaining complaints are about other service areas including roads, land 
management, first stop shops / contact centre, and environmental health. 

• Given that no other service within the council interacts with all 155,000 of North 
Lanarkshire’s properties to anywhere near the same frequency as the waste service 
does, it is not surprising that the most complaints received are about waste 
management.   

• Similarly as the largest local authority landlord in Scotland, with almost 37,000 
tenants, the volume of housing complaints received by the council is not unexpected 
either. 

• Comparing the volume of complaints to the volume of service provided enables 
these results to be considered within the appropriate context, for example: 
- complaints for housing repairs account for only 1% of the 135,787 repairs 

undertaken 
- waste management complaints equate to less than 0.02% of the 11.160m bin 

collections undertaken each year 
 
Next steps 
 
2.7 Following a desktop review of the council’s approach to complaints handling, it was 

identified that the maturity of the CHP is now at a stage whereby further development 
work will only serve to improve and enhance the processes.  

 
2.8 As reported to the Panel in November 2018, a programme of work is already underway 

to ensure complaints continue to inform improvements to services, contribute to the 
council being able to improve outcomes for the people and communities of North 
Lanarkshire, and align with The Plan for North Lanarkshire, were appropriate.  This 
includes: 

 
• Continuation of the cross council Complaints Handling Network comprising 

representatives from each service to ensure ongoing data cleaning, quality control, 
and identification of common issues in complaints handling and training needs. 

• Reviewing complaints upheld or partially upheld as these continue to exceed those 
not upheld.  This work will aim to identify collective trends and ascertain if there are 
efficiencies and improvements to be gained from addressing common issues a small 
number of times, as opposed to resolving many individual complaints.   

• Comparing the reasons and service areas where complaints are predominantly 
received with trends in the nature of Elected Members enquiries to identify 
similarities and areas for improvement. 

• Development of case studies and best practice examples identifying and 
implementing improvements to ensure continued learning from complaints. 

• Integrating reporting of complaints within performance reporting and identifying any 
impact of complaints on the delivery of the council’s priorities. 

• Sharing best practice and learning through a variety of internal and external media. 
• Continued attendance at the national Complaints Handlers Network to ensure 

ongoing learning and benchmarking. 



 

 

• Development of stronger links to SPSO case reporting. 
• Alignment of council and social work reporting. 

 
2.9 In addition, work is underway to use SPSO guidance with a view to implementing a matrix 

that provides a standardised approach across the council in terms of identifying areas 
for improvement.  This comprises two areas: 
 
(1)  Assessing the need for change, which is based on three conditions - 

- Severity of impact. 
- Number of people affected. 
- Likelihood of recurrence. 
 

(2)  Determining the fix required, which has a three level categorisation - 
- People - e.g. staff reminders and training. 
- Policy - e.g. revising, amending or adding to existing policies or staff guidance 

or the introduction of a new policy or guidance. 
- Process - e.g. revising or amending existing systems or introducing a new 

process. 
 

 

 

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 

There is no HR/policy/legislative impact. 
 

4.3 Environmental impact 
 There is no environmental impact. 
 
4.4 Risk impact 
 There is no risk impact.    
 

 

 

5. Measures of success 
 
5.1 Measures of success will be evidenced through improvements in complaints handling 

and learning from complaints across the council.  This will be reflected in identification 
and implementation of improvements to service delivery, or changes to ways of working, 
to help ensure complaints of the same nature do not continue to recur.   

 
 

 

 
 
Business Solutions Manager  



 

 

Appendix 1 
Learning from complaints 
 

Year 
Service 
function 

Nature of complaint Change or improvement implemented 

2013/14 
Housing 
property 

The time taken by one of our contractors to 
complete a kitchen installation, and the quality of 

the finished works, was not acceptable. 

We instructed the contractor to reduce the number of kitchen installations from 35 to 25 (per 
week) to allow them to improve the quality of the completed installations and adhere more 
strictly to the timescale (one week) allocated to complete each individual installation.  As a 

result both the quality of work and time taken has improved - this can be evidenced through 
feedback from our own staff on site.  The contractor's performance continues to be monitored 

by onsite staff to ensure this level of performance continues. 

2013/14 
Online 

information 

Information provided by the Contact Centre 
agent differed to that on the service specific web 

pages for the roads and lighting service. 

We ensured that the web pages for roads and lighting were updated and that all information 
presented was accurate and consistent.  As a result this will help the public to access accurate 

information should they wish to report issues regarding roads and lighting. 

2013/14 Education 
Internal review of complaints handling found that 

cases were being extended incorrectly on 
Lagan. 

Staff updating the system were advised of the correct case extension process in Lagan.  This 
will ensure the future complaints analysis will reflect the true performance figures for related 

indicators. 

2013/14 Property 
Reminder letter received regarding the landlord 

registration service did not provide adequate 
information. 

We increased the level of content in the landlord registration reminder letters to ensure full and 
complete information is provided for the service user.  In addition, online registration is now 

available which also enables the relevant discounts to be achieved. 

2013/14 Waste  
The waste collection service had omitted to 
empty a number of bins on the designated 

collection day 

We briefed our employees on a more frequent basis regarding the properties which require the 
assisted pull out service.  The volume of new complaints regarding this issue has now reduced 

considerably. 

2013/14 
Housing 

operations 
Internal review and analysis 

Analysis of complaints from tenants regarding our approach when dealing with the victims and 
offenders of anti-social behaviour identified an issue which required further action.  As a result 
our anti-social behaviour service has been remodelled and a night time response team set up 
to target anti-social behaviour at the time of the incidents.  In addition a central telephony hub 
has been established to ensure consistency at the initial point of contact. Six day time teams 
have also been set up within our six housing localities to provide advice and support when 

needed. 

2013/14 
Housing 

operations 
Internal review and analysis 

This arose from feedback received from complaints but other views were voiced by localities 
working closely with tenants and residents groups as well as from our ongoing engagement 
with partners.  The issue was about increasing income maximisation and improving tenancy 

sustainment for council tenants. 
The improvements in service provision came about due to the decision of the UK Government 
to implement the under occupancy charge (bedroom tax). 5,500 tenants were impacted by this 

change putting them in severe hardship. 
Efforts have increased disposable income of tenants to mitigate against the serious impact of 
the bedroom tax and welfare reform, 6 million pounds of additional income achieved 2013/14 

for our tenants.  Tenancy sustainment levels increased from 83% to 89%. 



 

 

Year 
Service 
function 

Nature of complaint Change or improvement implemented 

2014/15 
School 

cleaning 

The level of cleanliness in the toilets at 
Kirkshaws Primary School was not as it should 

be. 

As a large number of lets take place in the evenings, we introduced additional checks and 
cleaning of the toilets in the morning prior to school use.  This will ensure the premises are 

clean at all times. 

2014/15 
Building 

standards 
Our guidance around electrical certification and 

safety requirements was not clear. 
We updated the guidance material to clarify what certification is required for electrical 

installation. 

2014/15 
School 
meals 

Children did not get first choice for school meals. 
We now provide a pre order facility for school meals at an additional seven primary 

schools.  This allows children to choose their school lunch in advance daily and also assists 
the catering staff in the preparation of meals. 

2014/15 
Building 

standards 
There were often delays due to calculations 

having to be checked during the tender process. 

We introduced Quick Quote tendering for structural calculations.  The Public Contracts 
Scotland Quick Quote online service makes the tender process, and communication around 

the tender process, more efficient. 

2014/15 
Housing 
property 

Housing proofing works were not undertaken 
properly and this resulted in a recurrence of a 

pest problem. 

Should any proofing works be required at any council house following a pest control visit in the 
future, we will ensure that specific details of the proofing works are issued from our housing 
repairs team to our pest control team. This will ensure the correct information is shared and, 

depending on the seriousness of the situation, the correct response categorisation (i.e. routine 
or emergency) is allocated to complete the works in the quickest time possible.  This will allow 

the correct proofing works to be undertaken and avoid any pest re-infestations. 

2014/15 
School 
meals 

The criteria was not clear regarding free school 
meals. 

To provide clarification, and increase awareness, we produced an information leaflet to advise 
parents of the details regarding the criteria for free school meals.  

2014/15 
Housing 
property 

There was a lack of cupboard space when new 
kitchens were fitted. 

Following discussions with the contractor, we have improved the design of the kitchens to take 
on board feedback from tenants and make the fittings fit for purpose. 

2014/15 
Education - 

schools 
The content of a particular piece of homework 

could be considered offensive. 

We reviewed all homework resources in all schools to ensure these were up to date; any 
materials found to be out of date or obsolete were removed from circulation.  This reiterated 

the importance of general housekeeping in terms of homework resources and will ensure that 
this particular incident does not happen again. 

2014/15 
Waste 

management 
Internal review and analysis 

Following an increase in the volume of complaints of this nature we reviewed the range of 
information and implemented a number of changes to our background processes.  These are 

designed to improve the processes for dealing with complaints and help to ensure that they do 
not arise in the first place.  

·           We created additional failure specific reports from our job management system; these 
are reviewed regularly to help identify specific areas where improvement is required.  

·           We regularly review the detailed route information on our job management system as 
this helps to identify specific routes or crews which have high instances of missed collections 

or missed bins. 
·           Additional meetings were put in place with Northline, who are often the first point of 

contact for complaints, to identify problem areas and improve issues around communication. 
·           We introduced weekly operational meetings with assistant managers and supervisors 

to ensure ownership of the areas of concern and improve communication. 
·           We carried out additional briefings with front line crews. 



 

 

Year 
Service 
function 

Nature of complaint Change or improvement implemented 

2014/15 
Housing 
repairs 

Internal review and analysis 

Following a review we identified that complaints relating to missed appointments and poor 
communication were still being received.  To improve co-ordination and scheduling of trades 

people when carrying out repairs work, we implemented the following new practices. 
·           We now ensure that Mears trades persons (e.g. plumbers, plasterers, joiners) are 

scheduled so that the correct trades are being used and any follow up work is scheduled for 
the appropriate time. 

·           We use the latest web based version of this service as it tracks the jobs online.  This 
enables dynamic scheduling to be deployed across a range of council and contractor 

functions.  This online facility also provides customers with access to an appointments system 
which is better co-ordinated which will help to reduce the number of occasions where trades 

people are unable to gain access. 

2014/15 
Revenue 
services 

Causal analysis 

Following a causal analysis of complaints received, we made the following change to our 
service. 

·           To better inform customers and reduce the number of repeat contacts, we added an 
automated response to e-mails received by the benefits section, to let people know we have 

received their e-mail and will reply within 48 hours.  We also added an automated response to 
e-mails received by the non-domestic rates section, to confirm that we have received the e-

mail and that it will be dealt with by a rates assessor. 
 

2014/15 
Revenue 
services 

Causal analysis 

Following a causal analysis of complaints received, we made the following change to our 
services. 

·           To provide additional information to customers that allows them to make an informed 
decision regarding the method of contact, we amended our telephone message, so that when 

engaged the message advises callers of the office's opening times. 

2014/15 n/a 
Internal review of admin processes for requests 

for service. 
 

Complaints may be made for a number of reasons, for example because of failure to provide a 
service or inadequate standard of service.  However, a routine first time request for a service is 

technically not a complaint although we often receive requests of this nature through our 
complaints process.  

For this reason we carried out an analysis to establish the 10 most common reasons for 
requests for service which we often receive as complaints.  Using this information we created a 
new web page which provides links to the various different ways through which members of the 
public can contact the council to request a service.  Use of the facilities provided through these 
links, instead of the complaints handling procedure, will ensure requests for service are dealt 

with as easily and quickly as possible. 

2014/15 n/a 
Internal review of admin processes in the use of 

the extension facility. 
 

 The complaints handling procedure allows for an extension to the required response date to be 
agreed with the complainant.  This often allows for more time to investigate a complex 

complaint and provide the complainant with a more complete and accurate response that 
resolves the complaint at the frontline.  

 To ensure that we make appropriate use of this function we continue to raise awareness of its 
use with colleagues across the council who regularly deal with complaints. 



 

 

Year 
Service 
function 

Nature of complaint Change or improvement implemented 

2014/15 n/a Quality control checks 

 To be able to analyse the data from complaints and establish trends and patterns which point 
to areas of concern and help to inform changes or improvements to ways of working, requires 

full and accurate complaints information to be captured in the first instance. 

 For this reason we make regular random checks on cases and continue to raise awareness of 
the importance of this with colleagues across the council who regularly record complaints 

information. 

2015/16 
Housing 
repairs 

Transformation review 
Introduction of new job management system and redesign of service, including new mobile ICT 

framework for routine inspections. 

2015/16 
Trading 

standards 

The delay in the council actioning and dealing 
with the complaint was costing the resident 

money each week. 

Line managers in trading standards routinely review officers' casework load to ensure actions 
are completed timeously, and have ensured that a case study for civil advice staff (on dealing 

with these types of civil/criminal crossover issues) is cascaded to all relevant staff for 
implementation.  This will help to improve the level of service and response times for dealing 

with requests received by the trading standards service. 

2015/16 
First stop 

shops 
Employee behaviour and the quality of service 

was not acceptable. 

The majority of the complaints received to date in the service are being addressed by ongoing 
incremental improvements in our training/monitoring processes and a renewed focus on the 
skills learned via the Customer Service Professional Qualification (CSPQ).  This has enabled 

employees to be better equipped to handle a wider variety of customer service situations. 

2015/16 Roads 
The consultation response from transportation, 

and time taken to determine planning 
application, was not acceptable. 

Employees have been reminded to keep on top of all consultations due.  This will not only help 
reduce the potential for complaints but will help to ensure the council meets requirements in 

terms of turnaround times for planning applications. 

2015/16 
Countryside 

parks 

There was a lack of health and safety inspection 
on an item of play equipment within Strathclyde 

Park play area. 

Play area inspectors were instructed to check wear point at seating apparatus on children's zip 
slides by removing rubber sleeve to expose chain and shackle.  This increased element of 

inspection will ensure safer play equipment for children. 

2015/16 
Waste 

management 
Complaints about the refuse collection service. 

Awareness of waste management issues arising through the complaints process are now 
being raised with the crews. The depots have now installed large television screens in the 

dining areas highlighting the number and type of complaints being received on a daily basis.  

2015/16 Roads 
Complaint made on more than one occasion 

about the potholes and the surface of the paths 
and roads in Strathclyde Park. 

The pot holes have been repaired and some resurfacing work has been carried out in 
Strathclyde Park.  This has improved walking and driving surface in the park. 

2016/17 
Environment

al health 

The pest control charge received was 
considered unjustified in this instance as no 

work was done. 

Upon investigation it was found that the charge was applied correctly by the service.  Therefore 
the service contacted the contact centre (who received the initial complaint) to reinforce the 
agreed procedures when dealing with enquiries of these nature, to avoid complaints being 

escalated for this reason in the future. 

2016/17 Fleet 
A school bus ignored a roundabout and turned 

right into oncoming traffic. 
The manager in the service spoke to the driver, who was reminded of their responsibilities 

when driving a council bus on a public road and also the importance of driving safely. 

2016/17 
Trading 

standards 
Customer unhappy about the fixed penalty 
notice received regarding tobacco sales. 

The service did not uphold this complaint, they took this opportunity to remind staff to ensure 
appropriate levels of engagement with customers to offer them the best possible business 

advice, in particular when dealing with matters regarding the sale of cigarettes to under aged 
consumers. 



 

 

Year 
Service 
function 

Nature of complaint Change or improvement implemented 

2016/17 
Environment

al health 
There was a lack of response or action following 

a pest control enquiry. 

Following the enquiry, checks were required to be carried out with the Register of Scotland to 
find out who owned the land. As checks were inconclusive, two requests were sent to another 
council section to identify who owned the land; no information was forthcoming. To avoid going 
through the middle man in future, the service have put in place arrangements to straight to the 

Sasines Register themselves. 

2016/17 
Environment

al health 
Customer unhappy with a member of staff. 

In this instance data protection requirements were interpreted incorrectly.  Further information 
on interpretation of data protection law has been shared and formal training has been 

identified. 

2016/17 Fleet 
A council vehicle was being driven in what 

appeared to be a dangerous matter. 

Managers identified the driver and entered into discussions to investigate the matter. Drivers 
were reminded of their responsibilities when driving a council vehicle and the importance of 

driving safely.  Staff were also reminded that the use of a mobile phone when driving is illegal. 

2016/17 
Trading 

standards 
Customer unhappy with trading standards about 

the way their complaint had been dealt with 

Following an examination of the circumstances surrounding this complaint, and the restructure 
of service, processes were embedded to ensure that line management oversight and scrutiny 
is maintained.  This also included arrangements to ensure that officer workloads are regularly 

audited and reviewed 

2016/17 
First stop 

shop 

Customer had waited at the first stop shop to 
deal with a cash transaction, rather than the 

Municipal Bank. 

Improved signage has been implemented at Wishaw Municipal Bank to avoid customers 
queuing at the first stop shop (rather than the Municipal Bank) if they have a cash transaction. 

2017/18 
Trading 

standards 
Customer unhappy with the approach by the 

Trading Standards Officer. 

We reviewed and amended our policy and procedures regarding the issue of fixed penalty 
notices. This ensures our approach now reflects a level of care to young sellers that is 

consistent with our level of care to young test purchasers.  The relevant line managers were 
involved in the review and we are in the process of updating our enforcement document in line 

with young sellers being treated the same as the young test purchasers. 

2017/18 Property 
There was a lack of response to a request for 

information with regards to land. 

Following investigation we advised the complainant that the original complaint was logged via 
the council's website but there was no record of this being logged and dealt with thereafter. 

This appears to be have been an isolated technical issue, however further checks are ongoing 
to ensure there is no recurrence. 

2017/18 
Waste 

management 

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 providing an 
update on the implementation of the revised waste collection system. 

https://mars.northlanarkshire.gov.uk/egenda/images/att86751.pdf 
A further report was presented to the Audit and Scrutiny Panel in December 2018 providing 

details on the specific actions taken to address areas of operational difficulties reflected in the 
data presented in this report.  This also provided an update of the transformation activities that 

have been made to the waste service thereafter. 
https://mars.northlanarkshire.gov.uk/egenda/images/att89519.pdf 

 


