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Executive Summary 

Members will recall a report to the Panel in 1st March 2019 providing information on the 
performance of three indicators within facility support services for customer satisfaction - 
building cleaning, janitorial, and catering. 

Following discussions at this meeting, Members requested additional information on the 
format, operation and response rates of the head teachers’ survey and any improvements in 
this respect. 

This reports provides the additional information requested. 

Recommendations 

It is recommended that the Audit and Scrutiny Panel: 
(1) Note the contents of this report,
(2) Note the Next Steps contained in sections 2.7 and 2.8 within this report.

Supporting Documents 
Council plan 

Appendix 1: 
Appendix 2: 

Performance indicators by exception with comment 
Service Delivery Questionnaires for Building Cleaning Catering and 
Janitorial Services 

1. Background

1.1 Members will recall the report to the Panel in December 2018, Performance report:
improving local services, which presented a list of council indicators by exception. 

1.2 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. 
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1.3 At the Panel meeting in December 2018 Members requested a follow up report with 
further comments on the level of performance to permit further discussions.  This 
information was provided at the Panel meeting in March 2019. 

1.4 Following discussions, further information was sought in terms of the format, operation 
and response rates of the head teachers’ survey and any improvements in this respect. 

2. Report

2.1 Facility Support Services for the last 20 years have engaged with customers to identify 
customer feedback and utilise the information to assist in improving the services.  There 
are three service delivery questionnaires covering each area of operation, these being; 
building cleaning, catering and janitorial services.  Copies of these can be found at 
Appendix B.  

2.2  All questionnaires are issued electronically utilising survey monkey and posted through 
the school’s First Class email system.  Head Teachers are then able to electronically 
complete and return the questionnaire.    This electronic method of distribution has been 
used for a number of years. 

2.3 On return, questionnaires with compliments are sent out to frontline teams so they can 
see the positive remarks being made about their good work.  Any issues raised are 
passed to the management team who speak to Head Teachers over the telephone 
initially and if required make an appointment to visit, discuss and resolve any issues 
raised. Timescales are put in place to ensure all matters are addressed. 

 2.4 The frequency of circulation of the questionnaires was quarterly to all Education 
Establishments, however due to a decline in returns and to assist the customer the 
frequency was reduced to twice per year in 2018. There are 157 properties that 
questionnaires are issued to for Catering Services and 149 properties for both Building 
Cleaning and Janitorial Services, (excludes PPP schools). 

2.5 Unfortunately, the reduction in the frequency did not appear to have increased the 
number of returns.   In previous years a list of non-returns would be forwarded to 
Education who in return would issue a letter from a Head of Service to Head Teachers 
highlighting the importance of returning the questionnaires.  Various restructures 
throughout the years have caused this practice to fall away.  

2.6 For period 1 January to June 2018 an all-time low number of returns was received as 
detailed in Appendix 1.  For Period 2, July to December 2018, Facility Support Services 
undertook an exercise to contact all schools who had not returned by the due date by 
telephone to ask them to return their questionnaire as a matter of urgency.  The result 
was that the return rate went up as follows: 

Period 2 July to December 2018. 

% Return 
Building Cleaning Return 63.7% 
Catering Return  63.6% 
Janitorial Return 63.7% 

The chase up for returns resulted in an average return rate for Period 2 of 63.6% in 
comparison to the 22.6% average return for Period 1.   Continuing with this level of chase 
up however, is a strain on staff time and is not a viable use of resources.  Therefore other 
areas have had to be investigated. 



 
 

    
 
Next steps 
 
2.7 Facility Support Services are working with other services across Enterprise and 

Communities to see if utilising one questionnaire could assist all services in gaining 
information from schools.  This would reduce the number of questionnaires and hopefully 
this will encourage schools to make the return. Services such as waste management 
and land services may also want to participate in this.  A series of meetings have been 
set up for the end April/May 2019 to explore this. 

 
2.8 Due to the negative effect the poor response rates are having on Facility Support 

Services KPI’s, another idea is to inform customers on the questionnaires that a non-
response will result in the service assuming that the customer is satisfied with the service 
delivery and that recognition of this will be taken as part of our customer satisfaction 
KPI’s. 

 
2.9 In the interim, a letter will be issued to head teachers of all establishments by the Head 

of Asset and Procurement Solutions reminding them of the importance of completing the 
returns for our quality and evaluation processes. 

 
 

 
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 work to continue to improve the number 

of returned service delivery questionnaires by implementing and reviewing initiatives to 
drive up the number of returns each period.  

 
 

 
 
 

 
 
 
Head of Asset & Procurement Solutions 
 
 

  



 
 

Appendix 1 
Performance information by exception 

 

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 

1. Building cleaning, education - % customer 
satisfaction levels 175 188 93.1% 133 145 91.7% 54 66 81.8% 85% 

2. Catering, education school meals - % 
customer satisfaction levels 225 231 97.4% 181 182 99.5% 73 85 85.9% 90% 

3. Janitorial, education - % customer 
satisfaction levels 184 188 97.9% 139 145 95.9% 58 66 87.9% 90% 

 
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. 
 

 
 

 

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  
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